contents

Introduction

Differentkinds of people

1 Working in travel and tourism

14

2 Beingfriendyandhelpful 17

3 WheninRome... 19

4 Dealing wit:ﬁ:enquiries 20
International travel

5 Different ways of travelling 23

6 Ackine queg'fi'ons e

7 Takingabooking 2%
""" 8 The bestway to géﬁhere 27
9 Around the world 29

10 Org a_r]i.gj'ng atrip

Phone calls
11 Usingthe phone

12 Howmay | helpyou?

13 Answering enquiries

32

3
35

14 Taking messages

Food and drink
15 Good morning!

3

40

18 Drinks, snacks and desserts 44
19 T =
20 Welco:rﬁé to our restaurant! 47
Correspondence

21 Responding to enquiries 49
22 Confirr'ﬁi'hg reservations 51
23 Avoidingmistakes 53

24 We areverysorry...

%

Accommodation
25 Reservations 57
26 Checkingin 59

27 Facilities: Enjoy your stay!
28 Givinginformation

29 The besthotel foryou. .. 65
30 Theperfecthotel ... 66
Money

31 How would you like to pay? 68
32 Changing money 70
33 Explaining the bill 72
34 Isserviceincluded? 3
Travelling around

35 Toandfromtheairport 75
36 Localknowledge 76
37 Offering and requesting 8
38 Carrental 19
39 Motoring 81
40 The bestwayto get there 83
Problems

41 Isthere anything | cando? 85
42 Dealingwith complaints 87
43 Better safe than sorry 89
44 Difficult customers? 9
Attractions and activities

45 Seeingthe sights 93
46 Making sugé‘é‘stions and giving advicem:':" 95 |
47 Sun, sea and sand? 9%
48 Historyand folklore 98
49 Anicedayout 9
50 The future of tourism 101
Vocabulary puzzles 103



