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INTRODUCTION

English for International Tourism is a three-level series
designed to meet the English language needs of
professionals working in the tourism industry and students
of tourism in further education. The course includes
authentic material taken from Dorling Kindersley’s
acclaimed Eyewitness Travel Guides which explore some
of the world’s top tourist destinations. The course helps
you to:

e build confidence in professional skills such as dealing
with enquiries, marketing destinations, offering advice,
negotiating, writing emails and speaking to groups

e develop language awareness through an integrated
grammar and skills syllabus

* acquire the specialized vocabulary needed by tourism
professionals

e practise language skills in realistic Case studies that
reflect issues in the tourist industry today.

Structure of the Coursebook

The Coursebook contains ten units and two Review

and consolidation sections. Each unit is divided into

four lessons. The Unit Menu shows you the key learning
objective of the lesson. Each unit has the same structure:
* avocabulary lesson

* agrammar lesson

* a Professional skills lesson

* a Case study or tourism-related game.

KEY VOCABULARY

The vocabulary lessons introduce and practise many
words and expressions required in the tourism industry
introduced either through a reading text or a listening. By
the end of the lesson you will be better able to use the
specialist vocabulary in appropriate tourism contexts. At
the end of each unit there is a Key Word box that provides
a selection of words and phrases from the unit and a
reference to the Mini-dictionary on the DVD-ROM.

KEY GRAMMAR

In the grammar lessons key aspects of grammar that are
essential for progress at this level are presented within
an authentic tourism context. These lessons include
clear explanations and activities designed to help you
understand and use the language effectively. By the
end of the lesson you will be able to use the grammar
more confidently. For additional support there is a
comprehensive Grammar reference at the back of the
Coursebook.

PROFESSIONAL SKILLS

The Professional skills lessons provide you with the
opportunity to learn and practise effective interpersonal
and business skills which are an essential job requirement
in the travel and tourism industries. You will learn
professional skills ranging from dealing with customer
enquiries and meeting clients’ needs to preparing a
guided tour or a presentation.

CASE STUDIES

Each unit ends with a Case study linked to the unit’s
tourism theme. The Case studies are based on realistic
tourism issues or situations and are designed to motivate
and actively engage you in seeking solutions. They use
the language and professional skills which you have
acquired while working through the unit and involve you
in discussing the issues and recommending solutions
through active group work.

Language skills

Speaking skills: Each unit provides you with a range of
speaking activities. The pairwork tasks are designed to
provide you with further opportunities to communicate

in realistic and motivating tourism-related contexts.

The Case studies require you to engage in extended
communication about topical issues in the tourism
industry. At each level further speaking practice is
available in a tourism-related board game.

Listening skills: Each unit contains several listening tasks
developed around topics related to the travel industry.

A range of British, American and other international
native and non-native speakers are featured helping you
understand how people speak English in different parts of
the world. Audio scripts of the recordings are available at
the back of the Coursebook.

Reading practice: Reading texts feature regularly in the
units providing you with a variety of texts and topics that
you are likely to encounter in a tourism context.

Writing practice: In the writing sections you will write
real texts related to the tourism workplace such as emails,
reports, tour itineraries, brochure descriptions, writing the
minutes of a meeting. At each level there are also writing
tasks to help you get a job in tourism. Models of text
types are available in the Writing Bank at the back of the
Coursebook.

Workplace skills

Working with numbers: Throughout the course there
are sections that help you to manipulate numbers in
English, which is a vital skill in the travel and tourism
workplace.

Research tasks: Each unit contains one or more research
tasks that encourage you to explore tourism-related issues
on the internet or in your local environment.

Private study

Workbook: A separate Workbook with a CD provides
you with extra tasks for study at home or in class. There
are two versions of the Workbook — one with the answer
key for private study and one without a key which can be
used by the teacher for extra practice in class.
DVD-ROM: The course has a DVD-ROM designed to

be used alongside the Coursebook or as a free-standing
video for private study. The DVD-ROM is attached to

the back of the Coursebook and provides you with five
authentic films featuring different aspects of tourism. Each
film has a printable worksheet, a transcript and a key to
the exercises. These films give you the opportunity to
listen to a variety of native and non-native speakers using
English as an international language in five authentic
documentary films. Additionally, the DVD-ROM has a
comprehensive Mini-dictionary featuring over 300 tourism-
related terms along with their definitions, pronunciation
and example sentences. The DVD-ROM also contains the
MP3 files of the Coursebook audio material.

Professional exams

English for International Tourism is recommended
preparation for the LCCI English for tourism exams
www.|cci.org.uk
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Grammar: tense review irLanguage.com

Vocabulary: money matters, describing locations
Professional skills: marketing
Case study: design a tour

DREAM VACATIONS

1 What kinds of 'dream’ could be associated with each photo, e.g. adventure, luxury,
fun, relaxation? i

2 Vy-Anh Nguyen is a student of tourism in California. Listen to her
interview Teresa Koh from the Hawaii Tourism Authority. What are the FOUR main
things she wants to know?

3 Listen again and answer the questions.

1 What question did the survey ask American travellers?
2 What did the survey show about Hawaii?

3 Put these markets in order of importance for the tourism industry in Hawaii.

__Canada __Oceania __Europe __USA (Westcoast) __Japan
__USA (East coast)
4 Complete the profile of the two types of luxury traveller.
a Rich baby boomers are typically and about the experience they
want.
b Young professionals have but very little

5 What does the special Hawaii travel agent programme teach agents to do?




1 Use the present simple to talk about facts and
situations that are generally true and the present
continuous to describe ongoing projects and

™ +te thaeca cantancas:
ten iporary events. Lompare these sentences:

They’re developing new products all the time.

2 Use the past simple to refer to a definite moment
or period in the past and the past continuous
to describe an ongoing situation in the past.
Compare:
Thomas Cook organized the first package tour in
1841.

People were travelling abroad more often.

e

Globally, TUI Travel employs over 590,000 people.

SELLING DREAMS

3 Use the present perfect to talk about a situation

that began in the past and that either continues in
the present or is relevant to the present moment.

4 ;- far fi Cha' Y |
She's been with us for five years. She's worked

on many different projects.

4 Use the passive when it is not known or it is not
important who performs an action. Compare:
The national park was established in 2008.
The area has been developed as a holiday
destination.

See Grammar reference, page 113.

4 Study the Grammar box and complete the history of Thomson/TUI
with the correct active or passive form of the verbs in brackets.

Thomson/TUI - Packaging dreams

The history of Thomson Holidays * (begin)

in 1965, when the entrepreneur Lord Thomson

2 (buy) three travel companies — Britannia
Airways, Riviera Holidays and Skytours. It was the
right time to invest in tourism. Over the previous
decade, demand for holidays in the sun had risen
steadily and the package holiday industry

3 (boom). Lord Thomson continued to develop
the concept and * (introduce) winter sun and
cruise package holidays to the UK mass market.

In 1972, the three travel companies were merged
into one company - the Thomson Travel Group —
and the brand name ‘Thomson Holidays’

5 (create). The Thomson Travel Group

N

9 (launch) on the London Stock Exchange in
1998 with a valuation of £1.7 billion. The group
’ (acquire) by a German corporation in 2000
and renamed TUI AG. Thomson Holidays then
8 (become) part of TUI UK.
Despite intense competition, TUl UK’s market share
(grow) and the company has continued to
be successful. Recently, the group ™ (launch)
a new graduate training development programme,
which is considered to be one of the best in the
industry. Thomson " still (package)
dreams for the mass market at the beginning of the
21st century and if you "2 (look) for a career in
tourism, it could be a good place to start.

9

VERBS AND NOUNS

5 Some common travel and tourism words from these pages are both verbs and nouns. Complete the
pairs of sentences below with the correct verb/noun pairs in the box.

boom demand launch market

packege tour )

1 There's a package waiting for you in reception.

The role of a tour operator is to package transport, accommodation and activities into one product.

2 The for cruises aimed at the under-40s segment is growing.

In order to
3 The programme includes a guided

The Japanese group wish to

the destination, we need to identify its unique features and selling points.
around the Kennedy Space Center.

around Europe for two weeks.

4 The in eco-tourism has created job opportunities.

The Chinese market will probably continue to

over the next ten years.

51 to see the manager now. | will not take 'no’ for an answer.

Like every industry, tourism is based on supply and

6 They have decided to a new advertising campaign to boost sales.

Journalists have been invited to the

of the tour operator’s own TV channel.

SINV3Idd ONITI3Ss =




TROPICAL PAR ADISE

o ..
Hawaii

Nifihau (F/I

SELLING DREAMS

P arl(
4 C :
Vs HONOLULU
Location: 4,000 kilometres southwest of
San Francisco
Population: 1,374,850
Capital: Honolulu. Hawaii is the only US

state made up entirely of islands

Two seasons: ‘'summer’ May—October
k ‘winter’ October—April

{ OF AMERICA \

\
'+ San Francisco

NICARAGH.
COSTA R

COLOMBIA ¢

£+ ECUADOR

Vocabulary

DESCRIPTIVE ADJECTIVES AND NOUNS

1 Read the text from a brochure about Hawaii. Find and underline all the
combinations of descriptive adjective + noun.

-
Your First Trip to Hawaii
The Hawaiian archipelago is a tropical paradise: the Explore off-the-beaten-track destinations, from
snow-capped mountains, dramatic cliffs and exotic secluded beaches to isolated villages that you won't
wildlife on Kauai, the clear blue waters of Waikiki find on a postcard. Learn to surf, snorkel or kayak and
Beach on Oahu, the unspoiled tranquillity of Lanai earn your Hawaiian suntan. You'll find the itineraries on
and Molokai, and the spectacular Kilauea volcano on Hawaii are endless. From romantic escapades to family
Hawaii's Big Island. It won't be easy choosing which fun, from whale-watching to walking on a volcano, you
island to visit on your first trip but you'll find there are can do it all or you can simply sit back and do nothing.
no wrong answers. Explore Hawaii’s six unique islands and you're sure to

find your first trip to Hawaii won't be your last.
S

2 Work in pairs. Think of at least TWO more adjectives to describe the following
nouns from the text. The adjectives must be positive and you can’t use the same
adjective for more than one noun. Share your ideas with the class.

1 beach 2 mountain

3 island 4 water 5 suntan 6 village

3 Match the nouns in the box with ONE of the sets of adjectives 1-6 below. Use a

dictionary to help you.

( accommodation beach mountains road village volcano j
1 2 3 4 5 6

sandy spectacular  active remote luxurious steep
deserted surrounding  dormant pretty comfortable  scenic
golden majestic extinct quiet spacious winding




TROPICAL PARADISE

D Pput the adjectives from Exercise 3 into the correct group according to their
stress pattern. Then listen and check your answers. Repeat the words.

4

~

(10 2 OO 300 a00o | sodoo| eOono

steep sandy extinct

N y,

5 The adjectives in bold in the text are in the wrong place. Put them in the right places.

active
A Big Island holiday is truly inspiring. It boasts the world's most 'quiet volcano

and more than 80 beaches, some of which are 2active and difficult to access down
*luxurious winding roads. There’s a wide choice of accommodation ranging from
reasonably-priced condominiums to *surrounding villas in ’steep villages with
stunning views of the *deserted mountains.

Writing

ADDING INTEREST

6 The extract below is correct but can be made more attractive to the reader.
Replace the words in italics with the words in the box. Use each word once only.

cascading exotic lush luxury perfect scenic second to none
sparkling spectacular white sandy

Koh Samui Weddings

Getting married in Koh Samui is a dream come true. This "different destination,
where the ?nice beaches fringed with coconut palms and *decent hotels offering
comfort and hospitality that are “of a high standard is a Slovely place for you and
your loved one to celebrate your wedding. Swim in the ¢clear lagoons, stroll in
the “green tropical gardens and trek out to the 8high waterfalls of Na Muang, and
enjoy the *good views and °pleasant walks.

Speaking

DREAM PACKAGE TOURS

7 Work in groups of three. Student A, look at the information below.
Student B, turn to File 1, page 102. Student C, turn to File 5, page 104.

You are an independent travel consultant. Students B and C are tour
operators who want to recruit you as an agent for the package they
have on offer. Use the questions below to help you find out more about
each package. Choose the one that sounds the best and most attractive.

INTERNATIONAL OPERATORS
Choose a destination from

the online brochure of a major
international operator, e.g.

e What is the name of ¢ What is the main leisure Thomson, Kuoni, Thomas Cook.
the destination? SECVIEE Look at some of the holidays

® How do visitors get ¢ What are the other available to this destination and
there? attractionsf list the adjective + noun phrases

* What are its geographical * What does the package used to describe the place,
features? consist of?

facilities and activities on offer.
* Where do visitors stay? * How much does it cost? N )




SELLING DREAMS

THE MARKETING MIX

irLanguage.com

1 Kenji Ischikawa is a specialist in the promotion of tourism products. He is giving a
talk on the subject of ‘the four Ps’ in the marketing mix. Before you listen, match
the adjectives with the meanings. Use a dictionary to help you.

1 tangible (adj)
food.
2 intangible (adj)

hotel building.
3 perishable (adj) s CElE

¢ It doesn't go bad with time, e.g. tinned food.

4 imperishable (adj) d You can't see or touch it, e.g. an idea or a service.

a It goes bad and you can't use it after a certain time, e.g. fresh

b You can see and touch it, e.g. an object such as a car or a

2 B Listen to the first part of the talk. Which two ‘Ps’ is Keniji Ischikawa
talking about? Complete the first column in the table.
3 Listen again and complete the examples in the second column.
The marketing mix Examples 0
P tangible:
intangible:
perishable:
P in the past:
at present:
—
What other examples of intangible and perishable products can you think of?
4 Listen to the second part of the talk. Complete the table with the

remaining two ‘Ps’ and the examples.

7

The marketing mix Examples W
P direct marketing:
sales promotions:
i value for money:

competition:




PROEESSIONAL SKILLS MARKETING

6l Iy Cpal e
5 Which of the four Ps do the questions 1-8 relate to? Write each question under the 3
correct heading in the Professional skills box. o
. ; >
1 Whatare-ts-uniguefestares? irLanguage.com

2 Is location a key factor?

3 What are the best channeis of distribution?

4 \What kind of discounts will there be?

5 What needs and wants does it satisfy?

6 How can potential customers best be targeted?

SIAvILa DINENES =

7 How will competing products affect whatever is charged?

8 What is the most suitable type of media for advertising the product?

1 The product

Who is the product aimed at?

What extra features should it include: insurance, optional excursions, etc.?
What are its unique features?

2 The place
Where can customers find out about the product?

3 The promotion
What sort of brand image should be created?

4 The price

What factors influence the pricing policy?
What price will the market bear?

Will there be local or national variations?

