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B

Tourismis divided into three levels.Level 1 (Provision)
deals with the areas of tourism related to the creation,
promotion, and selling of typical tourism products such
as flights and package holidays. Level 2 (Encounters)
presents students with the English needed to handle
face-to-face contact with tourists who are on holiday.
Level 3 (Management) covers the language needed

to discuss and work with tourism issues at a basic
managerial level.

Take off

This is designed as a warm-up activity to the unit. It often
introduces key vocabulary or concepts and should be used
to get students to focus on the topic.

In advance of the unit, you can get students to look for
pictures and other materials that relate to the topic.
These might come from coursebooks they are using in
other subjects, from professional journals that the school
subscribes to, or from internet searches.

It’s my job / Where in the world?

These occur in alternate units and provide visual input
and text. They are all based on authentic interviews and
sources and are designed to be of interest to the students
as they stand with only minimal tasks. InIt's my job’,
students will read about a variety of young peoplein
different tourism environuments and gain insight into the
skills required.

General focus questions for ‘It's my job'and ‘Where in
the world?’ are: What do you think his / her job involves?
Would you like to do it? Where do you think this is? What
do you know about it?

Itwill also be very useful to have a world map available in
the classroom in order to locate the various places referred
toin‘Where in the world?’ and other features.

Tourism manager

Management may be new to many of the students. This
section aims tolook at specific aspects of the manager’s
role and uses an illustration to introduce the pointin an
interesting or amusing way.

Fromthese sections, students can build up their own
portfolio of management tips for later use in their
professional lives.

Find out

This encourages students to take an active role in the
learning process;both in'terms of their English language
work and the subject of tourism itself.

Activities can be set as projects or homework
assignments, but it is worth spending time in class
preparing students for the task. Help can also be given by
brainstorming some standard places and sites where they
can gather information, e.g. the national tourist office,

the regional tourist office, a particular hotel chain in your
country, etc. Encourage students to share their sources.

Also, make sure students know how to do internet
searches using search engines such as www.google.com
or www.altavista.com.If students get stuck, www.tourist-
offices.org.uk and www.world-tourism.org are also
extremely useful tourism-specific sites.

Top margin

This part of the page contains facts, statistics, and quotes.
These are optional extras and can be used to add variety
and interest to your lessons or provide additional material
for strong students who are ‘fast finishers’

Sometimes they have an associated question, and ways
of exploitation include asking whether your students
are surprised by the facts and statistics, or whether they
agree, disagree, or can identify with the quotes.

There are also definitions for difficult words or phrases
which are important to understand a text which appears
on the same page. (The words or phrases in the text are
highlighted in bold.)

Vocabulary

Students meet a large amount of vocabulary during the
course. It is important to encourage good learning skills
from the start, for example,

2 organizing vocabulary into categories rather than
simple alphabetical lists

& understanding the context of vocabulary and
whetheritis a key word needed for production or for
comprehension

2 checking and learning the pronunciation of a word or
phrase.

Encourage students to take personal responsibility
for recording new vocabulary items. This can be done



through a Personal Learning Dictionary (PLD) in which
students write down new items along with dictionary-
style features such as translation, phonetic transcription,
part of speech, related grammar, context and example
sentence and related words.

Language spot

This focuses on the main language points that are
generated by the topic of the unit and concentrates on
their practical application.

If your students need revision after completing the
Language spot, direct them to the Language reference,
which provides a handy check.

There is also one photocopiable Language test for each
unit in this Teacher’s Resouzce Book.

Listening, Reading, Speaking, Writing

These activities give realistic and communicative practice
of language skills needed in tourism.

# Inthelistening activities, students are exposed to
industry situations, including dialogues, presentations,
and interviews. They also hear a variety of English
accents, both native speaker and non-native speaker:

&

» Inthe reading sections, students meet a variety of
industry-based texts. These cover tourism concepts that
they may be familiar with already from other tourism
subjects they are studying.

@ Inthe speaking sections, try to ensure use of English,
particularly during activities involving some
discussion. Encourage this by teaching or revising any
functionallanguage students may need. There is also
one photocopiable Communication activity for each
unit inthis Teacher’s Resource Book.

# Writing practicefocuses onthe type of texts that students
will need to produce in the industry (see Writing bank). It
alsoallows for consolidation of the topic.

Pronunciation

This practises aspects of pronunciation which are of
maximum importance for intelligibility.

You can repeat the recordings inthe Pronunciation
as often as you like until you and your students feel
confident they have mastered a particular sound or
feature. / ‘

Encourage students to look for similarities and differences
between their mother tongue pronunciation and that of
English: i

Checklist

This allows students to check their own progress. You may
want to get students to grade or assess how well they can
perform each of the ‘Can do’ statements, e.g. ‘easily’, ‘with
difficulty’, or 'not atall’

Introduction 5

Key words

These are the main items of tourism vocabulary
introduced in the unit. A definition of each of these words
appears in the Glossary. Students may want to transfer
some of the words to their PLD {see Vocabulary). You
should certainly check students’ pronunciation, including
the stress, of words likely to be used orally.

Connections

This section is intended to encourage students tobroaden
theirthinking and their studies by looking at other materials
(websites, books, magazines), carrying out web-searches,
and generally thinking in a deeper and more cross-curricular
way.

Writing bank

This isin the middle of the book and gives more in-depth
skills practice in basic writing for tourism. It can be used
throughout the course, either in class, as self-study, or

for homework. There are recommendations forwhen to
use the different exercises in the teaching notes in this
Teacher'’s Resource Book. There is also an Answerkey in
the Student’s Book to encourage students to check their
work, but it is important for the teacher to check extended
written answers with reference to the models provided.

Pairwork

This section contains one or more parts of the information
gap activities from the main units (see Speaking).

Language reference

This can be used together with the Language spot, asa
handy check or revision. It lists and analyses exponents
of the key functional areas used in tourism management,
such as meetings, negotiations, and presentations.
Grammaticalareas are also looked at within this
functional context.

Listening scripts

This is a complete transcript of all the recordings. Direct
students to it for checking answers after they have
completed a Listening task, or allow weaker studentsto
read it as they listen to a particular recording, perhaps for
afinal time.

Glossary

Thisisan alphabeticallist of all the Key words. Each word
is followed by the pronunciation in phonetic script, the
part of speech, and a definition in English.

The section begins with a phonetic chart, with an example
word from tourism to illustrate each of the sounds.
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Background

Since the 1980s, tourism has grown and developed

in ways that not even the best forecasters could have
predicted. The impact of the Internet on tourism has been
so great thatitis the central theme of Unit 5in this book.

