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Take off
Look at the photos.
Where are they?
EXAMPLE ata hotel

What type of tourist or visitor is being welcomed in
each case?

Reading
Welcome - the first encounter

Match the words with their dictionary definitions.
encounter 3 hospitality
experience 4 welceme
friendly and generous behaviour towards gueste
ameeting. especially one that is sudden and
unexpected
agreetingthatis given tosomebody when they
arrive, especially a friendly one
something that has happened te you,often unusual
orexciting
Read the text Which subtitle do you think is the best?
Tourism: the encounters industry
Tourism: the experience industry
Tourism: the hospitality industry
Tourism: the welcome indusiry

a e e

&

Whichof the six points (a-f} would include this advice?
Offer tocarry a bag. to get a drink, to open the door,
anythingto shew you're there to help.

Do your research - know who you're meeting, know
wihtere you're golng.

H: fid

iny - ;
There are many waysof greeting in different
countries, but the smilé is universal

Dress appropriately - be smart, clean, and tidy.

Find out about the person you're with, and ask them
about thermselves.

-

P

4 Can you think of mere advice to add to the list above?

& unit!

namaste is the way of greeting
inindia and some other Asian
countuies, The word Is $31d with
the palms of the hands heid
together,with fingers pointing
upand touching the chin. and
wilh 3 £light bow,

Customer care

Cultural differences in greetings

An introduction to
working in tourism
Tourism is about encounter
people, with p!

most img
greelings. Get thal one right and 1

e B heipl
f Boyc

Listening
Greeting and introducing

1 () Listentoeight greetings and introductions. For each
one, answer the questions.
Where does the conversation take place?

Have the speakers met before?
3 Isthe conversation formal or inforral?

4 Isanother p peopl
2 ) Listen againand complete the sentences.
1 Hello, Peter-it's again. Welcome to
Atlanta How was your flight?

; . 2 Hello,and joining us tonight
Even before you sy awe ilhm:r:minrwayms;ly Praphat and my colleague
things, for example your nationality and culture, how Amphai. We'll on tonight's excursion
well you know the person you are greeting. your
relative ages, and your genderNouneed to think about ~ © °°°% +Mir Eltmar. I everything to
i 3 —_ getyou some more wine?
1 Doyouknow hof th 4 introd: yname is Chie
il 3 Mashidaand U'mthe manager.______tothe
- . people whe are going o be looking after you during
the conference, Masako...
5 A Hiitsiohann, ?Glad you could make
it ?
4 B Good,yeah.Vou?
A Have you  Lucy?$he
organized this reception,
& Ladiesand gentlemen, Paradise Cruises,
 _ youallonboardWe________to
2 offer youa complimentary glass of champagne.
¥ preetings?In
3 Whichofth gsindoyou 7 You Ms Holweger Welcome to
following regions? Copenhagen.______takeyourbagfor you
h 8 Welcome .Dr Allegretti. Nice
Southem Europe Aftica e X a
Eastem Europe Asia - We'veputyouin yourusual toom
North America Australasia
Central and South America
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In this unit

@ welcoming

@ greeting andintroducing
@ carhire

® describing arrival services

Wherein the world?

What do you know about Singapore?

1 Isitan island or on the mainland?

2 Whereisitlocated?

3 Why dotourists visit Singapore and where
do they ceme from?

Read on and find out

ing trapical destination with
western comforts and an Asian soul.
Fact file

Location: the Republic of Singapore consists
of theisland of Singapore and around sixty
smaller islands off the southern tip of
Malaysia, 135 kilometres north of the equator.
Capital: Singapore City is the country’s capital
and occupies the main island.

Size: 650 square kilometres

Population: approximately 4.2 million
Tourism

Visitors outnumber the local population

by 1.6%01

Visitors come from many countries, The top
three are Indonesia {17%), Japan (13%), and Australia
(6%). They usually stay for short visits, often stopovers
en route to Gther Asian countries or Australia or New
2Zealand, or for sightseeing and shepping.
Transport hub

Changi Airport consists of three terminals and is one
of the most important air hubs in the region.
The International Airport serves 167 cities in 53
countries and is capable of handling 64 miltion
passengers a year.

Transport from the airport

Number 36 bus to Orchard Road

Maxicab shuttle bus (08.00-24.00)

MRT train (Mass Rapid Transit) (05,30-23.00).
The Port of Singapore is the world's busiest port for
cargo, and s also a stopping place for cruise ships.
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Bienvenue > > z
Willkommen (‘j': 7 — c
Benvenuto
[IPUBETCTBOBATh Udvézdljitk
® Language spot
Greeting and introducing

Speaking
Welcoming visitors

1 Lookat L 1 You're meeting a visitor to your country at the airport,
examples. Apart from ‘welcome’, what topics might you talk
R . about? Choose from the list or think of your own,
Greeting Wwelcoming comfortable flight?