Speaking

MARKETING MIX ANALYSIS

& Work in pairs or small groups. Choose a holiday 2 Decide which target market the package caters
package to analyse. EITHER use the Ang Thong for best. Prepare a full profile of the four Ps -~ the
or the Vanuatu tropical paradise packages on product, place, promotion and price — for this
pages 102 and 104 OR find a package on the product. Use your own ideas and make your own
internet. recommendations.

1 Analyse the marketing mix for the package. 3 Present your ideas to the class.

Discuss the marketing mix questions from
: Vanuatu
Exercise 5.

Ang Thong




SELLING DREAMS et

CASE STUDY

DESIGN A TOUR

2 Listen to a discussion about a wedding package.
3 Read the customer and supplier profiles.

Evermore Tours brochure

Aim: To put together and present a wedding package in the Virgin Islands.
1 Read about a wedding and honeymoon package tour operator.

4 Cost a package for the customers. Present it to the class.

1 Read the extract from the brochure of Evermore Tours. What does the

company do?

<> EVERMORE TOURS > |

Evermore Tours offers you the opportunity to
pledge your love for one another, surrounded
by family and friends, in one of the world’s most
beautiful
locations.
You say 'l do'
and we do
the rest. The
Virgin Islands
are famous for &
their fantastic,
palm-fringed
beaches and amazing scenery. We take away

all the stress of organizing the most important
day of your life, leaving you free to make the
most of the experience and all at a cost that
might just surprise you. Not only are our all-in
weddings stress-free but you might be surprised
to find that they can cost much less than a
L wedding at home.

The wedding package

NICARAGUA
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The owners of Evermore Tours are meeting to finalize the contents of

__the wedding co-ordinator

2
their Virgin Islands package. Listen and tick (v) the topics they discuss.
__transport __legal requirements __ pricing
__guest list __FAQs __accommodation

__cost of weddings abroad

1l Listen again. Are the statements true (T) or false (F)?

1 The couple and guests will arrange and pay for their own flights. T/F

2 Evermore Tours have already costed the price of local transport. T/F

3 They want to make a profit margin of 30%. T/F

4 A wedding abroad is only about 13% more expensive than at home. T/F

5 All payments will be made in the same currency. T/F




CASE STUDY BDESIGN. ATOUR 1
w
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r
We would like to invite 20 people from our friends and family in New o
York and Tokyo to come to our wedding. We want them to share our )
special day with us and also give them a holiday to remember ... )
A
i
>
<
w

Look at the customer profile and requirements. Put together an Evermore Tours wedding package
for Rafael Martinez and Keitko Takatsu.

1 Design an itinerary for the whole seven days of the package. Remember to include:
e arrival and departure times e itinerary for the wedding day e services and extras
* details of accommodation » details of wedding ceremony e description of location and venue

2 Work out the total price Evermore Tours should charge. Remember to allow a comfortable profit margin.

3 Present your package to the class. Describe what will happen on each day. Remember to make it sound
as attractive as possible.

4 N 75 Eb
Clearwater Beach Hotel Virgin Flowers Inc
7-night package for two persons includes: Wedding bouquets — $200-$350
¢ 7 nights in a deluxe studio with king-size Bridesmaids’ bouquets — $100-$150
bed, private bathroom and balcony with N /
ocean and garden views - ~
e Full breakfast and candlelit evening meal on Mamadoo
the terrace = _ :
Price: $6,650 Virgin Island Catering Services
(the manager said he could give us a Wedding Specialists :
20% discount) Wedding cake: $10 per person — minimum $50
> Buffet meal: $60-$95 per person
7 ML =
Virgin Islands of the United - N
States Clearwater Beach Resort
Marriage licence fee — $125 7 nights, $1,490 per apartment. 4 guests per
Fee for ceremony — $150 apartment. A daily maid service. All hotel
- < services and sport facilities are available free
- ~ of charge.
Leilani McCleary — Photographer ‘ =
2-hour photoshoot — $500, $135 for (i
each additional hour. This includes a Wedding Dreams
custom-designed CD. Let us create your own website for invitations
~ 4 and a photo album - $250.
A\
Writing a description for a brochure (ST
4 Write a description of ‘Our Virgin Islands wedding accommodation attraction boom
package’ for the Evermore Tours brochure brochure consultant costing demand
(200-250 words). Use the model in the Writing bank destination launch market package
on page 96 to help you. promote resort supplier tour

See DVD-ROM Mini-dictionary




UNIT MENU

Grammar: multi-word verbs

Vocabulary: transport and travel

Professional skills: dealing with the public

Case study: improve a service

Vocabulary

MEANS OF TRANSPORT

1 What is important when choosing a means of transport? Put the criteria in the box
in order of importance for the following travellers:

1 student backpacker

2 frequent business traveller

3 family with two children

L comfort flexibility price productive use of time during the journey

punctuality safety speed J

2 Look at the texts about the advantages and the disadvantages of different forms

of transport.

1 Which form of transport does each text refer to — air, rail, coach or car hire? Does it
state advantages or disadvantages?

2 Write the titles for each text as in the example.

A The disadvantages of air travel

E

Delays are frequent. You have to follow
complicated procedures before departure and
can only usually travel between big cities.

You can travel door-to-door and it's relatively
inexpensive. Departure and arrival times are flexible
and you can easily change your route. Transporting
luggage is also easy and painless.

Cc

This is a very safe form of transport where accidents
are rare. It is high-speed for international trips and
passengers can work while travelling. The cost

per mile is usually competitive. Catering is often
provided.

D

Traffic congestion is a risk and accidents are more
frequent than for many other forms of transport.
Passengers cannot work while travelling.

It doesn’t cover all destinations so you may have
to use other means of transport to complete the
journey. You have to carry and manage your own
luggage on board and it's generally more
expensive than road travel.

F

Traffic congestion is a risk and it is a relatively slow
form of transport. There isn't usually any on-board
catering and you can’t move around the vehicle. It's
not very comfortable for longer journeys.

G

Tickets are usually relatively cheap and the network
covers many destinations. It's a low stress way of
travelling and a flexible means of transport that you
can use to visit several attractions in a region.

H

It's a relatively comfortable way to travel and high
inter-city speeds are possible. Passengers can work
while travelling and it’s comparatively stress-free.




GETTING THERE
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the questions.

1 What question does he
ask?

2 Which of these places is he
planning to visit? Beijing,
Fujian, Guizhou, Shanghai,
Shenzhen, Xian?

3 How well does he speak

Chinese? YeLow

SEA

Listen again. Are
the statements true (T) or
false (F)?

ot Shanghai
“Ugm j PO aNiul ? %* T 18
9 'VXINXANG\, .

i
EAST

. . ) CHINA SEA
1 Dennis is going to China for

amonth. T/F

2 Itis cheaper to buy tickets
for domestic flights
outside China before you
travel. T/F

3 Chinese trains are completely safe, but slow and unreliable. T/ F

¥ “3als "\‘ Niamen |
UANGDONG _ L#  TAIWAN

*‘

1 ong Kong

ragnc i
OCLAN

1 YAOQ

4 It's possible to book train tickets online before you travel. T/ F

5 Major cities in China employ English-speaking staff at railway stations. T/ F

5 Listen to the second part of the conversation and complete the sentences.

1 Soft Sleeper class is the most ' and the most ? . There are four berths in
each compartment and there's a table with a tablecloth, and they usually provide 3
for making tea. The compartment door has a * and there’s a smartly-dressed
attendant to look after each car.

2 Hard Sleeper berths are reasonably 3 and bedding is supplied. Newer trains have
power sockets for ¢ and mobiles.

3 Hard Seat class has ’ people sitting side by side. They're fine for short journeys —
short distance daytime trains only have Hard class seats. But it's an & way to travel
for longer journeys.

4 Soft Seat class is more expensive. It's about the same price as ? but | would
recommend it for any journey over '° hours.

6 What does Wenjing Zue say about bus travel in China?

Speaking

TRANSPORT IN YOUR COUNTRY

7 How do train, bus and air travel in your country compare with China? Discuss and
decide with a partner how you would explain the different options available. What
advice would you give to a tourist planning a six-week trip travelling round your
country? Mention the following:

e accommodation on e safety
overnight journeys e traffic congestion
¢ delays « transporting luggage TRAVEL LINKS IN INDIA

Find out what kind of transport links
are suitable for a visitor to India.

® on-board catering
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JOURNEYS

Vocabulary

ROAD, RAIL, AIR AND SEA

1 Put the words in the box into the correct places in the diagram. Use a dictionary to
help you. Add at least TWO more words to each group.

ashore baggage claim carriage carriageway deck departure lounge
dining car harbour jetlag petrol station platform purser roundabout
runway signals sleeper starboard stopover toll bridge traffic lights

Transport

2 Complete the travel announcements with words from Exercise 1. Mark what kind
of travel it is — Air (A), Sea (S), Road (Rd) or Rail (Rl).
1 Please mind the gap between the train and the when leaving the train.

2 We expect heavy traffic congestion and long delays on the northbound after a
coach collided with a lorry at junction 14.

3 Wil all passengers requiring a landing card please speak to the before going
ashore.

4 Lunch will be served in the between twelve and two o’clock.

5 Will all passengers for flight BA5074 to Cairo please make their way to the
where your aircraft is waiting to depart from gate number 56.

6 The captain invites all first-class passengers to join him for cocktails on the upper

7 Turn left and drive straight on for 500 metres. At the first , take the third exit.
Drive on for three kilometres.

8 Passengers arriving from Brussels please proceed to the where your luggage
will arrive shortly.

3 Listen and check your answers. Practise saying the announcements.
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[GRAMMAR: 5 &)
Many verbs combine with a particle (at, down, in, on, out, to, up, etc.) to create a new W ::2
verb. The new verb often has a different meaning from the verb on its own. There are Z
two main types of phrasal verb:

Verbs with no object:
What time did he set off? (leave) The car broke down. (The engine stopped working.) e
She turned up over an hour late. (arrived) | hung around for a bit and then went %
home. (waited) m

Verbs with an object:
There are two types of multi-word verb that take an object — separable and
inseparable.
1 With separable multi-word verbs, the particle can either come before OR after the
object.
Could you fill in this form, please? Could you fill this form in, please?
However, if the object is a pronoun, the particle must go after, not before the
pronoun.
He dropped me off at the station. (He left me at the station and continued his
journey.)
2 With inseparable multi-word verbs, the particle must go immediately after the verb,
i.e. it cannot be separated from the verb by a noun or pronoun.
She looked for her ticket. (NOT She-dooked-herticketfor)
3 Sometimes there are two particles.
| look forward to seeing you in Vienna. (anticipate with pleasure)
| got on very well with your colleagues. (had a good relationship with)

See Grammar reference, page 114.
N J

4 0 7T Study the Grammar box. Listen to Emma telling her boss about her trip
to Prague and complete the conversation with the correct form of the verbs in the

box.

break down drop off fillin findout geton getonwith getthrough
hang about hold up pickup putup setoff takeoff turnup

E = Emma, EB = Emma’s boss

E: We' really early for the airport — at about 5.30 in the morning — so
| would have plenty of time. But, of course, there were long delays on the motorway.
A lorry had 2 and blocked an exit, so we were 3 for more than an hour.
Anyway, we got there in the end. My husband 4 me outside the terminal
just after eight but by that time my flight had already ®

EB: Oh no! So what happened?

E: Well, Iwentto?® what time the next flight for Prague was departing. The
helpdesk people were very helpful, but | had to ” for ages while they tried to
get me on another flight. | tried to phone the Prague office but the line was bad and
| couldn't® . Anyway, | managed to? another flight to Prague a bit later
that morning. Of course, there was no one to ° me when | arrived at the
airport. But | got a taxi to the city centre and finally " for the first part of the visit
at lunchtime!

EB: So, after all those problems, was the trip a success in your opinion?

E: Oh, very much so. They ' me in a really good hotel and | 3 really
well the people | met. I've the site visit checklist you gave me and it’s all
very positive.

Speaking

5 Work in pairs. Tell your partner about a journey you have made using as many of
the verbs from Exercise 4 as possible.
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PROFESSIONAL SK
DEALING WITH THE PUBLIC

WORKING IN THE AIR TRAVEL INDUSTRY

1 Read the article about working in the airline industry. Make a list of the advantages
and the disadvantages of a career in this sector.

=
The highs and the lows of working in the airline industry
The airline industry offers many opportunities for early-morning hours or work for long periods
exciting and varied careers. Often, no previous without a break. There are strict rules about
experience is required and since airlines have an personal appearance and employees often have to
internal promotion structure, entry-level employees spend long periods away from home. Dealing with
can transfer to other jobs within each company and frustrated passengers, adverse weather conditions,
can advance in their careers quite quickly. delayed flights and emergencies are all part of the
The industry also offers a wide variety of benefits, | routine, so airline jobs need people with excellent
which may include personal and family travel passes, | interpersonal skills who can offer a high level of
health insurance, paid holidays, flexible schedules, customer care.
discounts on hotels and car hire. Most airlines sell In spite of these disadvantages, the airline industry
standby tickets to other airline employees which are offers great career opportunities. Perhaps one of
between 75-95 percent off the full fare. the most enjoyable aspects of working for an airline
However, working for an airline or at an airport (apart from the opportunity to travel) is the chance
is not always easy. Some jobs are physically to meet so many different types of people from all
demanding; you may have to work evening or over the world.
J
2 Complete the sentences with the words and phrases in bold from the article.
1 He had to work ten hours non-stop without a for lunch.
2 For all employees in contact with the public, is a core element of their job
description and training.

3 Loading baggage on and off aircraft all day is really ;

4 A competitive salary with will be offered to all new recruits.

5 We're reinventing our airline from the ground up and there are great for those

with the right qualifications, attitude and commitment.

6 The CheapSky airline is offering dozens of jobs and internships for college

graduates.




PROEESSIONAL SK

kin 9)
SpEENg m
CUSTOMER SERVICES MANAGER j
3 Work in pairs. What kind of problems do you think a Customer Services %

Manager for an airline deals with? Discuss what an airline Customer Services

Manager could do in these situations.

1 Aflight is overbooked and two passengers can't board the plane.

2 The flight is cancelled because of bad weather. Two hundred and fifty
passengers are stranded at the airport.

3 A nervous passenger has a panic attack in the departure lounge just before
take-off.

Listening

A DIFFICULT SITUATION

4 3 Erik Serensen is a Customer Services Manager for NorskaAir.
Listen to his interview about a difficult situation. What was the cause of the
problem? Did he deal with it successfully? Il Iy Crppl o
2
5 Listen again and circle the correct options. There may be more than one correct answer. d

1 How did they deal with the passengers stranded at the airport?
a They put them up in hotels. b They sent them home on coaches.
¢ The passengers waited until the airport reopened.

irLanguage.com

2 |t was difficult for NorskaAir to organize accommodation because
a they didn't have enough money. b there weren’t enough hotels.
¢ they didn't know how long the airport would stay closed.