It is almost impossible to say what tomorrow holds for
tourism (see Unit 12), but it is now essential to keep good
statistics of tourism activity. Typical key statistical data

include

official definition for the term tourist, and this makes the

interpretation of statistical information from different

sources difficult. Most definitions of tourism, however,

involve the conceptsof

# temporary visits

# travel to an area other than the area where the tourist

normally resides

travel forleisure

» travel for business (but excluding trips where the traveller
isremunerated from within the country visited).

# the number of international tourist arrivals

# the number of domestic tourist visits

# outbound (people travelling away from their country of

residence) visitor expenditure

% inbound (people entering your country) visitor

expenditure.

Collecting such statistical data is harder than it would first
appear, however, because even today, there is no single

Goodmanagement is central tothe success of tourism,
and most of the students using thisbook will aspire
eventually to occupy managerial roles in tourism.
Tourism is now a global activity that revolves around
teamwork and customer satisfaction more than almost
any other industry. Because of this, communication and
intercultural skills are essential, as is a good command of
foreign languages, especially English.

% Tip

Family and friends as a resource
Throughout the course, get students to
use their family and friends as a resource
{andyours as well). This will help to
broaden perspectives while still keeping a
personalized focus.

% Tip

Notes and paraphrasing

One of the skills required at this level is the
ability to read a text and make simple notes
that convey the meaning without merely
copying the original text in full. Reading 4
is intended to establish this basicidea

from the start, but you will need to remind
students and monitor the development of
this skill throughout the course.

rd Additional activity

(weaker students)

For students who need more grammatical
support, focus on the use of will future

in the active (‘Tourists will take more
frequent holidays’) and passive
(‘Underwater leisure cities will be built’).
Get them to write out their own
predictions.

Take off

Use the photos to identify key historical phases in the history of tourism,
namely: pilgrimage, eighteenth-century Grand Tour, early twentieth-
century cruises, mass tourism and package tours, role of the Internet, new
markets.

Keep the discussion as open as possible: the main aim i to establish that
tourism has many different forms and many historical roots.

Finishthe discussion by focusing on the 1980s, perhaps by getting
the students to think about what tourism activities their parents and
grandparents did.

Reading
Changes in tourism in the last 30 years

Having established what tourism was like in the 1980s, get students to
imagine how the future would have looked. To prompt discussion, write
up some of the key words, for example computers, space, mass tourism,
underwater.

Students can work in pairs on Tand 2, and then report back to the class:

Get students to work in different pairs for 3 and 4. Make sure they write
notes for 4, rather than copying out the text. Discuss answers to & in the class.
There are no definite answers to 4, so encourage debate. This will help you
diagnose how well students can use the language of opinions, agreement,
and disagreement, which you will be working on later in the unit.




kd Additional activity
(stronger students)

Get students to discuss how tourism
would be different if there were no
computers.

* Tip

Know the world

Familiarity with world geography and the
names and locations of countries will be
an ongoing theme. Ensure you have a good
world map, or a globe, always available for
reference:

% Tip

Function v grammar

Generally this course book focuses on
functionallanguage rather than structural.
This particular language item (Describing
change and consequence) has botha .
functionatand a grammatical element

and therefore allows you to demonstrate
how grammar operates within a functional
purpose—i.e.grammar is the slave not the
masterof language use.

bd Additional activity
(alllevels)

Work on adjectives and adverbs of degree,
e.g.gradual / gradually, sharp / sharply,
dramatic/ dramatically.

Tourism today 7

O=w 3 Possibleanswers

1 mass tourism slows
faster by using 300 km orbit
larger, metal sails
holograms produce artificial environments and experiences
underwater cities
decline (computers mean less need for personal meetings)
more activity and special interest holidays
long-haulincreases more than short-haul
greater frequency, more short breaks
increase ([due to computers), travel agents and tour operators
unnecessary

\G 00 Loy MR N

—
o

Listening
The current state of tourism

Use Tto bring out any vocabulary from the listening that you think will
need pre-teaching.

&) Focus on the gist task in 2. While they are listening, get students to cover
the table in 3. Get pairs to check answers and then report back to the class.
Follow the same procedure for 3.

4 is an open discussion - and an opportunity for you toassess competency
inthelanguage of discussion.

O= 212356710 . . ’
3 1 F(439million) 2T 3 F(notCroatta} 41 5T 61
7T 8 Fl(itisaconcern)

Top margin

Use the map to identify the five regions, and name a country in each region.

Language spot
Describing change and consequence

¢» Students work through 1-3 in pairs, checking answers with the class
after each exercise. Carry out any remedial grammar tense work you feel
necessary, but remember the focus should be on the functional role of the
language.

O= 1 1 isgrowingsteadily arateof
hasrisen ‘

had risen

rose

are being challenged

is growing dramatically
hasgoneupby

wasn't really predicted, were expecting
led to

resultedin

thismeansis

aresult,is declining

fual ol fo'el W] (ap{ (G5 10 (GO NG1

ek e
MDD
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% Tip

Statistics bank

At management level, statistics and the
various ways of presenting them (tables,
graphs, etc.) are used a lot.From the

start of the course, build up a bank of
tourism-related statistics and graphs (e.g.
temperature / rainfall charts from holiday
brochures, data files on countries). This can
be used for ongoing reference or for filler’
activities (e.g. make two copies of a graph,
blank out different pieces of information,
and you have a pairwork information gap
activity).

Anunderstanding of cross-curricular
disciplines such as statistics and
mathematics, as well as geography and
business studies, will be needed in tourism
management (see Listening: Challenges for
tourism managers).

% Tip
Calculation
Towork on the percentage change, the

students will need to do the following sum:

206~-110 + 110 x 100 = 87.27 (rounded up to
87.3)

2 1 sentences1,56

2 sentenees 9,10, 11,12

3 2refers to'past to present’, 3 refers to‘past in the past,
4referstopast time

4 predicted = single event (therefore Past Simple),

_ were expecting = over period of time (therefore Past Continuous)

1 Business travel has expanded in recent years.

2 low-cost airlines emerged in the late twentieth century.

3 Currently more and more people are taking short-haul flights.

4 Thenumber of flights by jet aircraft has increased sharply in the
2ist century.

5 Theincreasein air travel has led to worries aboutits
environmental impact.

6 Thelnternet means (that) more people book online nowadays.

7 Asaresult, the number of specialist tour operators has increased
in the last twenty years.

8 Underwater leisure cities have not appeared yet.

Vocabulary
Graphs and charts

Show or draw an example of a line graph (or column graph). Ask what it is
and what type of information it can be used for.

