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Unit 1

Domestic Local Travel Agent
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Section Il Intensive Reading

Before reading

Exercise 1
1) Locating the tour group (3H1)
2) Greeting the tourists
3) Showing the tourists to the bus.
4) Making a welcome speech

Exercise 2
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9E 10)B
HFRIL:

L AEEEA. WHEE A PR NIRRT A

2. FHONE, ZIkhsE, U E ARSI  A5.

3. AREAAERGEZRS] 2 10 NHE AR, JFRES AT S . JF kSRR
WL T IEA AR LEH HIRE,  IF 0 AR 175 .

LESHEL
K i ALAX

] e XA RN R R 20 ANl IRBOZZEICUL R AR B, A
BT R B R AZAD R R, L BRI . 5, ERMERNDESEE, i
HEC. H=, XMW EADCIR VR I AR S AR AR . bRk
PR ARSI S . i), BUBIRIT A TRAT MR

R TR B, BRI . TER IR A AR AT B S0 A T
m R ERATREMALSL. —EHENLR, M@ RS AT BN R AR AR . 5
—ENGOE R EEN), JFHATRERF AR A



[ 25 T b B AR ST WSS R . ANVE S IS P AE MR L, e AR i ok R E
I BRAZ MR E M WERAE RS — PR A T2 NARIES, BiaS T ZATiRiEm
RS . DRI — AN G 0 S S 2K ) BRI BT 5 M R A IR S AR, IR E A
HRELE N ENGIRZIRI 85 7K

AE AR 1E 2 0 B0 I8 2 e L o R A A 2 B T 2 A A R i,
W E R I ST HZ AP -

AR5 AT RE o L — 28 A 22 AL, [ 2 SE O R SRAM AT H A0 DA St R 5552 B
1 W% BT 2ROz KPP R

After reading

Exercise 3
HH 2)B 3)D 4)G 5)E
6) F 71 8)C 9)J 10)A
Exercise 4
1) locate

2) welcome speech
3) any requests

4) Bidding farewell
5) make apologies

BRI
PEER K UEAE 5
1. 5—mmgiE, FRAARRE, RIS BN E AL
2. BETONREE, VEEANY, AWEAERNFRT, EF AR MR, FOMMEE X
PEUFE. Ui, JLRITERNZRST 1A 2,
3. BJE MRS N RN EEE E . AR P E SR

Section 111  Extensive Reading
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Exercise 1

DF 20T 3)F 4F 5T 6T 7T 8F 9F 10T
Exercise 2

1) Beijing Tourism

2) first

3) 1998 to 2000

4) increased

5) Xiamen
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Section IV Writing

Exercise 1
DE 2A 3D 4F 5B 6)C
Exercise 2
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Exercise 3
1) changes
2) discount
3) confirm
4) 3-day
5) details
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Exercise 4
1) July 20.
2) Los Angeles.
3) business class ticket.
4) OnJune 8.
5) Richard Nelson.
Exercise 5
63

August 8, 2016
Dear Ms. Mary,
Thank you for your letter of 25 July and our telephone conversation today.
I’d like to confirm reservation of a two-day tour to Hong Kong Disneyland from August
12 to 13, living in Disney Hollywood Hotel. The price is HK$2300 for adults, HK$1000 for
children.
If there is any change about your reservation, please notify the Front Desk. We are
looking forward to your arrival.
Yours sincerely,
Alice
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Section V' Career Salon
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Unit 2

Inbound National Guide
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Section I Intensive Reading
Before reading
Exercise 1

1) pamphlet 2) coach 3) front desk
Exercise 2

Working procedure of
(local ) guide

Working procedure of
('national ) guide

Preparations

Preparations

Greeting service after the tour group arrive

Receiving the guests at the first stop

Service on the way to the hotel

Hotel accommodation

Hotel accommodation

Confirm and discuss the itinerary

Confirm and discuss the itinerary

Sightseeing services

Services at each place

Other services

Departure services

Departure services

Services on route

Services at the last station

Follow-up

Follow-up
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After reading

Exercise3
1)E 2)J 3D 4G 5l
6) F 7) H 8)C 9)B 10) A
Exercise4
1) $102 2) Germany, the U.S

3) Chinese tour groups 4) change their strategies
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Section 111 Extensive Reading
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Exercise 1
nT 2)F 3)F 4)F 5T
6) F NF 8)T 9T 10T
Exercise2
1) courteous 2) genuine care 3) apologize 4) confidently and politely

5) tour operator
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Section IV Writing

Notice
Exercise 1

(Open)