3 The passengers who had booked flights that week
a lost their money. b were offered a refund.
c were offered an alternative flight or holiday.

4 The positive side of the experience for the company was

a they didn‘t lose too much money. b they helped their customers.
¢ their customers will trust them in the future.

6 Complete Erik’s tips for dealing with customers in the Professional skills box. Check your
answers in the audio script on page 119.

Don't ...

o the customer. Be patient and wait until they have finished speaking.

* argue with the customer or %b colleagues.

* make %e even if the situation isn't your fault.

Do ...

* listen actively. Stop what you were doing and 4| at the customer while he or she is speaking.
® ask5q to clarify any facts or obtain missing information.

¢ show empathy by telling the person that you éu how he or she feels.

oLy the customer by promising something that you will do to improve the situation.

Use the construction I'll ... or We'll ..., e.g. I'll find out for you. We'll look into it for you.

CUSTOMER SERVICE ROLEPLAY

7 Work in pairs. Student A, turn to File 6, page 104. Student B, turn to File 21,
page 110. Roleplay the customer service situations. Use the tips from the
Professional skills box to help you.
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CASE STUDY.
IMPROVE A SE

Aim: To reduce costs and customer service at CheapSky Airlines.
1 Read about problems that airline staff have to deal with.

2 Listen to a meeting about the problems with air rage and how to solve them.
3 Discuss ways to reduce costs and improve customer service. .

Problems for airline staff

1 Read the article below from SkyWorld, a magazine for airline industry

professionals.

1 What is the ‘constant threat’ that airline customer service staff have to deal with?

2 Make a list of the reasons why so many passengers are unhappy.

3 Why are the problems likely to continue to get worse in the future?

.

Air rage on the increase

A recent survey of airport staff at CheapSky
Airlines shows that air rage — and a lack of

training to cope with it — is still a major problem.

Airline customer service staff, particularly
employees of low-cost carriers, are under a
constant threat of air rage as airlines increase
fares and introduce more fees and ticket
restrictions. Many employees had experienced
air rage at work on a daily basis, with ticket
restrictions, staff shortages and excess baggage
charges cited as major causes of customer
anger. Analysis of customer complaints over
the last six months reveals similar information.
The things that make passengers most angry
are long queues at check-in and security control
and a lack of understanding of restrictions on
discounted tickets buried in the small print.

Nine out of ten employees said they had received no training on how to deal with

angry and abusive customers.

With the increase in fuel costs forcing airlines to add extra fees and restrictions,
there are now worries air rage will increase. Becky Lu, national secretary of the flight
attendants’ union, said additional fees and charges would just make it harder for

people on the front line.

Recent incidents

CheapSky Airlines is a low-cost carrier offering short-haul budget flights.

Recently, the company has been experiencing a number of problems. Listen to four

recent incidents. Answer the questions.

1 Where does each incident take place?
2 What is the problem?

3 In your opinion, what could CheapSky do to avoid this kind of incident in future?
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meeting to discuss ways to reduce costs -
and improve customer service. Work AGENDA o %
in small groups. Group A, look at the Passenger rage — how to deal with it
information on this page. Group B, turn to Charging for carry-on baggage and for blankets E
File 3, page 103. Standing-only seats and pay toilets rm
2 Look at the meeting agenda and study the Express Seat option ﬁ
background informatiqn in your file. A ‘families only’ section of the aircraft
3 Hold the meeting with the other group. Obese passengers and seating arrangements
Discuss the items on the agenda and make : : .
o Travelling with pets — staff policy
a decision on each.

Group A

'd i

Starting soon, the carrier will begin offering a ~ From: Chris.Lee@CheapSky.com
‘cuddle class’ - that is, a row of three economy . ; T

seats that transforms into a couch for couples

" To Customer Services Staff

‘to relax and stretch out on or for the kids to . _SU'bjectg My suggestions
use as a play area’. But there is no word yet on . e
how much it will cost. Will young couples want o ‘jQ?‘t,e{ December 10
to pay for three seats instead of two? - SRR :
- J I can’t be at the meeting but | suggest $10
- N ~ for an airline blanket on short-haul flights and

no blankets on domestic flights lasting more
than two hours. We could offer inflatable neck
pillows instead.

An American airline is now offering coach-
class passengers a chance to board early, sit
up front and get off the plane first - for a fee.
The Express Seat option will be available on
domestic journeys for $29 to $49 per flight to
travellers who sign in at self-serve kiosks.

I think we should charge $49 for carry-on
luggage, the same fee as for checking in

a bag. This would improve inflight safety
(fewer heavy bags in the overhead lockers)

—/ and efficiency. | don’t see what’s wrong with
s N standing-only seats for flights of less than an
Obese passengers who are unable to get into hour. It's just like being in the Underground.
a single seat on an airliner will be charged . Don't forget you pay for toilets in a railway
double. From next month, overweight flyers station, so why not pay on a flight as well?
will pay for two seats or not be allowed on
board for ‘safety reasons’, Sprint Airlines
announced yesterday. They will be charged
75% of the cost of the second seat, which is
the full price excluding tax and surcharges.
However, the charge will only apply on flights
that are fully booked.
. J

3 Write the minutes of the meeting to be
circulated to other staff members. Use the
model in the Writing bank on page 98 to
help you.

KEY WORDS

baggage claim benefit berth board catering check-in coach congestion delay
departure lounge excess baggage platform short-haul flight speed stranded

See DVD-ROM Mini-dictionary
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Grammar: modal verbs

Vocabulary: types of accommodation, facilities and services
Professional skills: dealing with complaints
Case study: investigate customer complaints

ACCOMMODATION IN SPAIN

1 What are the different types of accommodation for tourists in your country? Make
a list and compare with a partner.

2 Read the extract from the DK Eyewitness Travel Guide to Spain.

1 Which types of accommodation mentioned in the text are in your list?
2 What other types of accommodation are mentioned?

3 Which type of accommodation would you recommend for a traveller to Spain who
a wants to live in a palace?
b is a serious mountaineer?
¢ wants peace and quiet in the countryside?
d is looking for serious luxury?
e wants to stay in their own place but doesn’t want to cook every night?

e

Where to stay in Spain

Medieval castles turned into luxury hotels and Visitors can also stay on remote farms or in villas and

mansions converted into youth hostels are typical old houses let for self-catering. For the traveller on

of the variety of places to stay in Spain. The tourists a budget, there are youth hostels, bed & breakfasts

who are so important to Spain’s economy have (pensiones), family-run country cottages (casas

almost 10,000 establishments to choose from, rurales) and guest houses, camp sites and refuges

offering over one and a half million beds. At the with stunning views for mountaineers.

top of the scale, there are the paradores: these are An apartment hotel (known as a villa turistica

suites of rooms in once-royal palaces and luxury in Andalucia) is another option. Half hotel, half

accommodation in castles, fortresses, hunting holiday apartment, it gives guests a choice between

lodges and other historic buildings. Some modern self-catering (all rooms have a kitchen) or eating

paradores have been purpose-built as modern in the hotel restaurant. Holiday villages are similar,

hotels. They are usually built in a traditional style, often catering for specialist interests, such as

and located in areas of outstanding beauty or in horse-riding, climbing or windsurfing. One example

towns of historic interest. is the village of Ainsa, in the mountainous region of
Then there are luxury beach hotels on the Costa Aragén, which offers a mix of camping and hostel

del Sol and in the Balearic and the Canary Islands. accommodation, with restaurants and bars.




Vocabulary

3 Write the letter of the symbols a-p next to the hotel service.

__ air conditioning __hairdryer __restaurant

__ airport shuttle __high-speed Wi-Fi access ~ __ safe-deposit box
__baby-sitting service ___in-room minibar __satellite TV
__currency exchange __laundry and ironing __sauna

__direct line telephone __ pets admitted __wheelchair access

__fitness centre

4 Which of these facilities and services do you need most? Choose the top ten and
put them in order of importance. Are there any facilities that are important for you
which are not on the list?

Listening

CHOOSING A HOTEL

5 Look at the photos of the travellers. Make a list of the hotel facilities and services
that you think are important for each person or set of people.

, Listen to what is important for travellers when they book hotel
accommodation.
1 Number the photos in the order that the travellers speak.

2 Check your answers to Exercise 5. Do the speakers mention any of the facilities you
listed? Which ones?

Listen again and complete the extracts about each of the traveller's needs.

1
My biggest worry is always ' , s0 | always choose a hotel that uses smartcards to
limit access to executive suites and has 2 installed. The family particularly request

limousine service, 24-hour room service and exclusive use of the 3

2

High-speed internet access is a must, and if there’s a business centre offering ¢
services and business support, that's a plus. Oh, | also need a rapid ® service as
| travel fairly light and don't always have enough clothes with me.

3

... the best hotel for us is one where there's a ¢ where the
children can go. We stayed in a place recently where the kids had
bunk beds with individual television sets in them. We could get the
latest PlayStation games and consoles from reception. And if we

for a prince

wanted to go out in the evening, just the two of us, there was a
great’ service as well, HOTELS IN YOUR AREA

Visit two or three hotels in your area.

Find out what facilities they offer.

NOILYAOININODDY (W

Waleed - travel manager
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HOTEL GRADING

GRADING OF HOTELS IN SPAIN

1 What system does your country use to grade hotels? Do you think it is accurate?

With a partner, make a list of the minimum facilities you think a mid-range hotel
should offer.

® Listen to an interview about hotel ratings in Spain. What grading system
do most hotels in Europe use? How is Spain different?

Listen again. Are the statements true (T) or false (F)?

1 The Hotel Stars Union rating scheme is used by hotels all over the world. T/F

2 For a one-star rating, the hotel only needs to provide a bed and daily room cleaning.
T/F

3 In Spain, the regional tourist authorities use different criteria for awarding stars. T/ F
4 A five-star hotel offers the same comfort as a five-diamond hotel. T/F

5 In the Spanish system, the stars are related to the number and range of facilities on
offer. T/F

6 Spanish hotel prices include VAT. T/F

4 Complete the sentences with an appropriate form derived from the words award,

grade or rate. Sometimes more than one answer is possible.

1 Following the opening of its new luxury spa complex, the hotel was a fifth star.
2 What system do you use for hotels in your country?

3 The lowest of hotel is one star but hotels with no stars do exist!

4 The Hotel Stars Union hotels according to a list of criteria relating to

270 different features and services.




| GRAMMAR:

HOTEL GRADING

Use modal verbs to express obligation and possibility.

1 Obligation

We use have to and must to talk about things that
are necessary.

Do | have to make a deposit to be sure of getting a
room?

By law, Spanish hotels must display their prices in
every room. (stronger)

Mustn’t and don’t have to have very different
meanings.

Employees must not smoke in the building. (= It is
forbidden.)

You don’t have to book ahead in low season. (= It is
not necessary.)

We use should to say that something is a good idea.

Visitors who intend to travel in high season should
book in advance.

2 Possibility

We use can and may to say that something is
possible or impossible.

Visitors can stay on remote farms or in villas and old
houses let for self-catering.

You can’t equate quality with the number of stars.
(= It's impossible.)

You may be able to claim compensation from the
operator. (= It's not certain but possible.)

See Grammar reference page, 114.

5 Study the Grammar box, then read the accommodation information and underline

the correct modal verbs in each paragraph.

—

Self-catering

Retreats

Youth Hostels

in a youth hostel.

The price of self-catering accommodation 'can / must vary: for example a
four-person villa with a pool 2may / must cost under €350 if it is inland, but you
3have to / must not pay at least three times more if it is on the coast.

If you want peace and tranquillity, you *may / should like to stay in one of Spain’s
150 retreat houses. They are not hotels but you Sdon’t have to / should book in
advance or you won't get a room. Guests éshould / may be asked to tidy their rooms
and, in any case, they “can‘t / should make an effort to observe the strict mealtimes.

You 8can’t / should use the network of albergues juveniles (youth hostels) without
a YHA (Youth Hostels Association) card. These ’may / shouldn’t be obtained

from your own country or via the Red Espariola de Albergues Juveniles network.
Despite the word youth, you ®mustn’t / don’t have to be a young person to stay

6 Complete the hotel enquiries and information with appropriate modal verbs.

1 What time do we

check out if we don't want to pay for another day?

2 You pay for a complimentary drink at the bar - it's free.

3 We have a room free for that day but I'm not sure.

4 You leave the light on in the room as it wastes electricity.

5 Guests ask for their valuables to be kept in the hotel’s safe.

6 | check out and pay my bill now? We're leaving very early

tomorrow.

UNUSUAL PLACES TO STAY

Do some internet research on unusual
places to stay. Present your findings
to the class. Vote for the most unusual
accommodation.

NOLYAOWNODDY (U9
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PROBLEMS AND SOLUTIONS

Listen to five conversations about

complaints. Match the conversations 1-5 with
the complaints a-e.

1

2
3
4
5

a overcharging

b defective equipment
¢ overbooking

d unhelpful staff

e dirty room

) What solutions to the problems do the

hotels offer? Listen again and complete the

extracts below. Which solutions are satisfactory
and which are unsatisfactory? Why?

(C = Customer, R = Receptionist)

1

C:

: OK, lwill 2

Hello, | phoned a couple of hours ago to say
that the air conditioning is not working. The
person | spoke to said someone would look at it
but nothing has happened.

maintenance.

And another thing. The Wi-Fi isn't working and
| need to be connected — I've got work to do.

| will !

the person in charge.

w

R: Um, perhaps | ®

Yeah, but | can’t do anything about it, can |?
| ain't the manager.

: Can | speak to the manager?

Nope, he ain't here.
When will he be back?

| dunno. |3
if .

you his mobile phone number

and get you into another

of our hotels. Do you ¢ me to do that?

: Do you have any other solution?

No.

Oh, I'm so sorry, Mrs Robertson. | do’ for
the inconvenience. Please come down and I'll
8 yougetaroom that's ready.

: I'm very sorry, madam. I'll have a word with

the staff. | 7 you it won't 1© again.

Thank you for bringing the matter to my
"




PROEESSIONAL

SKILLS DEALING WITH COMPLAINTS

3 Work in pairs. Rewrite the dialogues for the three unsatisfactory solutions so that they
reflect best practice. Use the language from the satisfactory responses to help you.

1 Give your guest your complete attention and

2 Tell the guest that

3 Apologize for the inconvenience and deal with

4 Listen carefully and if

a to make sure they are satisfied.

b they are making their complaint.

¢ ask him/her in what way you can solve the problem.

d you would feel the same if this had happened to you.

5 Find a solution and let them know

e he/she is angry, go somewhere private.

6 Never argue with a guest when

7 Check back with the guest after dealing with their

complaint

8 Keep a pleasant expression on your face

f the complaint immediately.

g and nod in agreement.

h of your concern for their satisfaction.

5 @lc]) Complete the useful expressions for dealing with complaints with an
appropriate word. Listen and check your answers. Practise saying the expressions
so that you sound polite but assertive.