Students work through Tand 2 in pairs and then report back.

O= 1 a pictogram b column graph c datatable

d piechart e linegraph
Reading
Tourism data tables

Check understanding of the vocabulary, especially the terms glossed in the
top margin.

Students will need a calculator for 1. At first sight this may seem like a
mathematical exercise, but it is'also a comprehension exercise, designed to
familiarize students with the detailed information contained instatistical
charts, and how it is put together.

Students work on 2 alone before joining with another student for the
information gap activity at 3. 4 could be done ashomework:

0"‘&' 11205% 28/3% 3 66% 4716 5 786% 6 214%
‘ 2 Possible answers
a linegraph b piechart c bargraphorcolumngraph
d line graph (twolines on same grid} '



% Tip

Opinion prompts

Giving opinions, agreeing, and
disagreeingare going to be crucial
functions throughout the course, and
youwill need to have these expressions
readily available whenever you are doing
a discussion activity. You can do this by
displaying them on the walls, having
photocopied laminated sheets, or sheets
in the front of student files.

Tourism today 9

Find out

This could be done as an individual project or coursework assignment, or

as a team activity, with team members researching different statistical
areas. The websites and web search ideas given in Connections onp.11 of the
Student’s Book will help.

Weaker students could be asked to focus on just one of the data file sections.

Writing
Report on the current state of tourism

Although this is primarily a writing activity, this section aims to sensitize
students to the different types of written and spoken texts they will need to
use. Of paramount importance is the question of audience: who is the text
aimed at? Spend time on the discussion parts of this section, as it will reap
benefits for later work in the course.

Use the Report writing model in the Writing bank (p.52 of the Student’s
Book). Make sure the final reports include appropriate charts and graphs.

o £:3
Listening
Challenges for tourism managers
Focus on the quotes. Get students to identify with them.

¢ Before playing the recording, make sure students understand all the
challenges listed in 2, question 1.

Students listen and compare answers to 2 in pairs.

Cw 21acdfghi
2d

Language spot
Giving opinions, agreeing, and disagreeing
Get students toread through the list of expressions first. The expressions do

not occur in the same order on the recording, so you may want to allocate
different sections to different students.

¢ Playthe recording through without stopping and then get students to
compare answers.

3 does not have clear answers, but the main purpose is to get students using
and discussing the different expressions. :

O= 1abcdfgijklnopgsu
3 nandoare the strongest agreeing, s is the strongest disagreeing;
the others are very similar strength
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Rd Additional activity

(weaker students)

Prepare a copy of a CV with the headings
and the information separated. Get
students to match up the sections and
decide on an order, and then check with
Sofia’s inthe book.

kd Additional activity

(stronger students)

Instead of writing the personal goalé

as simple bullet points, get students to
produce a personal manifesto on what
they aim to achieve both in the course and
in their future career.

% Tip

Ongoing CV

Get students to prepareasimpleCVasa
computerfile (in English) right from the
start of the course. Throughout the course,
they can'add to it and modify it as they

encounter new ideas and develop new skills

and competencies. They can also refer to
the Writing bank, p.58.

Pronunciation
For 1, ask students to decide which word will be stressed most.

¢? Play the recording for 2. Then check answers. Explain that the last word
ina phrase is often stressed most, but that other words can be stressed in
order to be emphatic.

In 3, get students to build up to the full phrase, starting from the stressed
word. Explain that confidence in being able to pronounce expressions like
these will make them more fluent in real discussions.

Owx 2| feel 2your 3 my 4 me 5 lrina 6 completely
7 agree 81 9 point 10 could

Tourism manager
Being managed v being a manager

Discuss the cartoon. Shifting into the role of being a leaderis a challenge,
so it is worth spending some time discussing what this means and how the
students feel about it.

Get students to think of situations from their past where they have been
‘leaders’. It could be anything: playing with other children, childhood gangs,
sports, part-time jobs.

Discuss Tand 2 in small groups and then report back to the class.

Speaking
What skills does a tourism manager need?

This is a pyramid discussion. The aim is to maximize speaking practice
and the use of the opinions language. Make sure the students have the
expressions from Language spot to hand.

You could add a.competitive element by giving a point each time one of the
expressions is used correctly.

Keep the final list that the class agrees on as a reference document (or
poster) to be referred to throughout the course, and, if necessary, modified:

o
It’s my job
Check students know what a CV is. Do they have one? Is itin English?

Students work through 1-3 in pairs or small groups. 4 can be done for
homework.

Checklist, Key words, Connections

See suggestions on p.5. Remind students about transferring vocabulary into
their Personal Learning Dictionaries.

VI
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Background

Inits origins, tourism was a strictly private business.
Thomas Cook’s pioneering package holidays in the
mid-nineteenth century were a private enterprise, for
example: Today, however, any nation that depends to
any significant extent on income from tourism will have
its own public sector body to control the way in which
tourism develops. These governing bodies are widely
referred to as National Tourism Organizations, or NTOs.

Whatever their country-specificname, NTOs the world
over share a number of common roles, including

@ Legislation and policy development. National
governments need to create laws and develop long-
term strategies in order to guarantee the maximum
benefits of tourism for the whole country.

# Marketing and promotion. This involves market
research and planning, together with promotional
activities at international tourism fairs and exhibitions.
Anincreasingly important part of promotion is creating
a brand image for a country.

@ Infrastructure and facilities. Airports, rail networks,
and roads are public structures used by tourists. The
upkeep of basic tourist facilities such as national
monuments, museums, parks, and protected natural
spaces also requires public sector funding.

# Tourist information services. Though most tourist
information offices (TIOs) are organized and managed
at local or regional level, the basic policy and structure
behind these services is usually established by a central
tourismauthority.

@ Advice and training. Sometimes national legislation
will impact deeply on tourism practices in private
tourism companies. Legislation about smoking or
provision for the disabled are examples of this. Advice
about and training in how to comply with such
legislation are often provided by NTOs.

Whatever the exact roles of an NTO in a country, the
broad function that the organization has is often brought
togetherin a mission statement. As in the private sector,
this document constitutes a public staterment of the
organization’s fundamental purpose.