Exercise 2
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Exercise 3

1) attention
2) announcement

3) activities
4) visit
5) claim
W
1. BUMA NEGHRE — 44 AR R 2T v e AR, A AR 280 0 1) sl e 3 126 B

Pk, B SO RIS, BIRERRIE,

2. ARSARZR ) E AR ARG )
Exercise 4
1) The touring part will visit the Blue Mountain today.
2) You can leave it in the Left Baggage office and pick it up later.
3) Please keep the receipt so that you can claim your baggage.
4) Don'’t get off during the journey unless the driver says that there is a stop for toilets or food
and drinks.
5) Yes, there will be.
Exercise 5
e

Notice
During May Day holidays, The Great Wall will become very crowded with many
people to visit it. Our agency advises our tourists to pay attention to the personal and
property safety and to keep staying with the touring party. Please call the following
telephone number if anything unusual happens.
The Youth Agency
010-6578XXXX
139121XXXXX.




Section V' Career Salon
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Unit 3

Inbound and Outbound Tour Operator

Section | KAHLEIA: HABEA

TR AR £ AR B iR 2, RS TURSSHATIT 6, (SRR MR Tr % A 2k
WP, FFEATHE&E. PRBDERTIER], DT BHER . BE CRE). W, T

SEEVEAN HAE e HE
THR PR R R
> ARGFR kAT R IA R
> HEIRFEE
> AR A THDO T B FEE A T
> HREIAR R
> YRR
> K5 AE
> HHEIAEERE
> BERITE )
Section Il Intensive Reading
Before reading
Exercise 1
1) Travel Itinerary 2) Transportation 3) Hotel Accommodation
Exercise 2
Code Airlines
CA H ] [ B 2 B4 A R A =] Air China
MU oh [ 2R 7 Wi A China Eastern Airlines
Ccz Hh [ 5 AT A China Southern Airlines
HU NS IR/ Hainan Airlines
3U VY2 B A A PR 2 Sichuan Air
MF Z I A IR A A Xiamen Airlines
AF 5B A Air France
BA L i A v British Airways
CP I K E Frfin s A A Canadian Airlines International
JL B RS I/A Japan Airlines
KA ] 2 Hs e s A ) Cathay Dragon
KE KEFL A H Korean Air
KL fif 2= B F ML A H] KLM Royal Dutch Airlines
LH 7 [ N A A Lufthansa German Airlines
MH > JUNIA RSN Malaysia Airlines
0S BRI A A A Austrian Airlines
QF WS A ] Qantas Airways
SK JERR AL 2 Scandinavian Airlines System
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After reading
Exercise 1
1) D 2)J 3)B 4) | 5)A
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Exercise 2
1) execute the arrangements 2) tailor-made itinerary 3) fit together
4) keen to 5) making alternative arrangements
S E 3-8
BB K DIRE 5

1. SB—immg e, HARCE, HRARTHE TR IR

2. BBIOKEUE, JEEAETT, AR B A MR, BUTMEN . UEEH, JE[FE5E
k> 1R 2,

3. BEHIMELNERMNFEES M. kA A R E SIS A].

Section 11l  Extensive Reading
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Exercise 1
HF 2)T 3)F 4HF 5T 6) F NF 8)T AF 10T
Exercise 2

Part one Salary

Part two Working Conditions
Part three Experience

Part four Career Progression
Part five Job Outlook
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Section IV Writing

Exercise 1
1)J 2) K 3)L 4H 5D 60 7)P 8) A
9E 100N 11)F 12)B 13)G 141 15M 16)C
Exercise 2
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Exercise 3

1) met, transferred  2) rest of 3) depending on  4) local families 5) air-conditioned coach

R
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Exercise 4
1) No.
2) Yes.
3) On the third day.
4) No.
5) Yes.
Exercise 5
Tian’anmen Square, Forbidden City, the Summer Palace, Great Wall of China, Ming Tombs,
the Temple of Heaven, Peking Opera, Acrobatic Show
Time Activities Optional tour Meals




D1 Arrive inBeijing, be met & L,D
transferred to the hotel andtake some
rest. After lunch, have a half day trip
toTian'anmen Square and Forbidden
City.Enjoy the Peking Opera Show
in the evening.
D2 Full day trip to the Great Walland B,L,D
Ming Tomb. EnjoyChinese
Acrobatic Showin the evening.
D3 Half day trip to the Summer Palace B, L
and Temple of Heaven.After lunch,
transfer from hotel to airport or
railway station, see off.
Service include:

All the tickets for tourist attractions;

Five-star hotels;

Meals (B for 2 days, L for 3 days, and D for 2 days);

Touring by luxury, air-conditioned coach;

Local experienced English speaking tour guide.
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What should be included in an itinerary?