[ Apologizing Explaining Acting b

I'm? about that. ['m * there's been a "7 into it right away.
misunderstanding.
| o2 for the What ® to have I'll get® to you when

inconvenience.

happened is that ...

it's been sorted out.

| hear what you're saying
and|? how you feel.

N

At the moment we're having
at with ...

e everything
| possibly can.

Speaking

HANDLING PROBLEMS

6 Work in pairs. Student A is a group leader, Student B is a hotel receptionist. Read
the information files below and roleplay the situation.

Student A

You are the leader of a group of 54 passengers
which has just arrived after an eight-hour journey
at a hotel in Milan, Italy. The passengers are all in
the coach outside. The booking from 25 February
to 1 March was made through the Insegna agency
in London. You spoke to a representative of the
agency yesterday, who said the prepayment
voucher and deposit were sent to the manager of
the hotel three weeks ago. Your group are mostly
senior citizens (aged 60 plus) and are tired and

~

hungry. Ask Student B (the hotel receptionist) which

p
Student B

You are the hotel receptionist at the Hotel San
Angelo in Milan. You have no record of a booking
for a coachload of 55 tourists from London and
have never heard of the Insegna agency. The

hotel manager is on holiday in South Africa at the
moment. There is a fashion show taking place this
week and it will be very difficult to find any free
hotel rooms but you will make enquiries. You have
some contacts with hotels in the mountains outside
the city which may be able to accommodate such a

large party.
\

rooms you have been allocated.




CASE STUDY
INVESTIGATE CUSTOMER

COMPLAINTS

ACCOMMODATION (UJ

3 Listen to a management team meeting.

Promotional brochure

4 Hold a meeting to discuss how to solve the problems.

Aim: To investigate a customer complaint and respond to it appropriately.
1 Read a brochure and a letter of complaint.
2 Read some customer feedback and exchange information.

1 Read the brochure extract about Sylvan Parks and answer the questions.

1 Where are the Sylvan Parks?

2 What kind of accommodation do they offer?
3 What type of holidaymaker do they cater for?

7~

Discover our fabulous short breaks and family holidays

in private and enclosed woodland settings throughout
Europe. In each location, you stay in self-catering villa
accommodation and benefit from the sports and leisure
facilities available on site. Everything you need is on site,
a fully-stocked supermarket, a choice of restaurants, a
fully-equipped medical centre staffed 24 hours a day and
a maid service in our Executive Villas.

Customer complaint

2 Read the complaint from a recent
visitor to a Sylvan Park in the UK
and answer the questions.

1 What exactly happened to her?

2 How did the staff deal with her
problem?

3 How serious is the problem now?
4 What does she intend to do now?

ol gl ubj @250

I am writing regarding our recent stay at the Sylvan Park
in Caxton. On the morning of 26 September I reached
down to the bedside table in our Executive Villa and
caught my finger on it. Imagine my horror to discover that
I had an enormous splinter from the table going under
my thumbnail. The splinter was approx 3 cm long and
0.3 cm wide. I went directly to the Medical Centre where
the nurse advised me to take painkillers. She phoned the
relevant department while we were present and asked for
the offending table to be removed from the villa. This never
happened. As the only free activity is the Aquaboulevard,
I spent a lot of the time there but was unimpressed with
the standard of hygiene in the pool area. I now have a
serious infection and risk amputation of part of my finger.
I am going to put the matter in the hands of my solicitor
to get compensation for the injury.

w
IH
\
|




CASE STUDY INVESTIGATE CUSTOMER COMPLAINTS 3

Problems at Caxton

3 Work in pairs. Student A, look at the documents below. Student B, turn to File 8,
page 105. Read your documents. Share your information and make a list of the

main problems at the Sylvan Park in Caxton.

:Tl,To: contact@sylvanpar s.com

From m. hawkms@yahoo net

‘Subject Caxton Park Market

While shopping at Park Market in Caxton,
I was alarmed to discover not one but
numerous food items several days past their
sell-by date!

1 don’t understand how such a potential health
hazard could occur in a busy supermarket
with a captive audience (it's the only store on
the site). | have to say that | am disgusted.

Margaret Hawkins

1 Listen to a meeting of the
management team at Caxton. What do they
decide to do for each of the items on the
agenda? Then look at the Task and hold your
own meeting to discuss the problems.

Writing a letter of apology

5 Write a letter of apology to Katarina Chalupova’s solicitor.
Explain what action you are going to take in response to her

i€ umi dhi

complaint and, if itis justifie

to help you.

@®OCC ‘The level of service has deteriorated’
We have been going to the Sylvan Park in Caxton
for three years and have noticed that the level of
service and hygiene has gone down.

On our last weekend break | spent several hours
trying to get medical help for my husband who
was suffering from gastro-enteritis. After making
numerous phone calls to the medical centre, it took
well over an hour before two staff members turned
up to help and called an ambulance. | have no
doubt that the swimming pool is to blame because
of the number of young children | saw wandering
around wearing nappies. This is probably the
cause of many infections — why don’t they provide
separate areas for young children to swim in?
Value 00000 Rooms 00 CCO
Location @@@®O Cleanliness ®#@0O0O0O

The Regional Director for Sylvan Parks is

nl A affar ecamn farmm af
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compensation. Use the model in the Writing bank on page 101

concerned about the number of complaints

about the one at Caxton and has asked you to
investigate. Hold your own meeting to discuss the
problems.

1 What are the strengths and weaknesses of the
Sylvan Park’s customer service at Caxton.

2 What else can be done to address the customers’
complaints and improve standards in the future?

" N

Agenda

1 Katarina Chalupova

2 Swimming pool health and safety
3 Villa maintenance
4

Park Market supplies

award
charge complaint
grade housekeeping
insurance

air conditioning
bed linen
facilities
hygiene
maintenance overbooklng

rarantinn ar, r
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room rate
See DVD-ROM Mini-dictionary
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INIT MENU

Grammar: articles

Vocabulary: weather, climate, features and attractions

Professional skills: offering advice

Case study: Develop a destination

WEATHER AND TRAVEL CHAOS

1 Read the article about extreme weather conditions in Europe. How did the weather conditions
affect the travel industry?

Ve

L

Travel chaos across northern Europe

Thousands of people face further disruption
to their travel plans as severe weather has
gripped much of Northern Europe and the
forecast for the next few days warns of more
snow and icy conditions.

Passengers spent another night stranded
at Heathrow Airport after all short and long-
haul flights were grounded.

A spokesman at Heathrow apologized
after criticism had been made by the
European transport commissioner that the
airport had not done enough to ensure
that flights could continue taking off and
landing as normal in this weather. ‘These
are conditions that you see only once in a

lifetime. Passengers should not travel to the
airport unless the airline has confirmed the
booking. If the flight is cancelled, our advice
is to stay at home and not to camp out in the
terminal.’

Around 1,000 flights were cancelled across
the continent and many more delayed. In
France, there were serious delays at Roissy
and Orly after a blizzard and freezing fog
prevented all planes from taking off.

Much of the road network has also been
affected by the extreme weather conditions
with motorways blocked with traffic because
of snow and black ice, forcing hundreds of
people to spend the night in their vehicles.

2 Read the article again and discuss the questions with a partner.

1 Do you agree that extreme bad weather conditions in northern Europe are exceptional?

2 What precautions do you think the airline industry should take to anticipate bad weather?

3 What do you think an airline should do for its passengers if a flight has to be cancelled?

3 Complete the sentences about travel problems with the appropriate form of the words in bold
from the text.

1 As a result of the
2 Police

3 The flight was
4 Many passengers were left
5 The long
6 There's a hurricane alert. The airport is closed and all further flights have been

caused by the air-traffic controllers’ strike, our flight couldn't land in Paris.
the entrance to the terminal because of the terrorist threat.

just before take-off when a passenger attacked a flight attendant.

abroad when the airline collapsed.

at passport control were due to staffing problems.




WEATHER FORECASTS

4 Put the words in the box into the correct column in the table.

( breeze drizzle fog freezing gale mild mist showers ]
f Rain Temperature Wind Visibility .
B
X

irLanguage .com

5 | Listen to two weather forecasts. Choose the correct answers.
Weather forecast 1
1 Which season of the year do you think it is?

2 What's the weather like in the morning?
a heavyrain b brightanddry ¢ cloudy with light rain

3 What will the weather be like in the afternoon?
a hotandsunny b brightanddry ¢ scattered showers

Weather forecast 2

1 Which geographical area does the weather report cover?

2 What's the forecast for most of the Mediterranean countries?
a mist and fog then sunny intervals b sunny intervals then mist and fog

3 Which areas will experience scattered showers and a cool breeze?
a Sicily b Sicily and ltaly ¢ France, Spain and Portugal

Listen again and find words and expressions for the following. Check your
answers by looking at the audio script on page 121.

1 Another word for cloudy — o
2 TWO words that mean cold — ch and ¢

3 Another expression for periods of occasional sunshine — s s

Vocabulary

DESCRIBING CLIMATE

7 Match the descriptions of the climates with the countries. There is one extra country.

( Australia India Korea Norway ]

A Our country has a tropical climate. The summer — from March to June - is very hot, with average
temperatures of around 32°C. From July to September, we have the monsoon, when it rains a lot and there are
storms. From October through to February, the weather is cooler and more temperate.

B The winters in my country are very cold with temperatures as low as —40°C and heavy snowfall. The
weather in the spring from May to mid-June can be changeable — sometimes warm and sometimes ready to snow
again. Our summer is short but temperatures can reach 25°C and the days are long because we're so far north.

C Our country is very mountainous and we have a humid climate. The summer from June to August is hot
and humid with average temperatures of around 22-30°C and we have a short rainy season called jangma which
is from June to July. The winters can be extremely cold with the minimum temperature dropping below -20°C.

Writing

8 Write a short description (50-60 words) of the climate in your country. Talk about the weather in the different
seasons of the year. Use the expressions in bold in the texts in Exercise 7 to talk about temperature.




WHERE TO GO?

Vocabulary

1 Match the famous tourist attractions A-F with the names in the box. You will find five
of the countries in the table in Exercise 2. What is the name of the other country?

L

the ancient city of Petra
the Grand Canyon

the Easter Island statues
the Paphos mosaics

the Giant's Causeway

the Taj Mahal

2 Read the information about six countries. Some of the facts are in the wrong place.
Make the necessary changes (TWO for each country).

(COUNTRY | CAPITAL CITY CLIMATE TOURIST ATTRACTIONS | CURRENCY | LANGUAGE

Chile Santiago Mediterranean in the geysers, mountains, US dollar Hindi and
centre, desert in the volcanoes, Easter Island English
north, cold (arctic) in the
south

Cyprus | Bethi- Nicosia | Mediterranean Paphos harbour and rupee English
castle, windsurfing, water
skiing

India Nieesia Delhi | tropical climate in the the Taj Mahal, temples euro (Turkish | Greek and/
south, temperate alpine | and palaces, the Himalaya lirainsome | or Turkish
in the north Mountains places)

The Dublin mild, wet and changeable | desert excursions, the euro Spanish

Republic ancient city of Petra,
of Ireland archaeological sites
Jordan Amman hot and dry most of the Viking museums, castles, | dinar English and

year hiking Irish Gaelic

USA Washington wide variety of climate The White House, Disney | peso Arabic

DC types — more tornados World, the Grand Canyon

than the rest of world
combined J

34




_ WHERE TO GO?

Reading

WHERE TO GO WHEN

3

4

Read more about three of the places in Exercise 2.
Complete the texts with the place names in the
box.

Dallas Galway Ireland Jackson Hole
Jordan Petra the United States

January is a great time to visit in

2 . The weather is generally clear and
sunny in the mountains but there can be very
heavy snowfalls. The slopes here are ideal for
skiing and snowboarding.

We took a connecting flight from 3 and
the airport is ten minutes from the town centre.
Getting to the resort is easy as there are
frequent shuttle buses. More information is
available on our website.

April is the best time to visit 4 , before the
extreme heat and sandstorms. A day trip to visit
the rose-red city of ® , one of the world’s
greatest monuments, is not to be missed.
Explore the site on foot, by camel, donkey or
horse-drawn carriage.

- on the west coast of 7 is a good

place to visit in September for its annual oyster
festival. The Aran Islands and Connemara are
also not far away. You go by ferry to Aran, an
archipelago of three tiny islands where the main
language is Irish and life has a more traditional
pace. Check the forecast beforehand and pack
a pullover and a raincoat — you can expect
frequent showers and it can be cold and windy
along the dramatic rocky coast.

Complete the lists of vocabulary under the
headings with the words and phrases in bold in
the text. Use a dictionary to help you. Add at
least two more words to each list.

Natural features Weather

Use a/an to talk about a singular countable noun
for the first time, e.g. a pullover, a raincoat.

Use the:

e to refer to a specific or particular thing, e.g. the
lake by our resort, the town centre (there’s only
one).

e with the names of islands or countries when they
are a collection of islands or states, e.g. the Aran
Islands, the United States of America.

e with the names of rivers, oceans and seas,
deserts and with some forests, e.g. the River
Ganges, the Black Forest (but Sherwood Forest).

e with names of mountain chains, e.g. the
Himalayas, but not with mountains, e.g. Mount
Everest.

e with superlatives, e.g. the best time to visit.
There is no article (@):

e before the names of most cities and countries,
e.g. @ Dallas, @ Jordan.

® before plural nouns used in a general sense,
e.g. D people, @ frequent showers.

¢ before uncountable nouns, e.g. @ information,
@ transport, @ accommodation.

See Grammar reference, page 115. )

5 Study the Grammar box and complete the texts

with the, a, an or @ if no article is necessary.

best time for ? cruise
weather is warm but

not too hot. ° week is probably sufficient to

visit ¢ most important sites. Walking,

? diving and ® snorkelling are all

7 popular activities.

1 Septemberis’
in3 Turkey as *

2 In December, air is clear and bright,
perfectfor'_____ travellingon'?______
fast-flowing Mekong River. Although you can fly
into 1 Luang Prabang, entering

L country by ' boat from ¢

Thai border will enable you to really appreciate

12 spectacular mountains of '8

northern Laos.

Writing

mountains forecast

A REVIEW

& Write a review for a travel trade webzine. Use
the texts in Exercise 3 as models.

Transport Attractions

e Choose a month or season and a destination that
is worth visiting during this period.

¢ Describe the destination. Write about its
geography, climate and transport.

camel oyster festival

L e Describe its natural features and attractions.
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I will find the best deal for you!