The work of NTOs is frequently carried out at local level by
regional tourism boards. These in turn may bring together
and coordinate the work of local tourism departments
and may also work in close contact with private sector
associations such as hoteliers or air transport groups. The
public sector in tourism is also represented at a supra-
national level, principally through the United Nations
World Tourism Organization (UNWTO), which is based in
Madrid, Spain.

# Tip Take off
NTO [ist

Build up a list of the websites of the NTOs
of various countries, ensuring a geographic
spread.You could get each student in the
class to be responsible for one country, for
which they build up a data file and afolder
of resources to be referred to during the
course.

=d Additional activity

(all levels)

Get students to research the NTO for their
country and find out what it produces and
what it does. They could prepare a poster
presentation for the class wall-board, and
include relevant print-outs.

© Before starting the unit, ask students what NTO stands for (National
Tourism Organization) and if they know what an NTO does.

@ Lookatthe documents and get the students in pairs to work through 1-4.

Ow T11c 2b 3d 42
2 brochure
3 general public = web page; professionals = business advisory,
market profile
4 establish policy; provide legislation; finance projects; provide TI0
services; provide advisory services; maintain attractions and
monuments -
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kd Additional activity

(weaker students)

There are a number of verbs in the text
which students may struggle with. While
itisa good idea generally to get students
to deduce the meaning from context, at
this stage you may want to give weaker
students graded definitions, e.g.

to strive—to try very hard to do something
to aspire - to hope to do something ‘
to enhance~to make something bigger
and better :

to reinforce - to make something stronger
to showcase —to present in the best way.

% Tip

Functional reminder

Remind students of the importance of
functional language, and the fact that
grammar will be subservient to it during
this course. But also remind them that they
still need to organize their notes and learn
such language. The Language reference
section is one way of presenting this, but

they may want to develop their own system.

Reading
Tourism Malaysia

Ask students what they know about Malaysia: where it is, what type of
tourism it offers, and so on.

Pairs can work through 1-3, checking through answers with the class after
each exercise.

Finish the activity by talking about trade fairs, ideally building onany
experience that the students have. This will set the context forthenext
section.

Cw 11e2d3bdcsa
2 1 since1992 ;
2 The Malaysian Tourism Promotion Board
3 to promote Malaysia as a tourist destination; to develop
domestic tourism
4 consumer fairs
5 sales missions

Top margin

Ask students if they know what UNWTO stands for and can think of any
public-private partnerships. Get them to look at their country'sNTO to
find out.

Listening

In search of a new stand

Ask students what they know about Queensland. Use the map as a prompt.
Shareideason1.

¢? Getstudents toread through the questions and then play the recording
right through.

Compare answers in pairsfor 2, and then repeat for 3.

Ow 2 1 TimMurphy

overview of Queensland stands in past few years
sand,surf andsharks

amixed package —part coast, partinland

adventure fourism, backpacking, farm-stay, ecotourism, fishing,
food and wine fours,spa and wellness tourism ‘

2 runthe risk of losing traditional visitors

kAT N

Language spot
Organizing and running a meeting

9 Getstudents to work through the exercises in pairs, checking their
answers with the rest of the class after each exercise.

Point outin 4 that there is sometimes more than one possible match. By
looking at all the possible matches (see Answers), they should be able to
deduce the grammar Tules’.




bd Additional activity
(stronger students)

There is an opportunity for doing some
work on phrasal verbs relevant to
meetings, namely

start (us) off — begin

look at - consider

move on to-start another topic

break in - interrupt

bring up - introduce a topic

turn up-come to e.g. a meeting.

# Tip

House rules

Use the Tourism manager ideas to establish -

rules for class ‘meetings’. This includes all
discussions and group activities that will
take place during class time as well as role-
plays and simulations.Rules might consider
the use of first language; lettmgeveryone
speak,and soon.

NTOs 13

Gw 2 kflecjdaihgb

21 cdefl
2 h
38
4-b
5.3,00k

41 c¢de 2a 3df ab 5¢f 6f7F

Top margin

Discuss the best time of year for a trade fair.

Pronunciation

G9 For1, letthe students hear the two versions. Discuss which is better. Tell
them that pausing in the wrong places, pausing too much, or pausing too
little all make it hard for the listener to understand your message.

In 2, students work in pairs or small groups. Invite them to decide where
they could usefully pause in the phrases 1-5.

Play the recording for 3 and check the answers. Ask students to practise the
phrases until they feel fairly fluent.

Cw 1 Versnon 2 is better The pauses make natural thoughf groups ‘and
show the structure ofthe information. .
3 1 Areyou saymg/we should go back / to the oicf plan?

2 First,/ Meiling/ is going to give Us an overview / of the current
situation. ’ -

3 I'll come right back toyou, / but | want to hear what Barry has
tosay.

4 Solet's move on / to the business of marketing this idea.

5 Now / our objective today / is to decide /what we're going todo /
next season.

Tourism manager
Running meetings
Get students to think about any meetings that they've attended. What

made them successful or not?

Go through the dos and don'ts, discussing questions in more detail~e.g.
What is the ideal length for a meeting? What is the ideal number of people in
a meeting? What should an agenda look like? How can you stop one person
dominating?
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=d Additional activity
{all levels)

Write a report of the meeting to be given
to colleagues who were not present at
the meeting and who will be involved in
working at the trade fair.

ke Additional activity
(all levels)

Get students to think about the brand
images of other countries, particularly
the ones selected for data files, by scoring
some of the attributes.

% Tip

Lexical stress

Ensure students can pronounce all new
vocabulary with the correct lexical stress.
Whenever you write a word on the board,
indicate the syllable where the main stress
falls (e.g. with a small box over the top).

Speaking

Deciding the theme for a trade fair stand

o

Allow plenty of time for preparation so that students understand their roles
and have strategies for the meeting. One way of doing thisis to get
all the people with the same role together first to help each other prepare.

(6]

Make sure the chairperson is aware of what he /she needs to do'to keep the
meeting going and ensure everyone contributes. You may also want to give
them atime limit.

Monitor the groups while they are doing the role-play, noting relevant
errors and examples of good ideas and good language use.

here in the world?

@ Beforelooking at the activity, ask students if they know what a SWOT
analysisis and how it can be used in tourism planning and marketing.

(@]

Ask students if they know where Yekaterinburg is.

Students look at and discuss the photos and map in 1and then check their
answers in 2 by reading the text.

© Answers to 3 can be debated although it is most likely produced by a foreign
investment consultant.

Listening
Market research and national brand image

@ Spend time goingthrough the vocabulary in 1as these attributes are going
to be the main feature of much of the rest of the unit.