Hello, Petes ~itsgreat  Welcome to Atlanta, visited this country before?
tosee you again. hungry orthirsty?

the weather where they came from
abrief history of your city
what’s going te happen in the next houror so
he visitor' y that you

iy name’s Praphat. This is my colleague Amphai. know
Foreach one you choose. what would your first

sentence be?

You are at a reception for an international tourism fair

Checkingsomeone’s  Making anoffer in yourcity. Work in two groups.
iden
Youmust be.

Ms Holweger

Canigety
You are working at the reception. Your jobis to
welcome each of the guests and begin a short
conversation. You may want to offer something or
intreduce the guest to ancther person

2 Match the following responses with some of the wotes

conversations in Listening 2. Make sure that you treat each guest with the

appropnate level of respect and formality.

That’s very kind. t's rather heavy.Is the car very far?

b Ttwas OK. although it was rather long. Are we going Two of the guests should be people that you already
straight tothe hotel? know.
b iaatati None of the guests should be left on their owm
d No,thank you,'m OK. it's very nice though - You should meet and greet as many different guests as.
where’s it from? passible.
3 Inpairs, pr fons. T ! Group B: Guests

conversations for afew more sentences Write your name and job / position on a badge / labe)

 Goto Grammar reference p 118 Choose from this list or think of your ewn.

.+ alocal hotel manager aninvited guest from
. 8 localtouroy h

+ alocal travel agent the driver who

» atourguide brought the mayor

+ the mayor of the city (a VIP)

When you have finished,change roles and repeat the
activity
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Vocabulary
Car hire

Lock at the online booking form for car hire at Cape
Town airport.

Find words,
four doors with air-conditicning
automatic gears

maove toa better service

insurance coverif you damage the hire car

rases, or abbreviations that mean

P

insurance cover if you injure somebody or
damage somebody’s car

the glass at the front of 2 car

somewhere to put extra luggage on top of the car
anextra charge

the place where the petrol goes

LRSI

10 money given as first part of a payment.

Find words which are the opposite of
1 automatic (for describing gears)
2 pickup

5 empty
4 maximum.

Your baoking

Ifthe caris damaged, you may be charged an

Economy 2dr £203:00  £138.00
Manual Customer name: [Jacobson Mi]
(€199.00) Destination: [South Africa]
Hoair-con %% Pick-up location: [Cape Town
LI I . Airport]
Economy 4dr £306:00  £141.00  BODK NOW
Manual '
(€203.00)
Hoair-con $RE
— Upgrade your carnow to
Economy £22500  £153.00 BOOKNOW [ s.seaters drafeforoniy£3
4dr/alc extra per day
Manual (€220.00)
ASrcon, Pre-bookable insurance
options
fed B
O collision damage waiver
Sl T e O third-party liability
Compact £374-80  £252.00 BODKNOW O holiday auto damage excess
4dr [autoafc nker
Auto ety O cancellation protection
Air-con O windscreen replacement cover
a5 s
Extras payable locally at time
purchase the cAplcactE:
Minimum driver's age s 21, Orivers 18-20willbe  “holiday auto damage excess walver O addiional dfives
subjecttoa surcharge of R100 per driver. O babyseat0-1years
tank of fuel O babyseat1-3years
and must be retumed full lead driver. O child seat 3years +
You 000. O roof-rack

Important information above and the car rentals.
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What is it?

Vocabulary

Arriving and moving on

Look at the list of arrival places. Where doyou find
them?

EXAMPLES
atanairport, ata seaporl,at a land border

5 horder control
6 immigration
7 harbour

8 meeting point

domestic / international
terminal

2 terminus

3 anivalslounge

4 Customs

2 What happens at each place?

3 Matchaword in A with a word in B. There may be more
than one possibility.
A B
1 accommodation a booking service
2 car b bus
3 city ¢ centre
4 connecting 4 desk
S infarmation & flight
6 rush f hour
7 scheduled g lounge
g shuttle h rank
9 taxi i rental
10 transfer j service
11 transit

4 Complete the arrival information sheet using words
from3.

Ifyouhavea
2 lounge.

*flight, please goto the

Thereisa.

2
3

N

Reading
Cape Town arrival information

In pairs,read these questions. Which of the words from

ydoy PP
Hows long will it take to drive from the airport tothe
city centre?

2 What transport services are available from the
airport tothe city centre?

Where can you find a taxi?