Call or email me for expert advice on planning your
perfect vacation.

| can help you with selecting a vacation, air travel,
accommodation, car rental, ocean cruises or customized
tours. | also organize family reunions and can work with
you on organizing a wedding and honeymoon. Whether it's
an individual or group vacation, | will work enthusiastically

no matter what your budget or destination to organize a Patricia Walsh, Founder
L wonderful and memorable vacation. and CEO of BettaVacations
Speaking Listening
A PERSONAL SERVICE COSTA DE SAUIPE
1 Look at the BettaVacations website. The people 2 Listen to Patricia calling Barbara Klein
below have contacted Patricia to find a holiday with a proposal. Complete the notes below. Is
for them. What kind of holiday do you think the holiday similar to any of your ideas?
would be suitable? Discuss your ideas with - \
B pATeE Destination
. ) Accommodation
Barbara (46) and Hank (48) are from Seattle
and have two teenage sons — Judd (15) and st 3
Ashley (17). The parents want a change from Activities available
the rainy weather in Seattle and they need How to get there
to relax. The boys are very active and love
water sports. Best time to go
Richard (72) and Jacqueline (75) Goldman
from Orlando are a retired couple who want Weather
to spend some of their savings on a special q
vacation. They describe themselves as ‘active . s _p
and sociable’ but Richard has arthritis in his 3 YVhat did Patricia know ab.out the fal"mly s
legs and they get tired easily. Richard and intarasts t.hat he|P‘?d he.’ find a special
Jacqueline say they would like to visit the selling point for this holiday? What was the
k West Indies. selling point?
i
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ONAL SKIL

Professional language: Offering advice
1 | recommend a interest you in'a weekend break?
2 | suggest you b | would avoid the gym in the mornings.
3 If | were you, ¢ check the weather forecast before you leave.
4 | advise you d the shore excursions.
5 Maybe | could

6 Why

e don't you think about it and call me back tomorrow?

f to keep your cash in a money belt.

5 Complete Patricia’s email proposal to Richard and Jacqueline Goldman with
suitable expressions from the Professional skills box. Why is this a suitable holiday
for these clients?

Hi Richard and Jacqueline

I’'m delighted that Barbara Klein recommended
BettaVacations to you and we’ll do our very best to
work with you to find your dream vacation!

If you'd like to explore the West Indies this winter,

'____youtotake a cruise. It's a great way to Speaking
see the world and relax at the same time. I'm going -
to? a seven-day package on board a luxury PROFESSIONAL ADVICE

ship owned by Celebrity Cruises. It sails from Fort
Lauderdale and stops at Catalina Island in the
Dominican Republic, Saint Thomas in the Virgin
Islands and Paradise Island in the Bahamas. The
cabins are first-rate, with a spacious double bed,
safe-box, TV and a private balcony. If you want

to really spoil yourselves, maybe 3 reserve
a first-class cabin for you? We can get a special
reduction if we book early. Entertainment on board e what the client should take with them
includes a theatre, an aqua spa, beauty treatments ‘

& Work in pairs. You are going to practise giving
professional advice. Student A, turn to File 19,
page 109. Student B, turn to File 22, page 111.
Take turns to ask for and give advice on
organizing a trip. You need to discuss:

¢ the best time to go

and gym facilities, all with a panoramic view of the
ocean. The shore excursions are all interesting -

| particularly 4 the Atlantis tour, where you
can observe all the sea life from a glass bottom
boat.

The best time for you would be during winter,
when the weather is most enjoyable.?

| wouldn’t go during the hurricane season (June
through November) because the weather can be
rather unpredictable.

Why ¢ contact me again so we can begin
making arrangements?

Very truly yours

¢ how to get there

how to avoid being ill
the best place to stay

advice concerning visas

7 Follow up your conversation with an email
(200-250 words) to your client which
summarizes the most important advice. Use
the model in Exercise 5 to help you.
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CASE STUDY
DEVELCE A BESTHSAFICON

imaginary country called Eldorado.

Tourlsm in Eldorado

Aim: To complete a detailed SWOT analysis of the tourism industry in an

1 Read and discuss the potential for a tourist destination.

2 Listen to an interview with a tourism official.

3 Read and exchange information about development plans.

4 Complete a SWOT analysis of the tourism industry in Eldorado.

1 Read about Eldorado, a small country which is trying to develop its tourism

industry. Complete the text with the words in the box.

rainy season temperature tropical

L archaeological sites architecture complex investment landscape

—

Eldorado is one of the most

spectacular countries in the world

with a wide range of natural

! including forests, mountains

and volcanoes in the north and

rocky beaches in the south, ideal for

snorkelling and diving. The climate

is 2 with warm sunny weather

most of the year round and a short
from October through to

the beginning of December. The

weather is pleasantly warm but not

uncomfortably hot, with an average

4 around 30°C outside the wet

season.

The country also has a rich cultural
heritage. The mountains to the north
contain one of the most important
sacred sites of the ancient world
and the remains of the magnificent
Bluestone Palace * at Villanova
is the best known ruin. There are also

What should it focus on?

experience?

2 Discuss the questions with a partner.

many other interesting ¢ in
the country to visit. The National
Museum in the capital, Pizarro, has
an excellent collection of artefacts
and pottery dating back to the

4th century and there are many fine
examples of colonial ? in the
city itself, including the Governor’s
official residence.

After several decades of economic
and social problems and a recent
civil war, Eldorado is now entering a
period of recovery. The government

" is facing problems such as high

unemployment, poverty and low
standards of living but is determined
to exploit the country’s potential

and develop the tourism industry.
However, recent political unrest has
left the country with a poor image
and tour operators$ are not convinced
that the country is a safe 8 :

1 What kind of tourism do you think the Eldorado government could develop?

2 Which countries should Eldorado target to attract tourists from?
3 What kinds of problems do you think investors in tourism in Eldorado might

obslal gbj @250
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An inter

Jon Jackson is director of Eldorado’s national tourism promotion agency.
Listen to the interview and answer the questions.

iged recently?

1 How has the country cha

2 Which countries do tourists to Eldorado come from?

3 What was the effect of the Lost and Found reality TV programme on the Eldorado
tourism industry?

4 What are the two Spanish hotel chains planning to do?

5 What is a tax exemption? How big a tax exemption does the Eldorado government
offer to foreign investors?

) Listen to the interview again. Match the statistics with the numbers in the box.

60,000 US $99 million 16% 5 11.8% 7,800 13,000,000 38,000 )

e

, W“ﬁ%;irkang“@gefw%

the number of years since the end of the civil war

the number of US visitors last year

the revenue generated by tourism in the last four months

the amount by which investment in tourism has increased this year

the amount by which tourist receipts are going to rise

the number of households who will watch Lost and Found

the number of hotel rooms in Eldorado

(
1
2
3
4
5
6
7
8

the number of hotel rooms in neighbouring countries

Work in pairs. Student A, turn to File 2, page 102. Student B,
turn to File 24, page 112. Read your information about tourism in
Eldorado.

1 Discuss the new information you have learnt with your partner. Use
your shared knowledge to complete a detailed SWOT analysis of
the tourism industry in Eldorado.

2 Decide whether, in your opinion, Eldorado represents a safe
investment.

3 Present your conclusions to the class.
5 Using the information from the

case study and your own ideas,
write a press release designed
to promote Eldorado as an
international tourist destination,
and attract and reassure both
tourists and potential investors.
Use the model in the Writing
bank on page 96 to help you.

( Strengths Weaknesses

Opportunities Threats

archaeological site breeze
cancelled climate cloudy
disruption fog forecast
monsoon- palace

t rainy season shower tropical

< See DVD-ROM Mini-dictionary
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Grammar: conditional structures with if
Vocabulary: geographical features, describing attractions, activities, works of art
Professional skills: speaking to a group

Case study: plan a coach tour

Reading

THE PARIS OF SOUTH AMERICA

1 Read the information from the DK Eyewitness Travel Guide to Argentina about
things to do in Buenos Aires city. Which paragraphs mention the following? Write
the letter next to the activity.

__eating out __listening to music __enjoying the café culture

__taking boat trips __ learning to dance __seeing paintings and architecture

__watching sport  __ shopping for handicrafts __ remembering a famous person
A One of the great capitals for arts and leisure, Buenos | in the San Telmo barrio (neighbourhood). The square
Aires city, sometimes known as the Paris of South is famous for its live tango musicians and dancers who
America, ' its history and culture. The streets encourage spectator participation. The Confiterea Ideal
and boulevards are 2 beautiful buildings, world- | is a café that holds tango classes for beginners and
class art galleries and museums, and if sport is your there are other milongas (tango nights) at La Calesita.
thing, Buenos Aires city is also home to one of the D For a taste of history 5 visit the Recoleta
world’s best football teams and the best place on the cemetery, the final resting place of hundreds of famous
planet to catch a polo match. Argentinians. Most visitors probably come to see the
B Many of Buenos Aires city’s bars and restaurants tomb of Maria Eva Duarte de Perén, also known as Evita.
are open until the early hours. 3 of the long E Forty-five minutes from the capital is an unspoilt
nights, drinking dark roasted coffee with friends at the subtropical delta full of islands and waterways.
café La Biela or going to La Cabafa Las Lilas, one of Take a river bus to the Puerto de Frutos and ¢
the city's oldest parrillas, or grill houses, for a taste of shopping at the craft fair. This is ’ for exploring
Argentinian beef. further down the river by booking a boat trip at the
C Tango enthusiasts should * the Plaza Dorrego | Estacién Fluvial in Tigre.

2 Complete the text in Exercise 1 with the guidebook phrases in the box.
a perfect starting point  be sure to  check out enjoy a great day out
is famous for lined with take advantage

3 What advice would you give to a visitor to Buenos Aires city who:

a wants to buy handicrafts and souvenirs?

b is a gourmet?

¢ who likes going to bed late?

d wants to escape from the city for a while?




GUIDEBOOK PHRASES

4 Complete the sentences about some other cities with the guidebook phrases in
the texts from Exercise 1.

1 at the Sea Life London Aquarium — home to one of Europe’s largest
collections of marine life.

2 Moscow the Kremlin, Red Square and the huge GUM department store.

3 Avenida 9 de Julic is cinemas, cafés and restaurants and luxury specialty shops.

4 When in Rome, visit the Colosseum, Piazza Navona and the Trevi Fountain.

5 Santiago de Compostela is for a walking tour around the countryside of
Galicia.

6 While you're in Dublin, of the fantastic live music scene.

DESCRIBING ATTRACTIONS

5 Work in pairs. Complete the descriptions of tourist attractions with the expressions
in the box. Which create a positive impression and which are negative? Write P or N.

L affordable fun lively overrated packed teutisty J

value for money worth visiting

1 Miramar used to be an attractive seaside town but now it's become very touristy and
is full of souvenir shops. N

2 The Science Museum is well and has lots of hands-on activities for children.

3 The Museum Pass gives huge discounts on tickets to monuments, palaces and
museums, and is excellent
4 | recommend the open-air market if you want to buy handicrafts at prices.
5 For family- activities, visit Lujan Zoo in the Province of Buenos Aires,
one of the city’s best attractions.

6 In her opinion, French food is vastly and
even though she’s from Paris, she prefers
international cuisine.

7 She's more interested in a quiet destination and
wants to avoid places with daytrippers.

8 If you're going out for a night on the town, don’t
expect to see a crowd until after midnight.

6 Think of a tourist attraction or activity in your
region to go with each of the words and
expressions above. Tell your partner about them.

THINGS TO DO
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THINGS TO DO (J1

Voc

GEOGRAPHICAL FEATURES

1 Match the different geographical features
1-8 with the names a—h. Compare your
answers with a partner.

1 deserts a the Himalayas,

the Andes, the Atlas

b Aconcagua, Everest,
Mont Blanc

¢ Baikal, Ontario,
Tanganyika

2 mountain ranges
3 rivers

4 waterfalls d the Serengeti, the Pampas,

the Prairie Provinces

5 lakes e the Gobi, the Kalahari, 7';;
the Sahara,

6 glaciers f the Mer de Glace, the
Jostedal, the ice sheet
on Antarctica

7 plains g Niagara, Victoria, Iguazd

h the Nile, the Ganges,
the Amazon

8 mountain peaks

2 Complete the geographical description of
Argentina with the correct words in the box.

Argentina /
- K.__j’/} .

gy
e Tucumdn,

; rmandc
'deiaile i

EXPLORING ARGENTINA

glaciers
plains

landscapes

peaks

rainforests

wilderness

1

Limit of the bed

—

and subsoil

2w Outer limit of

A geographical description
of Argentina

Argentina is the second largest country in South
America after Brazil and the eighth largest country in
the world. It has borders with five other countries —
Chile in the west, Paraguay and Bolivia in the north
and Brazil and Uruguay in the northeast. Due to its
immense size (2.8 million km?), Argentina features a
wide range of different " . The vast 2

of the central Pampas region are characterized by flat
and fertile grassland, while the west features the high
3 and deep ravines of the Andes, the world'’s
highest mountain range outside Asia. The north boasts
subtropical * and also the magnificent Iguazd
Falls, one of the world's great natural wonders. The
steppe lands in the south of the country consist ofa
mainly dry plateau, although rivers, lakes and

2 can be found along the mountain range in
the west. At the southernmost tip of the country, the
remote archipelago of Tierra del Fuego is the perfect
starting point for travellers who wish to visit Antarctica,
the Earth's last great ©

42
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the Rio de la Plata

Lateral limit of
Argentina — Uruguayan
maritime




EXPLORING ARGENTINA

Listening

THINGS TO DO IN ARGENTINA

L Beatriz Guido from the Argentinian Secretariat of Tourism is giving a
presentatlon of the country’s attractions to European travel agents. Listen and
make notes on the geography of the regions:

Pampas Mesopotamia the Central Region Cuyo Patagonia

0a o1 sonNIHL U1

4 @JP Match the activities in the box with the icons on the right. Then listen again
and list all the activities Beatriz mentions for each region.

angling bird-watching climbing hang-gliding horse-riding
quad-biking rafting skiing trekking whale-watching

5 Which regions and places in Argentina would you recommend to somebody:

1 who is interested in architecture? 4 wants to visit the vineyards?
2 likes watersports? 5 isn't very fit but wants to see the Andes?

3 wants an authentic cultural experience? 6 is interested in wildlife?

| GRAMMAR:

If introduces a condition — something that may or may not happen, depending on the circumstances.

e

1 First conditional (i- clause + present tense — result clause + will)

The if-clause introduces a possible situation; the main clause states the result.
If you like dramatic landscapes, you'll love Mesopotamia. (NOT H-yeuH-Hike)
You'll have a great time if you visit my country.

2 Ifsentences can introduce suggestions (if- clause + present tense — suggestion clause + would/should)
If you have customers who enjoy fiestas, I'd recommend the carnival in the city of Gualeguaychd.

If you’re looking for excitement, you should take a boat trip to the edge of the falls.

See Grammar reference, page 116.

6 Study the Grammar box and complete the if sentences with the correct form of the
verbs in brackets (+ will, should or would as necessary).