The topic of this listening may be a bit complex for some students, and
weaker students may prefer to read through the script before listening.

¢ Play Part1and get students to discuss 2 in pairs before reporting back to
the class. Repeat the same process with 3 and Part 2 of the recording.

© 4 could be agroup orwhole-class discussion.

Ow 2 Abrandimageis based on a small number of broad concepts which
arein turn derived from a wider range of attributes.
313
2 Depth, Heart, Vitality ;
3and4 Vitality:vibrant cities energetic fun, sociable
Heart: friendly, welcoming, humour scenic
Depth: traditional, history, stories, cultural attraction
5 It optimizes the promotional campaign overseas targeting
particular countries.

Vocabulary
Building a brand

@ Dothe firstline of 1in the class as an example. Students can work through
Tand 2 in pairs.




ed Additional activity
(all levels)

For extra lexical practice and to reinforce
theidea of national (or city) brand image,
get students to.work in.two teams, The
teams each think of a country (or city)

and note down possible high-scoring
attributes and any other adjectives that
they think represent that place. They
thenshout out the attribute and the other
teamhasto try to guess the place, trying
notto make ittoo obvious atfirst (e.g.
cosmopolitan; historic,and traditional
might be brand images for London):

NTOs 15

Check answers as a class. Make sure students can pronounce the words
correctly.

Remind students to record new words in their Personal Learning
Dictionaries (i.e. noting meaning, context, pronunciation, and any other
features).

O= 11 brand 7 interactive 13 track
2 branded 8 perceive 14 tracked
3 fascinate 9 perceptive 15 shade
4 fascination 10 quantify 16 shaded
5 inspiring / inspired 11 quantification 17 welcome
6 interaction 12 rate 18 welcome

21c 2d 3b ah 53 6f 76 Sg

Reading
Market research

Students discuss Tand 2 in small groups. Make sure they donot look at the
text. Get them to note down their predictions so that they can check against
the text.

@ Answersfor3-6 can be checked in class.

©

7mayleadto a wider class discussion on percep’cmns and stereotypes

Ow 3 plentyofstones behmd the hsstory -
4 aplace thatinspiresme .
5 experience of the country may give a more honest score
6 Theyranked attributes higher especially Depth vaiues anda
good sense of humour.

Find out

To carry out the survey, students may have to translate some of the
attributes into their language, so check that translations are accurate.

Encourage students to interview arange of people. They may be able to
ascertain different trends among different age groups, occupations, or
gender groups.

Let students develop their own way of recording the data, but advise them
that they will need to be able to use it to write a report.

Writing
Britain’s brand imagein...
Work in groups for 1in order to have as large a database as possible.

Students should follow the guidelines in 2, but they can also referto the
Writing bank p.52.

Checlklist, Key words, Connections

See suggestions on p.5. Remind students about transferring vocabulary into
their Personal Learning Dictionaries.
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Background

A package holiday, package tour, or inclusive touris a
tourism product that includes all or some of the following
elements at a fixed price: :

@ travelto the destination

local transport (airport transfers, car hire, etc.)
% accommodation and meals

@ activities (day trips, sports, visits, etc.).

Originally, package holidays catered to the mass market
via scheduled tours sold through travel agencies. The
arrival of the Internet and modern computer technologies
have allowed tour operators greater flexibility in putting
together packages to suit individual clients (custom or
tailor-made tours).

Another outcome of the IT revolution is co-creation. Here
a customer approaches a tour operator with an idea for

a specific package. If the idea is viable, the tour operator
supports the customer in the planning, marketing, and
sales processes.

Very few people have any idea of the complexity of tour
operations, the process of putting together, marketing,

and running a typical package holiday. Work usually
begins two years before the holiday itself, with prices
fixed a yearor so in advance, making tour operation a
high-risk business.

Good management is obviously critical to the success of
tour operation. This takes different forms.

# Marketing managers are responsible for the promotion
of a package holiday using different media such as
brochures, television, or the Internet.

= Tour managers accompany groups of holidaymakers

on package tours. They solve unforeseen problems and

provide clients with practical support during a tour or
stay.

Resort managers work in the tourist destination. They

oversee the work of a team of holiday reps, the junior

staff who work in daily contact with the tourists,
organizing local activities and airport transfers. Resort
managers are also responsible for negotiating with
local hoteliers and other service providers andfor
seeing that contracts are met.

&

Take off

2d Additional activity
(all levels)

Get students to think about their country
and local area: What tour operators are
there? Do they know any examples of
horizontal or vertical integration? Are
there equivalents of the companies in

o Askstudents what tour operators do and who they work with. Then focus
on the pictures. Discuss Tand 2in class.

e Groupsin3should just brainstorm general ideas, using the pictures and the
diagram to help.

Take off?

% Tip

Contracts

Contracts are important in this unit, soit
is important for students to understand
what they are.The best way to do thisis
torelate it to their experience. If they have
worked, did they have a contract? What
did it include? You could even show an
example of your work contract. Discuss the
idea of a learner contract’, a commitment
by students (and teachers) to behaveina
certain way and do certain things.

O= & 1 vertical

2 horizontal

Vocabulary
Operations and contracts

o Students work in pairs and report back at the end of each exercise. Pay
attention to pronunciation, especially lexical stress in the longer words.

Ow 11d 2h 3a 4g 5c 6e Jf 8b
2 1 allocate 2 consolidate 3 negotiate
3 both (but note stress shift)

4 allocation, consolidation, negotiation
allocate, consolidate, negotiate
5 1.do 2 increase 3. make "4 .in

i




bd Additional activity
(si'ronger students)
Get students to write and conduct a

survey of classmates, friends, and family,

in order to find out similar statistics on
sources of information when booking a
holiday.

% Tip

The classroom as workplace
Inordertofurther authenticate the
language work, use opportunities to
simulate work practices in the way you
conduct classes. For example, for some
lessons you may wantto producea
business-style agenda, including review
oflast meeting (i.e. last lesson), apologies
(absentees), items for discussion, action
points, AOB.

Managing tour operations 17

Reading
Contracting with the principals

This is quite a technical text, so the set up isimportant. Spend time on 1,
making sure students are clear on the different types of contract.

You may want to get students to think about questions 1-3 in 2 before they
read the text for the first time.

Question 6 in 2is.a mathernatical comprehension question, i.e.in orderto
do the maths you have to understand the language.