Date and days

The scenic spots which are to be visited in each day

The situation of hospitality (including catering, lodging, and traveling)

The arrangements of sightseeing activities and other activities

Section V' Career Salon
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Unit 4

Inbound and Outbound Tour Groups

Section | RHrfaif: MEIFENE
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Section Il Intensive Reading

Before reading

Exercise 1
1) boutique 2) sign a contract 3) passport
Exercise 2
JiRAT A travel agency
WA quotation
e accommodation
& meals
A IE transportation
A sightseeing
HEEW:
o) L EAEFER A ITRE RN
VESEEL:
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After reading

Exercise 3
1) D 2)G  3)J 4)E 5)A
6) F B 8) 1 9H 10)C
Exercise 4
1) safety and health 2) clarify their expectations 3) meet the requirements

4) increase the likelihood 5) quiet any fears
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Section 111 Extensive Reading
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Exercise 1
HF 2)T )T 4)F 5T 6) F nT 8)T 9T 10)F
Exercise 2

Tip 1l Prepare yourself with relevant experience
Tip 2 Determine the type and number of the tour participants
Tip 3 Make a detailed plan
Tip 4 Gather traveler's personal information
Tip 5 Compile a travel guide
Tip 6 Prepare to take control
HEEW-
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=NINN

2. W LLERRSETE Sk o] F IR
3. FUMEFRT AR TR B RO S AT B AR TR, 51 SR s A B OOE F IR
AT S

Section IV Writing

Exercise 1
1)D 2)F 3)G 41 5)H 6)C A
8)B 9E 10) L 11)J 12)M  13)K
Exercise 2
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Exercise 3 -
1) take this opportunity 2) top quality 3) on behalf of
4) few people 5) to cooperate

U
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Exercise 4
1) To thank Zhang Ming for his enthusiasm and hospitality.
2) Australia.
3) Shemade their stay in Melbourne as comfortable and interesting as possible
4) Four days.
5) Beijing.
Exercise 5
e

Dear Mr. Johnson,

I'm writing to thank you for the help you did to me in arranging the
accommodation for my group last week. | appreciate everything you did
and the trouble you took to help me. Although it’s the first time we
cooperate, I’m very satisfied with the arrangement which was made in
timely and accurate manner.

I look forward to further cooperation with you.

Thanks again for your help.

Sincerely

3-8
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The basic elements of a thank-you letter:

Salutation (Dear...)

Express the appreciation

Describe the experience

Mention a connection(future return)

Thanks again

Close (Sincerely, ...)

Section V' Career Salon
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unit5

Customer Service

Section | KIALfEifN: BFPRS
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Section Il Intensive Reading

Before reading

Exercise 1
1) customer service 2) handle complaint 3) reservation form
Exercise 2
A R FIMGRIE | conducted tour
ESIi individual tour
B IRAT inclusive tour
A AR ecotourism
AT culture-oriented travel
H 25 i fly-drive package tour
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After reading

Exercise 3
1)J 2)D 3)H 4HA 5C
6) | NF 8)B 99G 10)E
Exercise 4
1) due to 2) keep calm 3) without interruptions

4) negative attitude 5)follow-up call

BRI
UEER RS VRS 5
1. SH—ImmgisE, PRARKR, BRAAMA AL 2
2. W RAETE, VEEANT, AR AL MR, ZUMME YRR, i, JEE
e 1A 2
3. Ba HUM RS N ER N EEAE S S b %G P E S EEIE R

Section 111  Extensive Reading
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Exercise 1
HF 2)T 3)F 4) F 5T
6) F NF 8T 9F 100T

Exercise 2
Rule No. 1 listening
Rule No. 2 understanding
Rule No. 3 elevating
Rule No. 4 no fighting
Rule No. 5 resolution
Rule No. 6 writing
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Section IV Writing

Exercise 1
(Open)
Exercise 2
e r
X ‘ r e f ‘ e ‘ r ‘
p t
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r i r
e n r
0
r
Exercise 3
1) apologize for 2) in this instance 3) how disappointing
4) take responsibility 5) guarantee period
W
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Exercise 4
1) Bob Zhang.
2) Replying to a customer complaint.
3) There was not guide during the tour.
4) The letter has been forwarded to the general manager.
5) No.
Exercise 5

Dear Mr. Lee,

Thank you for your letter of Oct. 10 regarding your recent experience with
our travel agency. We were terribly sorry to learn the problem you had during the
tour. We are also sorry for the inconvenience the problem led to. Unfortunately, |
must point out that after careful investigation, we found our travel agency should
not be responsible for the problem because the delay was caused by irresistible
reasons.