1 Ifyou dramatic landscapes, you Argentina. (like / love)

2 You to adapt to the high altitude if you walking in the Andes. (need / go)

3 If they overnight, they tired in the morning. (travel / feel)

4 We an opportunity to see some amazing places if we in Buenos Aires
city. (miss / stay)

5 Ifyou for a taste of the real Argentina, we staying on a ranch. (look /
recommend)

6 You Cérdoba if you interested in colonial architecture. (visit / be)

7 If you to go whale-watching, you a boat trip from the Puerto Pirdmides.
(wish / take)

8 If he to experience an authentic carnival, he to Gualeguaycht. (want/ go)

Writing

A GEOGRAPHICAL DESCRIPTION
7 Write a geographical description of your country. Use the text in Exercise 2 as a
model to help you.

Present your description to the class. Talk about some of the tourist attractions and
activities related to sport, nature and culture in the different regions.
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DESCRIBING A WORK OF ART

1 Look at the images of different works of art A-E and match them with the genres
1-5. Check your answers with a partner. Which do you like/not like? Why?

1 afresco 2 avase (a piece of pottery) 3 atapestry

4 astatue/sculpture 5 wood carving

2 Complete the descriptions with the names and places in the box. Which works of
art A-E do they refer to?

L Achilles vase Mosque of Ugba Pompeii
The Lady and the Unicorn  The Thinker
1 isthe title of a series of six tapestries held in the Cluny Museum in Paris.
2 The first bronze cast of Auguste Rodin’s sculpture was made in 1902 and is
now in the Musée Rodin in Paris.
3 The door to the main prayer hall of the is richly carved with geometric motifs.
4 This or amphora is one of the earliest examples of Greek pottery.

5 This fresco showing a domestic scene was painted on a wall of a building in

Vocabulary

TALKING ABOUT WORKS OF ART

3 Match the groups of words 1-6 with the descriptions a-f.

1 still life, landscape, portrait, abstract, historical a Paime‘rls equipment
2 marble, bronze, stone, wood, clay b adjectives to describe
) colour
3 paint, carve, model, sculpt, engrave, cast ¢ major art movements and
4 oil paint, watercolour, pastels, canvas, brush, periods
easel d genres in painting
5 bold, rich, vibrant, light, dark e raw materials
6 Cubism, Impressionism, Fauvism, f verbs to describe artistic
Renaissance, Romanticism creation

4 Complete the sentences with the appropriate form of words from Exercise 3.
1 The artist Rembrandt used himself as a model and painted many self-p
2 The Venus de Milo is a white m statue by an unknown Greek sculptor.

3 Van Gogh's paintings are remarkable for their b andv colours.

4 There is a beautifully ¢ wooden staircase in the main hall of the castle.

51 is a term associated with a group of French painters in the late 19th century.
6 She put the new canvas on the e and started to get her paints ready.

7 His famous s painting of a bow! of lemons is in the National Gallery.

8B is the most popular metal for cast metal sculptures.




GUIDED TOUR OF AN ART GALLERY
5

Listen to a guide describing the painting Ophelia above. Are the
statements true (T) or false (F)? Correct any false statements.

1 Millais was a great admirer of the paintings of Raphael. T/F

2 This painting dates from the late 19th century. T/ F

3 The Pre-Raphaelites were inspired by works of literature. T/F

4 Ophelia killed herself by drowning in ariver. T/F

5 It took several months to complete the painting. T/F
6 Millais paid Elizabeth's father £50 to use her as a model. T/F

DEAIKCIN \LID
A | IN U]
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| 6 Complete the tips for speaking to a group with the words in the box.

[ Don't speak Drink Make sure Rehearse Research Sound Speak )

everyone can hear you.

clearly and distinctly.

the subject matter.

what you are going to say.

plenty of water as your voice may get tired.

enthusiastic. Use some humour or an anecdote to maintain interest.

N O A WN =

for too long. Most people just want an overview, not detail.

8 Practise saying these dates with a partner.
1 1659 2 circa1850 3 2ndcentury 4 C17th 5 1942 6 1267

A CATALOGUE DESCRIPTION

9 Use your audio guide commentary to write an entry in the gallery’s
catalogue. Use the examples in the Writing bank on page 97 to help you.

Listen and write the dates and dimensions you hear for six paintings.

RESEARCHING A PAINTING
Do some research on a
painting you like. Prepare an

audio guide commentary for
visitors to the gallery.

oa ol sonHL U1
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S CASE STUDY
() .
(@) ; :
}._
o PLAN A COACH TOUR
)
=
A,
— &
Aim: Plan a suitable eight-day itinerary for a coach & @
tour of France for a group of US senior citizens. 379 Q’o“"’ P
1 Read an email requesting a customized package. 572 | 627 | o =
2 Share information about tourist attractions 862 | 364 | 409 | &° & (,&&
in France. 966 | 542 | 601 301 (¥4 @9%0\ ;
) ) = : 996 | 649 | 550 | 331 | 127 | S& o
3 Listen to the prices of visits to these attractions. saz [ 415 [ 206 | 279 | 261 | 286 | o %
4 Work out and cost a suitable itinerary. %89 | 313 | 585 | 186 | 234 | 359 | 411 | <% N
(692 [ 312 | 571 | 179 | 234 | 357 | 400 | 22 |&*

1 Alain Fournier, director of operations at Hexagon
Voyages, has received a request for a customized
tour. Read the message and look at the map of
France. Which top three destinations do you think

the group should visit?

Dear M Fournier

| have a request from a group of 35 senior citizens
who wish to spend eight days (seven nights) touring
France and visiting places of interest next fall. They
are particularly interested in French history (many
of them had relatives who fought in the Second
World War) and, of course, gastronomy. Many of
them would also be fascinated by all your historic
monuments and kings and queens.

Could you please provide a customized itinerary
and your best price for this group, plus your rate of
commission?

We look forward to hearing from you.

Guemsey

Channel
(to UK) Gl

Golfe de St-pay,

Yours sincerely
Bethany Martinez (Roots Travel Inc)

Destinations in France HRNGE
547 030 5q. km
(211 208 sq. miles)

2 Work in pairs. Student A, turn to File 11, page 106. POPULATION
over 1000 000
Student B, turn to File 15, page 108. Read about © | over 100000
four places in France. el b

LAND HEIGHT

1 Find the places on the map. Note their distance
from each other and from Paris.

2 Why would these places be of interest to Bethany
Martinez's group of senior citizens?

3 Share your information with your partner. Decide
which places you would want to include in an 0
itinerary for this group.

100 miles
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Entrance fees and prices

table below. Which destination is the most expensive and which is the best value?

CASE STUDY PLAN A COACH TOUR

V-

Destination

Price per
person

Price for a
group (if given)

Chateau de Versailles

Mont Saint Michel

Caen Memorial (war museum)

Avignon (Palais des Papes)

Loire Valley Chateaux

Burgundy vineyard tour, Beaune Hotel-Dieu

kBordeaux vineyard tour

4 Work in pairs. Create an itinerary for Bethany Martinez.
Take the following information into account.

1 The group arrive from Los Angeles at Charles de Gaulle Airport
at 10.30 a.m. on Monday 7 October and depart on Tuesday
15 October at 12.00. The flight time is ten and a half hours.

2 The group have requested a full day’s sightseeing in Paris.

3 You have information about the distances, likely travel times and
the length of the guided tours. However, you also need to take
into account the fact that the average age of the customers is 70
and many of them have reduced mobility.

Discover France Tour - Itinerary

Mon 7 October

Afternoon — Free time

10.30 a.m. — Arrive Paris CDG
Coach transfer to Hotel Saint Louis near the Place d’ltalie

Tues 8 October

\9.30 a.m. — Depart for ...

/

' 5 Work out the cost per head of the tour. Present the whole

package to the class.

Calculate the cost of the tours and visits you have chosen.

¢ The cost of half-board accommodation is €60 per person per day.

® For the driver and guides, count €500 per day.

e The cost of the coach transport. (A coach carrying 35 passengers
can travel 160 km on a full tank of fuel at a cost of approximately
€235. You will need to calculate the distances.)

Explaining costs KEY WORDS
............................................................................................. RS
6 Write an email to Bethany handicrafts itinerary

Martinez. Attach your
itinerary and compose a
short message (100-150
words) quoting the total
price per person for

the package.

mountain peak plain rafting
region sculpture touristy
trekking vineyard waterfall
wildlife

See DVD-ROM Mini-dictionary
& v
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REVIEW AND
CONSOLIDATION

Tense review Descriptions
1 Complete the text about the history of the 2 Complete the advertisement with the words in
Kuoni Group with the correct form of the verbs the box.

in brackets.

. dream golden inexpensive majestic
. promotiona! remote spacious strong
The Kuoni Group
Born in Chur, Switzerland in 1874, Alfred Kuoni T N
: (spend) the first few years of his With over 50 years’ experience of creating
professional life abroad but 2 (come) 2 vacations and a reputation for 2
back to Switzerland in 1905 and 3 (join) customer service, it is no surprise that Time2Go
the transport business three of his brothers * has become one of the country’s leading travel
(set up) during his absence. companies. We offer literally hundreds of
He rapidly ® (see) the opportunity of packages from the 3 sandy beaches of
adding a travel section to the business and the 4 islands in the Pacific Ocean to the
Kuoni Travel Bureau ¢ (found) in 1906. S mountains of the Himalayas.
The first escorted group visits to Egypt Wherever you go, you'll stay in comfortable,
? (organize) the following year and g accommodation at ’ prices. Order
innovation after innovation followed. As early as a copy of our latest brochure today and use the
1951, Kuoni 8 (advertise) the first charter g code for a 10% discount on any vacation
flights to Africa, ° (organize) the first L worth over $5,000.
around-the-world charter tour and '° (be)
the first to offer holiday packages to the Maldives.
Over the last 100 years, Kuoni ' (grow) : :
to become one of the world’s biggest tour Themarketlngmlx .........................................................................
operators. Today the group "2 (employ) )
over 9,000 people and ** (operate) in more 3 Match the words 1-8 with the words a-h to
than 40 countries over five continents. In 2010, make collocations.
Kuoni 4 (name) the ‘World’s Leading Tour 1 perishable a code
Operator’ for the eleventh year in succession. 2 voint of Bl
The global village ** (get) smaller but P )
Kuoni (still expand) and in future years 3 profit ¢ for money
v (continue) to provide consumers with a 4 marketing d fluctuations
wid? range of holiday choices thrf)ugh traditional 5 promotional o sali
retail outlets such as travel agencies. Also, over
the coming months, it ' (continue) to : 6 currency f produc‘;
develop its e-business with new features such B N7 sell-by. g margin
as discussion forums, blogspots, chatrooms and ' L Ll
consumer ratings for the different packages
available on its e-portal.




 REVIEW AND CONSOLIDATION 1

4 Read the travel advice. All the articles (a, an, the, etc.) have been removed.
Rewrite the text and add the articles where necessary.

April is good time to visit Uzbekistan as weather is pleasant, with average
temperature throughout month of 22°C. To make most of your trip, you will need at
least two to three days to visit Samarkand, one of most famous cities along Silk Road.
Samarkand is 275 km from capital city of Tashkent, which has international airport.
It is not difficult to find suitable place to stay as there are many privately-owned
guesthouses. _ Oo@

Information on public transport in Uzbekistan, routes, maps and useful journey -

) irLanguage.com

planner are available here for download.

Allow about £120 per day for food, local travel and accommodation.

For trips into countryside it is best to hire taxi from licensed operator. Travellers are
advised to negotiate fare in advance and not to share taxis with strangers.

I Iy Sl e
B

A weather forecast

5 Complete the weather forecast with the words in the box.

C damp drizzle intervals mist overcast scattered sunny wind J

After last week’s spell of hot and ' weather, temperatures have now fallen by
10°C and most of the country will start the day cloudy and 2 , with some light
rain or 3 along coastal areas. In some northern areas, expect * showers
during the afternoon, with temperatures at least 5°C below the seasonal average
and gusts of ® reaching 70 kilometres an hour.

For much of the day it will remain cool but there should be some sunny ¢
during the afternoon. And the outlook for tomorrow? Once the early morning
? and fog has cleared, it should be a cloudy, & day with temperatures up
two or three degrees, but still rather chilly for the time of year.

Making suggestions

6 Match the sentence beginnings 1-5 with the endings a-e.
1 If Iwereyou, a check the traffic conditions before you set off.
2 lsuggestyou b help you make your final choice.
3 lrecommend ¢ to take out an insurance policy.
4 | advise you d | would avoid the city centre at night.

5 Maybe | could e the ltalian restaurant near the railway station.




REVIEW AND CONSOLIDATION 1

Cruise FAQs

7 In each of the lines numbered 1-12 there is one unnecessary word. Cross out the
word and write it in the space provided on the right.

When is the best time to go on a cruise to Alaska?."

Cruises run from May to September each year.as it's'too -mueh}cjggld = 1 _much

during the other months. The best time fo to go is July and August 2.
What about tipping on board the ship? How much should I give the steward
and how often?

General tipping g idelines are:,:usually left in your cabin for you to read them. 3
We suggest you ti leave $5a day for your steward and dining room waiter 4
paid at the end of the crulse Of course you can leave more if you want to do 5
What is mcluded in the cruise pnce" L

Your cabin, meals, soft drinks and most of entertainment. Not included 6
are shore excursions and their internet access. If you can’t do without email, 7
your best bet i is to check it for free or inexpensive Wi-Fi in each port of call. 8
What is the' age proﬁle of people on cruise ships?

In the past, cruise passengers were used to be over 5 ow cruise ships 9
‘cater to people of all the ages, from families with young children to seniors. 10

Is it better to leave from Seattle or Vancouver?

The both ports have their advantages and disadvantag
American cities, the advantage of Seattle is so that you can avoi
customs at the airport.

Mult| word verbs

8 Replace the verbs in italics with a multi-word verb in the box.

F break down carryon findout geton get through J

hang around set off write down

-

I'll leave early to avoid the traffic.
Does the photocopier stop working
I'll record your details on this form.

| don't have time to wait and wait all day.

| can't reach her on the phone - she's on voicemail.

2

3

4

5 We have a friendly relationship with each other.
6

7 Sorry, | interrupted you. Please continue.

8

Did you learn whether or not there are any seats left?