O= 1 1 a=lessriskfor tour operators, popular with hoteliers because
they can work with different tour operators; b = greater risk for tour
operators, hoteliers have guaranteed income
2 a=allocation /sale and return, b = fixed / guaranteed

2 1 uptotwoyears before
2 40to50%
3 keeps prices ¢ down .
4 itmaybe unpopular wsth customers -
5 athetimeofyear when there is most demand
b the date when the hotelier will take back rooms for genera sale
6 a $19 200 b 514 400 \

Top margin

The statistics here canbe used to disctiss not only the relative significance
of the Internet and personal recommendation as the customer’s source for
information, but also'gender differeénces.

Listening
A product development meeting

Setup the situationusing the picture, the agenda extract, and the
handwritten niotes.

¢? Focusonthetaskin2 Getstudents to compare answers to 2 and discuss
3in pairs. Play the recording again if necessary.

Get students toread through the table in 4. Play the recording again. Check
answers in pairs and with the whole class. 5 is an open question which may
introduce ideas for the Listening that comes later in the unit.

Ow 13cefd4abd
‘ 2 cefadb
3 a notfoogood
b won't be openin time for year in question
c surcharge on brochure price (OK because covered in small prmt)
d no, need renovation {especially guest rooms / bathrooms)
e consolidation on transfers
f yes,probably

4 1 certain 5 unlikely 9 unlikely
2 likely b likely 10 certain
3 possible 7 likely 11 impossible

4 certain 8 likely 12 unlikely
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== Additional activity

(weaker students)

Get students to choose just two of the
predictions in 3. After they have written
their sentences, they go round the rest of
the class and conduct a simple opinion
survey on their two predictions, using a
grid like the one used in Listening 4.

ns Additional activity

(alllevels)

Get students to role-play the interview
with Pim, including the extra questions
they thought about. Note: This can be
done with all the It’s my job activities:

% Tip

Cultural differences

Try to keep students aware of cultural
differences in the way managers operate
(e.g.the role of silence, the use of gesture
and body language). This will be easier in
a multicultural class, but should not be
avoided in monolingual classes. One idea
is to get each student to research cultural
differences for a particular nationality (a
web search will give lots of sites).

% Tip

Recording students

Record the conversation in Language spot
5 (ideally with camera as well as sound).
Recording students may be a bit scary
the first time, but it is a good habit to get
into and will help the students towork on
improving their functionallanguage and
make it sound more authentic. They will
also see their progress more clearly.

(<]

@

@

@

Language spot
Degrees of future probability

Refer students to the listening script and get them to do 1and 2. When they
have found all the expressions, get the students to look at the Language
reference for confirmation and grammar explanation.

Make certain students write correct sentences for 3.

Encourage discussion and debate for 4.

O= Seelanguage reference (and listening script).

It’s my job
Discuss what the students know about Phuket.

Students answer the questions in pairs. Ask students what other questions
they would ask Pim:

Top margin

Ask students what is meant by the quotations. The first is pointing out the
need to compromise ideals in order to achieve something that is workable
(and this will be relevant in Speaking to come). The second raises interesting
questions about therole of silence in meetings, and you may want to
discuss cultural differences, e.g. in many Asian cultures it is perfectly
acceptable to have periods of silence in meetings, whereas in Western
culture, silence can be uncomfortable.

Listening
Negotiating with the coach company

Remind students of the problem Top Drawer Tours was facing in the
previous listening.

9 Play the recording straight through for 1. Pairs check answers and then
confirm in class. Repeat the process for 2.

O= 11 fuelcostshaverisen
2 asurcharge of 20%
3 consolidate some of the transfers with another company’s
passengersand make a surcharge of 1%

2 | F(theymake smalltalkabouttheweather) 27 31 41
5 F{itmeans reducing the numberofcoaches) 6 1 7 F(there

_ are two conditions: their passengers would have to have priority
and they wouldn t want the other companyss reps on the coach)
8 F(theyagree ona surcharge of 7%) ‘

Language spot
Negotiating

Students work through the exercises in pairs, checking answers with the
whole class after each exercise.

i
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@ For5,allow weaker students to have greater access to the listening script.
Stronger students should be encouraged to work from the prompts only.

O= 1 1 thissituation 6 boss wants me
2 whatyou'resaying 7 alternative
3 bitdisappointed 8 set, conditions
4 make a proposal 9 wouldn't be
5 sorry,but ldon't think 10 could, might

2al b47 cb6 dBI0 e29 T35
51e 2b 3f 4f 55b

Pronunciation

@ Studentsworkin pairs to do 1. Askthem to pronounce each word and to
identify the sounds in the word represented by the IPA symbols
(/tf/ = church;/d3/ = job;/|/ = ship).

9 Play the recording for 2. Repeat as necessary. Then check the answers.

(<]

For 3, play the recording again. Invite comments about which sounds also
existin the students’ mother tongue.

@ Students do4in pairs and check answers in open class. Invite comments on
common and unusual spellings of each sound.

W Oow 1y . 4 .y
challenge =~ manager ~ commission
charges objective . international
cheaper passengers  negotiation
coach suggestion position
ventures relationship
Tourism manager

E9 Additional activity Gaining the upper ground
(alllevels)

) , ) © Usethe cartoon to focus on the topic of negotiation strategy. Ask the
Using the points that were madeinthe . - . .
; . students if they think they would be tough negotiators or more passive -
discussion on the statements, produce a 4 which ) foct]
list of dos and don'ts for negotiating that and which approach is more effective.
the whole group can agree on. @ Students work in small groups and discuss the statements in 1. There are
no definite right answers: it's all a question of strategy, style, and personal
preference — and culture, of course.
© One of the aims of this activity is to help students prepare for the Speaking

negotiation that follows.

Speaking
Getting the best deal

@ Spend plenty of time on Stage 1so that the class establishes a clear context
in which they are going to negotiate. Write the information on the board so
that students can refer to it and remind themselves in Stages 2 and 3.

e Make sure students prepare their roles thoroughly in Stage 2, helping each
other in their groups as instructed.




20 Unit3

ad Additional activity
(stronger students)
Get students to write similar emails from

imaginary clients who have a‘co-creation’

idea.

Set up the classroorn furniture to facilitate the negotiation in Stage 3.
Monitor the activity to ensure people are moving around correctly and
that the appropriate language is being used. Note down any points for
discussion afterwards.

Atthe end of the activity, find out who got the best deal. Also ask the students
toreflect onthe whole activity. How did they feel when they were negotiating?
Did anything surprise them? Would they act differently next time?

°
Reading
Co-creation
Discuss the preliminary questions in Tin open class.