We hope that this incident does not diminish your favorable regard of our
company. And we look forward to your coming again soon.

Sincerely,

3-8
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Acknowledging receipt of a complaint letter

Regret at dissatisfaction

Accepting the Complaint

Apology for the error or fault

A concluding paragraph aiming at retaining the goodwill of the customer

Section V' Career Salon
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Unit 6

Hotel Housekeeping
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Section Il Intensive Reading

Before reading

Exercise 1
1) Change bed linens  2) Clean mirrors  3) Vacuum carpets 4) Polish furniture

Exercise 2

MR remote control 18T doorknob

SR 2K L ashtray B A garbage can/rubbish bin

=il desk lamp Izl curtain

T HLAT floor lamp FEH, #F | cushion

X1 bulb HIKH thermos

PRER mattress Pk pillow

PR bedspread W& pillowcase

B quilt PR . sheet

PR H bedclothes Sy s slipper

PIP S switch R Y5 4 outlet/socket

Il it drawer PR AR bedside table

Kb KR Gta | couch B gt closet/cupboard

Vel basin RIS shower head

WL bath tub i shower curtain

FEIfZ towel rack JIEiR toilet paper holder

pasicl bathrobe = bath mat
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After reading

Exercise 3
1)C  2)E 3)J HH  B)A
6) I 7’G 8B 9 F 10) D
Exercise 4
1) Changing bed linens 2) restock items  3) is amiss
4) the used towels 5) honesty and integrity
3 INE
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Section 111  Extensive Reading
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Exercise 1
nT 2)F 3)F 4)F 5 F
6) T nT 8)F 9F 100T

Exercise 2
Paragraph one There are different kinds of problems with housekeeping,
and the job is demanding.
Paragraph two Communication can also be a problem.
Paragraph three One problem of housekeeping is that the guest may be
dissatisfied with the housekeeper’s work.
Paragraph four Housekeepers may get hurt on the job.
HFREW:
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Section IV Writing



Exercise 1

1) N 2) H 3)J 4) 5)A 6) Q 7L
8) B 9 M 10) O 11)C 12) D 13) K 14) F
15) E 16) G 17) P
Exercise 2
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Exercise 3
1) collect it 2) laundry bag 3) ironed, washed, dry-cleaned

4) have, laundry back  5) by hand
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Exercise 4

1) Room 1109.

2) No, it shouldn’t.

3) No, he doesn’t.

4) 5.

5) No. Two T-shirts will not be dry-cleaned.
Exercise 5

503 1] Shirley Smith 2+ 75 ZHER RS, IR R —-EVRER G MHE), Kik—
BizEhk, FREMIAAR, EIEWRS, FiiE.

LAUNDRY SERVICE

Name :Shirley Smith Room No. : 503 Guest Signature
Date: Time am/pm

Special Instruction: [1On Hanger [V Folded [JStarched [Buttoning [JRepairing

Please indicate service required

L1V Regular Service



Garments received between 10am to 6pm will

bereturned before 12noon in the next day

[JExpress Service (8am - 7pm)

Additional charge of 50% for four hours Express
Service

Please fill out the form and inform "Guest Services"for collection.Charges will be put into your account.(50%off regular price for

chilren laundry under 5-year old)

LAUNDRY DRY-CLEANING PRESSING
Guest | Hotel | Sub Guest | Hotel | Sub Guest | Hotel Sub
Item Price Price Price
Count | Count | Total Count | Count | Total Count | Count | Total
Suit(3 pces) 60 40 1 1 40
Suit(2 pces) 50 30
Jacket 25 30 20
Trousers 20 25 10
Shorts 15 15 10
Overcoat (S) 40 20
Overcoat (L) 50 25
Waistcoat 15 8
T-shirt 16 16 10
Shirt 28 28 2 2 56 10
Sweater 30 30 20
Tie 15 8
Quilted Jacket 40 50 20
Pajamas (set) 30 30 15
Dressing Gown 25 25 15
Track Suit 30 1 1 30 30 20
Long Skirt 25 25 15
Skirt 18 20 10
Skirt-Fullpleated | 35 35 25
Scarf 12 15 8
Cheongsam 40 20
Undershirt 10
Underpants 8
Socks
Handkerchief
Brassieres 10
Dress 25 30 15