Transport vocabulary

9 Match the words 1-11 with the words in a—k to make compound nouns.

Air transport Road transport

1 air a baggage 7 traffic g belt

2 excess b card 8 car h bridge
3 boarding c gate 9 toll i way

4 economy d control 10 seat j station
5 departure e seat 11 petrol k lights
6 security f rage 12 carriage | hire

50
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Types of accommodation

_REVIEW AND CONSOLIDATION 1

Modal verbs

10 Complete the definitions of the places

to stay. Each space represents a letter.

ir — a place that provides shelter

on a mountain

25 s — a very large house, for
example a stately home

3P e — the residence of kings and
gueens

A Y e 7 st o — a place where

travellers, especially young people, can

stay cheaply
Sc s

in tents for a short time

6f — a large stone building

easily defended against attack

Letter of apology

_—a place where people stay

11 Complete the email with the words and

expressions in the box.

apologies apologize at our expense
inconvenience problems
short of staff standard of service
under renovation

Dear Mr Dadashian

Thank you for your email dated 12 March
concerning the poor service at our CityStay
hotel during your last visit.

| was extremely sorry to learn that you

did not experience the ' that you
are entitled to expect. As you may have
realized, our hotel was 2 when you
stayed with us and this explains the level of
noise caused by the workmen.

1 would also like to 3 for the slow
service in the restaurant. On the day in
question, we were very * owing

to a flu epidemic. | am enclosing a guest
certificate for your next stay and a meal in
the restaurant ®

Once again, thank you for taking the time

to write to us about the ® you
experienced and please accept my’
for the ® : &

| look forward to welcoming you again on
your next trip to Thilisi.

Yours sincerely
Zurab Kvirikashvili

Front Office Manager

12 Complete the hotel rules and regulations with the
words in the box.

2 2\
t don‘thaveto may must mustn’t will )
Hotel Rules and Regulations
e Check-out time is 12.00 noon.
¢ All international direct dialling charges ' be settled

immediately. ‘
e Hotel keys ? be deposited at the reception desk
whenever the guest leaves the premises. Any damage and
loss 3 be subject to a fine.
e Our staff *

* Guests?
Management ¢

¢ The hotel ’ offer guests who ask to extend their stay
a different room to the one in which they were originally
accommodated.

check the room from time to time.

take good care of their own belongings. The
not be held liable for any damage or loss.

e Guests?® move furnishings or interfere with the
electrical network or any other installations in the hotel rooms
without the prior consent of the Management.

e NOTE: Guests °’ pay for breakfast and the
complimentary tea and coffee available from reception as

these items are included in the room price.

Works of art

13 Which word or expression does not belong to the list?

1 wood tapestry bronze  stone

2 model sculpt carve portrait

3 landscape still life pottery  watercolour
4 statue carving painting marble
5 oil bold vibrant  rich

Conditional structures with if

14 Complete the sentences with the appropriate positive
or negative form of will, would or should.
1 If you want to get a good seat, you ______ book early.
2 | advise you to travel alone if it's your first visit.
3 If you like pop art, you ______love the Tate Modern.

4 They stay in the resort all the time if they want to
experience the local culture.

5 You have lots of problems if you don‘t speak any
English.

6 We recommend that hotel if you want a peaceful
stay. It's next to an all-night disco.

7 If he wants to be safe in the jungle, he employ a
local guide.

8 If you don't like spicy food, we advise you to eat
your meals in the hotel which caters for Western tastes.




irLanguage.com

Grammar: verb + infinitive or -ing form
Vocabulary: sectors in niche tourism
Professional skills: dealing with figures

Case study: improve client security

Speaking

NICHE TOURISM VS MASS TOURISM

1 Look at the features in the box. Which are characteristics of niche tourism and
which of mass tourism? Put them in the correct column.

it .
cheap package tours economies of scale
high spenders international hotel chains large tourist resorts
potentiabhigh-profitmargins  small businesses  small-scale operations
~

Niche tourism Mass tourism j
potential high profit margins

Listening

NICHE OPPORTUNITIES

) You are going to hear a talk about opportunities in niche tourism. What
are the differences between niche and mass tourism? Listen and check your
answers to Exercise 1.

3 @B What are the FIVE types of niche tourism the speaker mentions? Listen again
and complete the descriptions.

1 tourism such as pilgrimages and visits to " sites
2 travel to festivals

3 visits to fields

4 tourism, where people travel abroad for health reasons

5 courses aimed at people who want to learn a




ocabulary

NICHE TOURISM EXPERIENCES

4 Match the texts about niche tourism experiences
with the sectors a—c. Then complete each text
with the words in the box.

a health and wellness b religious ¢ battlefield
[ military soldier trenches tunnel J
1

Before we start the tour, can | remind you that
flash photography is not allowed in the

! but at the end of the visit you'll be

able to take photos of a reconstruction of the
ceremony of the unknown 2 . During the
visit you'll see a3 hospital, the food store

and kitchens and experience life as it was in the
4

( holy language pilgrimage university )

2
This year, I'm thinking of going on a residential
3 course to brush up my Spanish because
last year | wenton a® to Santiago de
Compostela with a group of friends from’ i
and a bit more Spanish would’ve really come in
use. And | know I'd like to visit some more
8 sites in Spain and South America in
future.

low-calorie massages spa

Are you worried about those extra kilos? So why
nottry a?® break at the Gwendale Lifestyle
Retreat? All the latest hydrotherapy equipment,
bubble baths, pressure showers and Yin Yang oil
19 will take away the " of modern
living and relieve your aches and pains. Our
specialists will advise you on how to diet and
prepare your own 2 organic meals.

5 Check your answers with a partner. Who
is speaking in each case — a marketing and
promotions executive, a tourist or a guide?

stress )

NICHE TOURISM

Reading

NICHE TOURISM IN SOUTH AFRICA

6 Read the report. What sector of niche tourism
does it relate to? What reasons does the writer
mention to explain why South Africa is a suitable
market? Compare your answers with a partner.

Niche tourism in South Africa

The definition of Avi-tourism is ‘travel outside
one’s usual environment to view birds in

their natural habitat’. Experts estimate that
avi-tourism is a fast-growing sector of nature
tourism; at the moment, tourists are making
about three million trips internationally each
year specifically for bird-watching. South Africa
is already an attractive avi-tourism destination
because of the wide diversity of bird species in
the country, including many rare species, and
tourism professionals believe it has considerable
potential. Both domestic and international
visitors generally have a preference for
nature-based experiences, so if the profile of
avi-tourism experiences could be raised and they
could be marketed more intensively, the sector
could grow very fast.

Developing niche tourism sectors in South
Africa offers many advantages. Even if niche
markets are smaller than mainstream markets,
niche tourists tend to spend more. Niche tourism
also has more potential for growth and creates
quality jobs that require specialized skills, rather
than the low- or semi-skilled jobs associated
with mass tourism. For example, different areas
of niche tourism might need local guides and
teachers who specialize in aspects of local
history, culture or wildlife, or different kinds of
sport and outdoor activities. Finally, since niche
tourism facilities often attract independent
travellers who pay for preferential treatment,
they spend more locally than pre-paid package
tourists who have purchased much of their travel,
accommodation, food and entertainment before
they arrive.
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NICHE SECTORS

SECTORS IN NICHE TOURISM

1 Match the names of the different types of niche tourism in the box with the
photos A-F.

( culinary extreme genealogy slum space wildlife J

Vocabulary

DESCRIBING SECTORS IN NICHE TOURISM

2 Read the descriptions. Which niche tourism sector do they describe? Write the

correct name from Exercise 1.

1
Book now for the Virgin Galactic tour
beyond the Earth’s atmosphere. Join five
other passengers and marvel at the view
of the planet from a distance of 300 km.
Preparation for the flight involves training
for at least three weeks at the Mojave Air
and Space Port in California to get used
to being weightless in space. If you can
afford to pay a starting price of £125,000,
this is the experience for you!

2

This once-in-a-lifetime adventure to
Borneo gives you an opportunity to climb
into the canopy and observe orang-utans
in their natural environment. The package
includes a number of nights spent in local
villages. These transfers usually mean
hiking through the forest and travelling by
canoe from lodge to lodge. '

3

Do you like experimenting with new
recipes? Learn to cook Italian-style under
the guidance of Gino Pieroni who has
extensive knowledge both as a top class
chef and a hotel manager. Gino will show
you how to select the ingredients, prepare
and cook them. Finally, you'll enjoy eating
what you have jointly created.

4

If you plan to travel to the Family History
Library in Salt Lake City, Utah, orto a
completely unfamiliar ancestral homeland
where you don't speak the language, we
recommend taking a customized tour as
the best way to get the most out of your
vacation.

5

RealWorld Tours promises to show you
what you won't find in your guidebooks,
the real India. Our guided tours of Dharavi

(India’s biggest slum) take you to the heart

of small-scale industry in Mumbai, with
its famous recycling area. Our tours also
contribute to the local economy as we
undertake to support community projects
and the activities of NGOs working in the
area.

6

The White Sea in the Russian Polar Circle
is the only sea in Europe which is covered
by ice during winter. It is one of the best
places in the world to enjoy diving under
the ice, but we know that 100% safety in
the Arctic weather conditions is
indispensable and we avoid taking any
risks. As a result, we have never had an
accident at the centre.




www.irLanguage.com

DESCRIBING A NICHE TOURISM PRODUCT

3 Study the Grammar box, then underline all the examples of verb + infinitive with
to and verb + -ing form in the texts on page 54.

| GRAMMAR

1 When two verbs are used in the same sentence, the second verb is

EITHER:

in the -ing form, e.g. We recommend taking a customized tour.

OR

in the infinitive form (with to), e.g. We undertake to support community projects.

2 These common verbs are followed by -ing: admit (to), appreciate, avoid, be used
to, consider, delay, discuss, enjoy, feel like, finish, get used to, imagine, involve,
keep (on), like/dislike, look forward to, love, miss, (not) mind, postpone, practise,
recommend, regret, risk, start, stop, suggest, tolerate, understand.

3 These common verbs are followed by the infinitive with to: agree, allow (sb) to,
can/can't afford, choose, decide, encourage (sb) to, expect, forget, help (sb) to,
hope, learn, manage, mean, need, offer, promise, refuse, teach (sb) to, want, wish.

4 There are more verbs followed by infinitives than by the -ing form. If the verb is not
found in the list in 2 above, it is probably followed by an infinitive.

LSee Grammar reference, page 116.

4 Choose the correct alternative.
1 If you wish to enrol / enrolling on the gastronomy tour, please fill in the
application form.

2 For top quality dental treatment abroad, we recommend
to go / going to Croatia.

NICHE TOURISM OPPORTUNITIES IN YOUR AREA
What potential is there for niche tourism in your
local area? Make some suggestions for unexploited
possibilities and present them to the class.

3 Unfortunately, some of our suppliers delay to pay / paying
their bills.

4 We plan to increase / increasing the number of space
tourists in the next twenty years.

5 As a responsible travel organization, we undertake to reduce / reducing our carbon
footprint.

6 If you want to learn about your family history, | suggest to enrol / enrolling on this
genealogy tour.

7 Imagine to sleep / sleeping out under the stars in the Sahara Desert.

5 Choose a niche tourism product and write a description of it (80-100 words) for a
promotional website. Use the models in Exercise 2 to help you.
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MEDICAL TOURIS

1 What do you understand by the terms ‘medical tourism’ and ‘wellness tourism'? Do they
mean different things? Discuss your ideas with a partner.

2 Read the report on medical and wellness tourism and check your answers to Exercise 1.

~
The rise of medical and wellness tourism
1 Introduction 3 Wellness tourism
The rise of medical and wellness tourism in Western There are three main sectors of wellness tourism
societies is caused by socio-economic factors experience: beauty, lifestyle and spiritual.
including rising health costs, a growing distrust of 3.1 Beauty tourism
orthodox medicine and an increasing desire for This typically involves a visit to a spa for
alternative, more holistic therapies. Media pressure water-based treatments such as saunas, hammam
to conform to images of physical beauty and eternal | or steam baths accompanied by special massages
youth is also a significant factor. and beauty treatments. Two examples of this are
1.1 The terms used to describe this form of thalassotherapy which uses beauty products made
tourism — medical, wellness, health and holistic—vary | from seaweed and mud, and vinotherapy which uses
and are sometimes used interchangeably. In fact, grape-based products.
they describe different tourism products. ‘Medical’ 3.2 Lifestyle tourism
tourists travel to have surgery or some other kind of This involves activities and seminars related to
medical treatment, whereas ‘wellness’ tourists go on fitness, healthy eating, weight loss and relaxation
holiday to improve their physical fitness and/or their techniques. In contrast to beauty spa visitors,
psychological and spiritual well-being. lifestyle visitors are actively involved in the courses.
2 Essential vs Voluntary medical tourism 3.3 Spiritual retreat
Essential medical tourism involves major surgery, such | Spiritual retreats may be religious or non-religious
as organ transplants, or non-surgical procedures, but usually include techniques of meditation.
such as cancer treatment. Voluntary medical tourism Many retreats are based on specific teachings or
is concerned with preventative medicine, dental philosophy and focus on an activity, such as yoga
treatment and aesthetic improvements, like plastic or T'ai Chi.
surgery and botox injections.
N
3 Read the report again and answer the questions.
1 What are the reasons for the growth in medical and wellness tourism?
2 In which sectors of medical tourism would you put the following?
a ayoga and meditation retreat in the Himalayas . S
b a a hip replacement holiday in Thailand Noun Noun Verb Adjective
¢ a dental holiday in Costa Rica (for teeth veneers) : (activity) (perso.n) ;
3 Find TWO synonyms for increasing in line 3 of therapist thsrgpettic
the report. surgery surgeon 2
4 Find TWO adjectives that collocate (are used with) 2 relax relaxing
the noun well-being. 2 keep fit fit (unfit)
5 Complete the word-building table with words from g =
prevention prevent
the report. \ =




PROFESSIONAL SKILLS DEALING WITH FIGURES |

Speaking

DEALING WITH FIGURES AND STATISTICS

d o
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1 When we use a decimal, we say point. Each figure is said separately:
8.5% = eight point five percent 4.25% = four point two five percent

2 The letter m after a number indicates million. The abbreviation bn represents billion:
£6m = 6 million pounds $4.8bn = four point eight billion dollars

3 When speaking about money, write the currency unit before the figure and say it after:
€34 = thirty-four euros ¥23,000 = twenty-three thousand yen

4 Pronounce fractions using ordinal numbers:
Y= ahalf ¥ = one/a third %; = two-thirds ¥ = three-quarters % = four-fifths
5 It is possible to express a fraction as a ratio:
one out of three four out of five
6 Pronounce a hyphen between two figures as to:
the 65-75 age range = the sixty-five to seventy-five age range
7 Use these words to refer to approximate amounts:
around 1.6 million somewhere in the region of US $100 billion about 40%

Study the Professional skills box. Work with a partner and take turns to
practise saying the figures below. Listen and check.

1 US$252 2 €35m 3 ¥72525 4% 5% 6125% 7 1%m 8 6.25bn

5

for the growth of medical tourism over the last decade.

Listen again and complete the table with the figures.