Before students read the text, get them to think what the title of the text
might mean.

Focus on the four questions in 2 and get students to read the article and
check theiranswers in pairs.

For 3, students should work in'small groups and think about how the ideas
would or would not work in their local area.

Ow 21 amateurs, people who haveaninterestina par’c:cular area
2 gay people, seniors, smgles art Iovers - \
3 marketmg,sa!as ticketing, !ega! andi insurance ;ssues
4 they make some money out ofthezr mterest and their passion |
fortravel . \ \

Find out

Give students time in class to plan their strategy in small groups, dividing
up tasks asnecessary.

Remind students that they are in the role of the tour operator, so they have
to work with the ideas that were put forward in the emails.

Students should think carefully about which companies they need to
work with ~hotels, transport carriers, providers of specialist services—~and
should try to use real companies as far as possible.

Writing
Email replies

Remind students of email format and etiquette, including appropriate
forms of address to their line manager, use of bullet points, attachments,
and soon.

Collect and correct the emails, Alternatively you can get students to peer
correct, by sending the emails to each other.

Checklist, Key words, Connections

See suggestions on p.5. Remind students about transferring vocabulary into
their Personal Learning Dictionaries.
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Background

The hotel industry is both complex and highly
competitive. Hotels belong to chains or corporations, such
as Sheraton or Radisson SAS, or they are independent.

The major chains use different brands as a strategy to
gain access to different segments of the accommodation
market. The Danish hotel chain Radisson SAS, for example,
is the upmarket brand of the Rezidor Hotel Group. The
group ownms five brands, from the mid-market Park Inns
to theluxurylevel Regent Hotels. Other hotel groups
concentrate more on the budget and economy segments
of the market.

A superficial look at the hotel industry could suggest that
itis controlled by the big chains. In practice, however, the
vast majority of hotels are still independently owned.
Independent hotels compete with the big hotel groups

in different ways. They can exploit specific niches in the
market and sell the uniqueness that each hotel offers its
guests. They can also work in collaboration with other
independent hotels and form a consortium. Membership

of a consortium means access to wider markets at
reasonable costs. Pride of Britain Hotels, for example,isa
consortium of 35 privately-owned luxury hotels in the UK.

The typical structure inside any medium to large hotel is
reasonably international, and generally consists of

@ rooms (front office, reservations, housekeeping,
maintenance)

# food and beverages (food production, roorm service,
restaurants, bars)

o commercial department (sales and marketing,
accounting)

% human resources (employee recruitment, training).

Human resource management is central to success in the
hospitality industry. Staff performance is the one area
where a hotel group can gain an edge on its competitors.
The experience a guest has in a hotel frequently focuses
on his / her dealings with the staff. Good HR management
is about keeping staff motivated and ensuring that they
see themselves as part of a team.

Take off

o Getstudents tolook at the photos and discuss the questions in groups.

e Pulloutany of the key vocabulary needed for Reading, e.g. chain,
independent, family-run.

@ For 3, getthemto give reasons for their choice.

Reading

ed Additional activity
(all levels)

Students build up alist of all hotel
accommodation in the local area and ®
categorize it according to whetherit’s

chain, independent, or consortium. They
should also note down any website or

contact details. This will be useful when e
they come to Find out.

Success in the hotel trade: a question of size?

Give students plenty of time to note down their ideas for 1, as this is going to
inform the reading task. If necessary, give examples of local hotels in each
category that they might know about. Make sure they don't look at the text.

Students read the article to answer 2 and 3, and then report back to their
groups. Go through answers to 3 with the class.

@ For & if students have not done a work placement, they can discuss which
type of hotel they'd like to do a placement in and which type of job they'd

prefer.
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% Tip

Deduction or dictionary?

Different learning strategies work for
different learners, so encourage variety.
Have some lessons where dictionaries are
‘banned’so that deducing from context can
be developed. But remember that the use
of learner dictionaries is also a good skill to
have, so don't ban such dictionaries entirely.

=d Additional activity

(weaker students)

Before doing the activity on comparing
hotel groups, do sorne revision of more
basic comparison statements. Choose two
hotelsthat the students will know and
make simple sentences with adjectives
like big, cheap, friendly, comfortable. Add a
third hotel to practise superlatives.

Cw 3
Chain Independent Consortium
Ownership Company, Private,small,  Independent
investorsor or family- hotels team
franchises owned up together
Character Branded image Clientis part Independent, but
across the chain ofthefamily =~ withashared
brand
Advantages Shared costs, Feelsunigue, = Keep .
bulk purchasing,  personal independence
centralized experienceto  butget
marketing and c[ien’c, lowstaff internationally-
promotion. turnover recognizedname,
Clients know ‘ and benefits
what they're of scale (bulk-
goingtoget(cost, \ purchasingand
look, and feel) ,  marketing)
Disadvantages ‘identikit'feel ~ Nobulk Payfeesand
\  purchasing  shareofprofits
~ orshared. \

 marketing
 benefitsofsc

Veocabulary
Dealing with words in context
Students find the words and phrases in the text and underline them.

Stronger students may be able to offer a paraphrase without looking at B, so
encourage this at first. Report back on answers.

Ox 1b 2g 3e 4h 5f 6j 7c 8i 9d 10a

Find out

Students can work on this in groups. Reporting back to the class can be
done in different ways: a simple verbal report, a poster / slide / PowerPoint
presentation, or a one-to-one briefing.

Top margin

Get students to read and summarize the main point of the quote. Discuss
how employees can ‘go truly above and beyond’ (i.e. how they can offer
extra levels of service).

Keep the discussion general as the Listening will go into this in more detail.

Language spot
Comparing hotel groups

Discuss 1in class. Students work through the other exercises in pairs,
checking answers in class after each exercise.




ke Additional activity
(stronger students)

Following on from Listening 5,get
students to build up two lists: one headed
‘Agoodboss...,the other headed ‘A bad
boss... Students make ten sentences for
eachlist, usingideas from Listening and
any of their own thoughts.

kd Additional activity
(all levels)

Divide the class into two: bosses and
ermployees. Encourage a polarized view:
select six rewards that most suit their
interests. Set up a negotiation meeting
between the bosses and the employees.
The aim here is to revise the language of
negotiation from the previous unit.

% Tip

Class rewards

Think about introducing rewards for the
class. These could range from simple
congratulations (e.g.'Student of the
Month') to a celebratory meal and prizes.
Involve the students in deciding what
would be effective class rewards.