Dress-Pleated 40 45 30

Wind Breaker 35 35 20

Total: 126 yuan

R
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Unit 7

Food and Beverage
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Section Il Intensive Reading

Before reading

Exercise 1
1) Kong Pao Chicken C(E{£%%T)  2) Beijing Roast Duck (b 5ik&HS)
3) Menu CGGE#1)  4) Bill (JiK#)

Exercise 2
KEFE (FRUITS):
J% % pineapple Fri5 lemon
PEBk cherry BkF peach
FL pear HB-F- coconut
4§ strawberry Hi% grape

W. Bk (LIVESTOCK & VEGETABLES)
BN (&) pumpkin, cushaw i 2K sweet corn

414 beef FE A pork

£ mutton YA chicken
AR B E lettuce HE /45 03% cabbage
EHEE N carrot L4/ F potato
7% cucumber V£ onion

B %% mushroom M olive

% 3% spinach Ai¥ eggplant
JB# A bacon

/K2 (BEVERAGE):

2198 red wine il white wine
2% brandy RK CRIREL)  soda

¥t juice Y beer



24y yoghurt FREE I vodka
X5 I cocktail
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After reading
Exercise 3

1)J 2)H 3)A 4B 5) 1

6) F 7)C 8) G 9)D 10) E
Exercise 4

1) but not

2) Flowers or candy

3) compliment

4) left

5) outside to inside
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Section 111 Extensive Reading
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Exercise 1

DF 2T 3)F 4T 5)F

6)F 7)F 8T 9T 10)F
Exercise 2

1) 10% to 20%

2) a little something

3) free

4) $5 or more

5) superintendent
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Section IV Writing



Exercise 1

1D 2)B 3)A 4)C
Exercise 2
p
i
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Exercise 3
1) close
2) Before we part
3) opportunity
4) pity
5) ready
Exercise 4
1) They come from England.
2) Two and a half days.
3) The Oriental Pearl TV Tower, the landmark of Shanghai, the cruise on the Huangpu River
and Nanjing Road.
4) Cooperation and supportive, keeping good time on all occasions, attentive, kind.
5) Yes, they did.
Exercise 5
e
Ladies and gentlemen,

Time flies fast. Now you are leaving. | wish to say goodbye to everyone. First of all, | wish
to thank you all for the understanding and cooperation you have given us in the past 8 days. You
have been very punctual on all occasions, which made things a lot easier for our work. You have
been very attentive when we had anything to tell you. Also you have been kind enough to offer
us suggestions on how to better our guiding service. 1’d like to add that you are the best group
we’ve ever been with. 8 days ago, we met as strangers; today, we bid farewell to each other as
friends. 1 hope you will take back happy memories of your visit to China. Parting is such sweet
sorrow. It is happy to meet, sorry to depart, and happy to meet again. | hope to see you again in
the future and to be your guide. Once again, thank you for your cooperation and support.
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Unit 8

Hotel Recreation
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Section Il Intensive Reading

Before reading

Exercise 1

1) sauna 2) squash 3) Billiards 4) weight lifting
Exercise 2

1)G 2) A 3) 1 4)D 5)E 6) L

7)B 8)C 9H  10)J 11)F 12) K
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After reading
Exercise 3
1)B 2)E 3)D 4)C 5HF
6) G Nl 8)J 9A 10)H
Exercise 4
1) Room Service
2) mini-mart
3) exercise equipment.
4) shuttle service
5) Concierge service
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Exercise 1

nT 2T 3)F HT 5) F

6) F nNT 8) F 9T 10) T
Exercise 2

1) $5.25 million

2) doubling

3) 312

4) latest OSIM

5) free entry
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Section IV Writing

Exercise 1
DA 2)D 3)B 4)B

Exercise 2
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Exercise 3
1) call back.
2) about
3) later
4) urgent.
5) assoon as
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Exercise 4
1) Mr. White.
2) Mr. Johnson.
3) Xiao Mei.
4) Wednesday, 25™ Dec.
5) Mr. White would like to negotiate the discount with Mr. Johnson.
Exercises 5
Telephone Message
To _Daniel from Los Angeles, in room 2128
In your absence
Mr. Liu
Of Spring Travel Agency
Telephone No. 13612131 XXX
And left the following message
Please meet him at 6:00 this evening in the lobby of the hotel to negotiate the itinerary
of the next day.
Signed Li Lei
Date : 25" Dec. Time 9:00 a.m.
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