2 X

Value of the global market for medical tourism

Cost of a heart bypass operation in Thailand compared to the USA

Over 55s as a percentage of total wellness tourists

Size of the medical tourism market in Asia

Percentage of the American market Singapore would like to have

MEDICAL TOURISM STATISTICS

Choose a country that is known for its health tourism
(e.g. Costa Rica, India). Do some research into the
treatments and services available and compile some
statistics relating to the number of patients treated, etc.

kPresent your findings to the class.
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CASE STUDY
IMPROVE CLIENT SECURITY

Aim: To compose appropriate ‘do’ and ‘don’t’ safety tips for visitors to a
dangerous region.

1 Read extracts about a township experience.

2 Listen to a phone conversation and read an email about cancelling a booking.
3 Listen to a discussion about safety measures.

4 Write a list of safety tips and compose an email to reassure tourists.

The township experience

(o Ahe
b,South Africa
1 Dikeledi Sisulu runs a small-scale tour operation in Steenland, a township in the 2
Western Cape region of South Africa. Read the extract from her website and the
article on page 59. Answer the questions. ;
1 What does the Township Experience offer for tourists?
2 Why did the Ashburns go to Steenland?
3 What is Amaswazi's Place and why did they want to go there?

4 Do you think Steenland is too dangerous for tourists?

g B
The Township Experience
The Township Experience is a unique occasion for those who desire to get to know

the ‘real’ South Africa in complete safety. You can meet the locals, experience a
warm welcome in our hosts’ homes and experience the community life.

; Robben Island
e Eat at Amaswatzi's Place — a local barbecue hotspot : e

e Sample a ‘smiley’ — a boiled sheep’s head — and a glass of the local drink

e Visit a community radio station and educational projects

e Check out the local craft stalls for souvenirs

e Take a local taxi around other townships — Gugulethu, Khayelitsha and Crossroads
For those with an interest in life under apartheid, a trip to Robben Island where
Nelson Mandela was sent to prison is a must, as are tours where protest action took
place. These tours are led by former Umkhonto we Sizwe (Spear of the Nation)
freedom fighters.

ATLANT1C OCEAN

All trips can be customized to suit your interests and requirements.

Contact us on our website.

Selevia ¢
Saldanhd,
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Couple robbed

British tourists Saffi (29) and Rodney (34) Ashburn
had their holiday ruined when they were robbed
during a visit to the Western Cape township of
Steenland. The couple, who were enjoying a ‘once-
in-a-lifetime’ trip to the country, were staying in a
luxury Waterfront Hotel but allegedly wanted to
experience the ‘real South Africa’. Fellow tourists
say that they complained of finding the area around
their hotel boring and sanitized and ‘too much like
being at home'. On Saturday night, against advice
from the staff at their hotel, they hired a car and

driver to take them to visit a township where they
could try the local food. Their car was stopped at
traffic lights by three men, who forced the driver
out of the vehicle before robbing its passengers.
Rodney Ashburn was slightly injured in the attack
and his wife suffered from shock. The attack has
worried the community but local Community Safety
Officer Jan Van Der Stel hastened to reassure
reporters that police have made it ‘a priority’ to
find the robbers and bring them to justice.




A customer phone call

who booked a Township Experience tour last
month and read her follow-up email. Answer the
questions.

1 How does Dikeledi try to convince Mrs Jones not
to cancel her booking?

2 Do you think Mrs Jones is overreacting?
Why/Why not?

3 Find THREE things you could say to Mrs Jones to
persuade her not to cancel.

Lake Ngami
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Further to our recent phone conversation,
| confirm that | wish to formally cancel my
booking on the Township Experience tour.
As | am cancelling outside the 30-day period
before | was due to travel, | request that you
refund the deposit back to my credit card, in
accordance with your terms and conditions.

Bronwyn Jones

Thank you in anticipation of your co-operation
and | apologize for any inconvenience.

Yours sincerely

) Listen to a conversation about
safety and security in Steenland. What safety
measures are discussed in relation to the
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Work in pairs. Brainstorm all the ways in which Dikeledi can
improve security for her customers. \

1 Write a section for the Township Experience website on safety
and security. Try to reassure potential visitors by highlighting the
positive aspects of a visit to Steenland (100-150 words). Provide
a list of ‘do’ and 'don't’ safety tips for visitors to the township.

2 Write an email to Bronwyn Jones to try to persuade her not to
cancel her tour.

i

A

culinary  economy of scale
enrol high spender lifestyle
mainstream niche sector
operation pilgrimage  slum
surgery well-being wellness
See DVD-ROM Mini-dictionary
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Grammar: the passive

Vocabulary: culture, linking words
Professional skills: taking part in meetings
Case study: present a proposal

Speaking

WHAT IS CULTURAL TOURISM?

1 Work in pairs. What do you think ‘culture’ is? Discuss the definitions below.

Culture consists of a society’s beliefs, customs and ways of
thinking and feeling.

2 Culture is a lifestyle — the way people do things in their everyday lives.

Culture refers to the artistic heritage of a nation — its literature,
music and architecture.

2 Read the extract from a tourism report on page 61. Five sentences have been
removed from the text. Choose a sentence A-F for each of the gaps 1-5. There is
one extra sentence that you don’t need to use.

A This is important for future planning as, on the whole, ‘heritage’ attractions tend to
attract older visitors, whereas ‘popular’ cultural attractions have a younger audience
profile.

B Consequently, he or she learns less and the experience is more superficial.

C Furthermore, as globalization and mass production lead to greater uniformity
worldwide, the value of authenticity will also increase.

D At last, we are in a position to fully understand the impact of cultural tourism in a
country's economy.

E As a result, their experience is intense and they will spend most of their time learning
about the history and cultural heritage.

F Although city cultural tourism continues to be dominated by the established ‘cultural
capitals’, there is a new trend towards more trips to smaller destinations and new
regions of Europe.




\

Who are the cultural tourists?

There are five different types of cultural
tourist. The first is the purposeful
tourist, whose primary motive for
visiting a destination is cultural tourism.
' The second type, the sightseeing
cultural tourist, visits a destination for
cultural reasons but has only a general
interest in it. 2 The third type is the
chance discovery cultural tourist. This

is someone who didn't originally travel
for cultural reasons but is excited by the
cultural aspects of their visit and so has
a more intense cultural experience than
expected. The casual cultural tourist,
however, has a relatively weak interest
in travel and though they may visit a
historic monument or museum, they

are likely to spend most of the time
following other pursuits. The fifth type is
the incidental cultural tourist who does

not travel for cultural reasons at all but
visits some of the most prestigious sites
even if he or she doesn’t understand or
appreciate their significance.

Experts predict that cultural tourism
will grow in Europe over the next ten to
fifteen years since the number of

travellers over 55 will grow significantly.
3

4 And whether the city is large or
small, the ability to innovate is essential
in order to keep it on the cultural
tourism map. * Traditional cultural
events will continue to attract visitors,
however, ‘the creative city’, which links
tradition and heritage to contemporary
creative industries such as media,
entertainment, design and fashion will
be better placed to attract tourists.

3 Read the extract again and make a list of the FIVE types of cultural tourist.

Vocabulary

LINKING WORDS

4 Match the linking words 1-6 with their functions a-d.
a making an additional point

1 as aresult

2 however b introducing a contrast

3 on the whole
4 furthermore
5 consequently
6 although

¢ indicating cause and effect

d making a generalization

Complete the sentences with a word from the list above. One sentence has two

possible answers.

1 cultural tourism attractions are part of our marketing mix, some of them don't

generate much money.
2

3 The museum staff are still on strike.

4 \We want to encourage more visitors to our heritage sites.

women are more attracted by spa holidays than men.

, we have had to cancel all visits.

, we also need to

protect our historic monuments from damage caused by tourists.

5 Cultural visitors spend almost twice as much as city-break visitors. , many
overseas visitors cite ‘history/culture’ as a motivation for visiting our country.

6 not everyone considers watching a football match to be cultural tourism,
football is an important part of popular culture.

CULTURAL TOURISM OPPORTUNITIES

Do some research on cultural tourism in your city or region. Decide
what you think are the top THREE opportunities for developing cultural
tourism and make a short presentation about them to the class.

@
G
fe
,._«{
.
=
b
—
(D,
o
=
w
<




EXHIBITIONS

Listening

PLANNING AN EXHIBITION

1 What does an exhibitions manager have to do when planning an exhibition?
Discuss your ideas with a partner and list at least THREE things.

Listen to Simon Lau, a museum exhibitions manager, talking about his
job. What is the theme of the exhibition he is working on? Who is it designed for?
Tick (v) the things he mentions.

__action plan __budget __headphones __resource pack
__audio guide  __entry fee __interactive display =~ __ packaging
___brochure __exhibits __labels __website

3 @B Listen again. Put the stages of organizing an exhibition in order on the
diagram below. If necessary, listen again to check.

| Jan | Feb | Mar | Apr |May | Jun | Jul [Aug| Sep | Oct |Nov | Dec| Jan

rements and budget decided

olv|lo|N|joc|lun|plw|N

=3

a requirernentsand-budget-decided f website designed

b publicity material sent out g audio guide recorded

¢ resource pack printed h action plan drawn up

d exhibits ordered and delivered i interactive software produced
e exhibit labels printed j exhibition opened

| GRAMMAR:

1 Use the passive voice when the focus is on the action and it is not important (or we
don’t know) who performs the action.

Press releases will be sent out to the local and national newspapers. (We don't
know who will do this.)

%

If we need to mention who performs the action, use by.
The interactive displays will be produced by a different software company.

2 Form the passive with the verb be (in the appropriate tense) + past participle.
present simple: Many treasures from Tutankhamun'’s tomb are displayed.
present continuous: A new pyramid is being excavated at the present time.
past simple: Scribes were taught to write and then were employed to keep
financial accounts.
present perfect: Over one million animal mummies have been found in Egypt.
future: A new Egyptian cultural centre will be opened next year.

LSee Grammar reference, page 117.
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Study the Grammar box on page 62 and complete the text about the
Rosetta Stone with the correct passive form of the verbs in brackets.

The Rosetta Stone! (discover) in 1799 by French soldiers
during Napoleon'’s Egyptian campaign. It was found in a small
village where a fort 2 (rebuild) at the time. The text on the
stone 3 (probably write) during the reign of the Egyptian
pharaoh, Ptolemy V. Archaeologists were excited about the
discovery because three different scripts 4 (carve) into the
stone — hieroglyphic, Demotic and Greek. At the time all three
languages ® (use) in Egypt: Greek was the language of
the government, Demotic was the language of ordinary people
and hieroglyphic ¢ (keep) for religious documents. The
Greek and Demotic texts ’ (translate) fairly quickly but
the ability to read hieroglyphic text 8 (lose) for

many centuries.

Eventually, certain hieroglyphs ? (find) to correspond
to the names of Greek rulers. But it was not until 1822 that

the hieroglyphs © (finally decipher) by a Frenchman,
Jean-Francois Champollion.

Speaking

DESCRIBING ARTEFACTS
5

Work in pairs. Student A, look at the information below. Student B, turn to File 7,
page 104.

Ask your partner questions to complete the information about the Suffragette penny.
Then answer your partner’s questions about the Portugese coins and a jeton.

Suffragette penny

This is a British one penny coin which is denied 4 and considered to be

dated ' . It shows a profile of King
Edward VIl but his portrait has been
over-stamped with ? . The penny
coin was rarely replaced and so this
message would be read by 3 :

At this time in history, women were

second-class citizens. The suffragettes
were women who wanted to be able to
take part in political life. Defacing a coin
in this way was considered 3 and
suffragettes could be and were ©

for doing so.

Portuguese coins and a jeton

These coins were found during the excavation in 2002 of a medieval ship in South
Wales (UK). The ship was discovered in the bank of a river when a theatre and
arts centre were being built. The ship is currently being conserved and studied by

archaeologists.

The coins are Portuguese and were made in Lisbon during the 15th century. They

might have been lost by the ship’s crew. These coins were not used in the UK but can

often be found in South Wales and are evidence of extensive trade between the two

countries.

Jetons were counters that were used by merchants to help them add and subtract

sums of money.

EXHIBITIONS

O
&=
-
e
2,
[
.._...!
O
=
2
wn
=




PROFESSIE
=

=
=0
(@
)
@
'__
L
e
o
>
I
D)
&)

Reading

CULTURAL TOURISM IN BRITAIN

1 The Tower of London, Stonehenge and the Roman baths are three of the top most
visited cultural sites in England. What do you know about them? What sites do you
know in other parts of Britain (Scotland, Wales and Northern Ireland)? Compare
your ideas with a partner.

2 Read the article about cultural tourism in Britain.

1 Find FOUR reasons why Britain represents a good opportunity for investment in
cultural tourism.
2 Why does the decrease in public investment in tourism ‘make poor economic sense’?

3 How are cultural tourists different from other tourists?

A N
You can bank on culture

Britain’s leading cultural and heritage organizations have launched their vision for
the future in a document called A Cultural Manifesto.

The document shows that the last fifteen years of investment in culture has
created a public appetite for it that continues to grow. Free admission to national
museums and galleries has also encouraged visitor numbers to rise. Consequently,
arts, cultural heritage and festivals make a strong contribution to the economic and
social well-being of Britain.

The UK has the largest cultural economy in the world in relation to GDP and one
of the most effective in terms of return on investment. Every £1 invested in culture
produces £2. Two-thirds of the adult population in the UK enjoy arts festivals, visit
historic sites and go to museums and galleries.

The manifesto argues that the recent decrease in public investment in
culture makes poor economic sense. Since last year, the Heritage Fund has lost
£161.2 million; the four arts councils and two film councils have lost another
£172 million. ‘These are false economies and are doing immense damage to the
tourism sector’, a spokesperson said. International research carried out by ATLAS
(The Association for Tourism and Leisure Education) shows that cultural tourists have
higher incomes and spend more than most other tourists. It is therefore essential to
continue to invest in the cultural sector that makes Britain a number one international
L destination for cultural tourism.

64




Listenin

3 What do you know about the British cities of Cardiff, Edinburgh and Belfast? Label

them on the map below.

4 A tour operator wants to organize a new package for a British festival.
The staff is holding a meeting to decide which festival would be the most suitable.
Listen and complete the table.

>

When held?

"No. of visitors

Advantages Disadvantages b

The Eisteddfod

Edinburgh Festival

L Belfast Festival

5 Complete the expressions to do with meetings in the Professional skills box with
ONE word in each case. Compare your ideas with a partner. You can use the
audio script for the festivals meeting on page 124 to help you.

1 Opening a meeting

Let’s make a s, , shall we? Shall we b
The first item on the a is ...

2 Stating the purpose of a meeting
The a of this meeting is to discuss ...

We're here to t about ...

3 Asking someone to speak

Kristina, what do you t about it?

Would anyone like to ¢ ?

Carla, do you have anything to a ?
4 Introducing another topic

Canwe m
5 Checking everyone agrees

Is that d then?
Do | take it we are all in a ?

Do we all a ?

6 Concluding the meeting
Is there any other b ? | think we've c.

Sotos up ...?7

We.need tor

onto ..