How much will 2 taxi cost?

Where do the intercity buses and mainfine trains
terminate?

6§ Where can tourists find information?

“ e w

Read the text and answer the questions in 1

Lok at the text again. Find exarmples of sentences that
include the following words.

thereis / there are operate(s)
youll need terminate(s)
you'l find best place
i everything youneed
must
For each sentence you found, write a different sentence.

EXAMPLE
{from the text) There's a scheduled service to the main
train terminus.

(different sentence) There'sa minibus service to the ciry.

Find out

What are the nearest international points of arrival to
the place whereyou are studying? Research the
different points - by air. land, and sea (if appropriate) -

the city centre. This scheduled
approximately 30 minutes (45 minuyte:

h about them as possible.

for your city or

Writing
he 4rank, I .
ok " Arrivalinformation
booked the transfer 2,
i Stom Write an arrival ion sh
i region. If appropriate, include sections on

Ifyou have pre-bocked a hire car, please goto the
— Mt

» generalamivalinformation » other arrval points
= airport tocity /town centre s earhire
» intercitybusesand trains  » information

You could drive a car around
thewarid 4 tiMeS with the
ameunt of fuelina jumba et

1
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Listening Pronunciation
Car hire dialogue 1 Look atthe names of different makes of car. How
& Listen icking up a car f he carhire N hem In yourlanguage
dlesk at Cape Town airport. Complete the online n o
booking form onp.8 Makeof car _ Pronumclation
2 @ sensgain completet 1 Cropler 2y
assistant for each af the prompts from a training guide 2 Citroén b ftarjouta/
3 Ford € laupll
4 Hyundai @ Phearla/
Offerhelp S Mercedes e ima'sediiz/
cn 7 6 Opel f Fsitran/
2| Findoutname 7 Renault £ "hij'onday/
T S | 8 Toyota h Frensu/
) 3’:': eboo , 2 Mateht their phonetic
3 O ¢ he Englich
4| Offerupgrade ourewi
Would 1 language. Pay attentionto
5| Checkdrop-off ; w:w‘t:sy]lablclh:mal:slles‘;:’s{an
You're going 1o drop it offin ten days' time? ¥FNCELO0RSON 1K, GOUNCS Bre iffErent
i S 4 ;% whichvowel sounds are different
8| Ak 4 Prachse the English pronunciation of the different
i rmakes of car.
Canyou = 1
7 | Offeradditionalinsurance :
Py R S 5. Speaking
0 S Car hire at an airport
Doyou 1 Work in pairs.Student A, you are the customer. Choose
form onp8and invent booking detail
9 | Askageof child as you wish Student B, you are the car hire agent.
Howold 3
Fole-play the conversation, following these stages.
10 | Anything else? © Greeting o Ask for payment
R ——— o Askname = Check forany
o [ . ;.nmspmz_naf:u )  otherrequests
T Checkinsuranceoplions  amangemeats
12 | Ask method of payment @ Checkextras = Say goodbye
Howwill — Now change roles
-
Usethequ P B!
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934 s th

ape Flat: s
hour)

there's a scheduled service to the main train terminus,
running on the half hour and costing R30. From their
officein thei di
door (ransler service which goes to anywhere on the
Peninsula.

Acheaper door-to-door option is the 24-hour

passengersfrom the airport to anywhere in the city
centre. The service operates in response to demand,
‘which means you'lleither need to pre-book orwait up to
45 minutes for them 1o get to the airport.
there are taxi ranks outside th
the city centre).
the driver':
meter. Inside the terminals you'll find the desks of
major car i

Intercity buses and trains.
Greyhound, intercape, and Transluxintercity buses, and
mainline trains from other provinces,

q

Checklist

Assess your progress n this uni
statements which are true.

ick {v) the

Ican use different expressions for
waekoming

Ian greet and make introductions

Icancarry out a car hire dialogue

Ican write about arrival information

(T i |
Key words

Greetings
handshake
hospitality
welcome

Arival and transport
arrivals lounge
border control
door-to-door

hub

Tush hour

taxirank

transit lounge
Carhire

automatic (gears)
COW - collision damage walver
drop-off

excess

{fuel) tank

third-party iability

upgrade

windscreen
LT T

Next stop

1 What can you remember abaut the first

centre of town around the interlinked central complex

y station and
shopping mall. Everything you need foryour next move is
within two or three blocks of here.

Information
The best place for informatian is the Cape Town Tourist
Information Office, on the corner of Brg and Castle Sts.

yedin 2 hotel? Tell your
partner.

2 Doyoulikestayingin hotels? Why {not)?

3 How doyou think people who travel alot
feelabout hotels?