Hotel management 23

O= 1 Intercontinental, Sol Melia

2224b13cl12d34

3 over = more than,almost = not quite

4 1 Marriotis slightly / a little smaller than Wyndham.
2 Hiltonisfar/alot biggerthan Best Western.

3 Hiltonisslightly / a bit bigger than Accor.

4 TUIAGisfar/alotsmaller than Best Western.
5 Intercontinentalis almost seven times bigger than Sol Melia
6 Hilton is over six times bigger than TUI AG,

Listening
Managing a hotel

Ask the students about what factors help to produce good staff
performance in general. Then refer them to the terms used in 1. Report
back on what is meant by the terms, giving examples where possible (e.g.
empowerment, teamwork).

¢? Studentsdo 2 in pairs and report back on 3 after the listening. Play the
recording again for €. You may want to pause the recording once or twice to
give students time to make notes.

4 quality

Om 21 rewards \
5 custamersat%sfaction \

2 empowerment
3 teamwork . .
41 sothatem plcyees can support ¢ each other

2 regular meetings, staff social evenings

3 congratulating email, financial (e.g. bonus or percentage of
profit), free night's accommodation with partner

4 staff should feel free to make suggesticns staff should be
creative in their work and problem-solving

Speaking
Rewarding good performance

Get students to talk about any experience they have of rewards (primarily
work-related, but others might also be useful). Students will need to keep
their ‘management heads’ on ~i.e.not just see things from the employee’s
point of view.

Get groups to show each other their final lists.

Vhere in the world?

Get students to read through the questions. They can predict answers
before reading the text.

Ask students if they know of any of the hotels mentioned. Discuss the
points made in the final paragraph, namely the description of employees as
‘associates’ and the four reasons for success.

Top margin

Get students to read the quote. Discuss how important languages are in
tourism and which languages are most useful. Do they agree with the final
point about staying in the country of the language?
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% Tip

Job description templates

Throughout the course, there are a number
of different jobs discussed and described.
Use the Front office manager job description
as a template for these other jobs when
they come up,i.e.the same headings and
style, but with different content.

ke Additional activity

(alllevels)

Get students to identify which of the
attributes are adjectives and which are
nouns. Which ones can be converted into
nouns or adjectives?

% Tip

Correcting written work

When marking written work in this course,
make sure you give marks not justfor
language accuracy (grammar,vocabulary,
etc.), but also for appropriacy and style.
You might want to have a policy of always
giving three grades: one for language, one
for appropriacy, and one for style.

Reading

Front office manager

When doing 1, make sure students do notlook at the text.

Students compare answers to 2 and 3. When students have assessed
themselvesin 4, they can ask a partner if they agree with their self-
assessments.

Vocabulary
Skills and personality

Focus on the three expressions in Tin the class in order to demonstrate
the difference between personality and skills attributes. There may be
disagreement about some of them, but students should be clear that you
can be taught a skill, while personality is what you are born with.

Studentsdo2and3in palrs and then report backto compare withothers.

O= 1 Persona 1ty adaptable cansc:enttous
Skills: oral communication skills, compu’ter sterate
2 Personalit: 2 3 6 10 11 13 14 16 17 18
Sksll51457891215

Pronunciation

Begin 1by modelling the word at the top of each column. Ask the students
toidentify the stressed syllable. Finally, ask them to do the exercise in pairs
O groups.

Y Play the recording for 2. Repeat as necessary. Then check the answers.

For 3, focus students’ attention on Column 1. Ask them to identify the word
where the stressed sound is different. Repeat for Columns 2 -4

Play the recording for &.Repeat as necessary. Then check the answers. Invite
students to point out any regularities and irregularities in the spelling of
the vowel sounds.

C= 2 Columni Column2 Column3 Column4
beverage ability knowledge  diplomacy
degree business monitor know-how
features decisive occupancy motivate
teaching figures outgoing methodical
teamwork literate spotlight progress

4 1 beverage 2 decisive 3 outgoing 4 methodical

Writing
Your personal statement / key data
Ask students to bring along any personal staternents they have produced.

Discuss Tand 2 in pairs or groups. Compare with any statements of their
own. Stress the importance of adapting the personal statement so that it
targets the particular job they are applying for.




rd Additional activity
(all levels)

Based on the answers to Listening 6 and
the discussion in Listening 7, get students
to draw up two lists — A: Interview best
practice and B: Things toavoidatan -
interview.
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When students have written their statements for 3, they can show them to
their partners for comment, correction, and improvement.

Listening
Human resources - selecting new staff

@ G Workthrough the exercises as described, getting students to check

answers with each other after each listening.

practice.
5a2 b3
6 find out about the company
prepare for the interview
be confident but not arrogant
 don'tlie \
dress smartly

Language spot
Selling yourself

Focus on the picture and stress the point made in Listening about the difference
between confidence and arrogance. Model anid drill the five phrases in 2.

Use 3 and 4 for controlled practice of the target language. There willbe an
opportunity for freer practice in Speaking.

Tourism manager
You’ve always been a manager!

If your students have had little previous experience of managing; then you
will need to demystify the role of manager on occasions throughout the
course. This is the purpose of this activity.

When discussing their childhood, teenage; and young adult ‘management’
experiences, get them to consider whether they exhibited any of the
attributes discussed in Language spot.

Speaking

Surviving the interview

Allow plenty of time for preparation of roles.

Arrange the classroom furniture so that it resembles an interview situation.

Get students to repeat some of the interviews to improve on them (and ‘
possibly record them for analysis).

Checklist, Key words, Connections

See suggestions on p.5.Remind students about transferring vocabulary into
their Personal Learning Dictionaries.
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Background

As we have already seen in Units 1and 3, the Internet and
the associated ICTs (information and communication
technologies) have revolutionized tourism. This unit
focuses specifically on the outcomes of that revolution
from the travel agent’s point of view. Whereas twenty
years ago, buying travel products invariably meant
visiting a high street travel agent, today the consumer
has numerous options, including

@ online travel agents —these are purely internet-based
and have no physical shop or building
2 home-based travel agents - independent travel agents

given by the customer (destination, number of travellers,
dates of travel, accommodation preferences, etc.) to
browse the web for the travel product that best satisfies
the criteria given.

The power of ICTs is so great in tourism that it is now
possible for travellers to go to a single website and put
together their own ‘package holiday’, choosing the transport,
accommodation, and other services from a vast range of
options. This process is known as dynamic packaging.

The drawbacks to dynamic packaging,and indeed to all
travel purchased online, are the time spent locating the
best products and the lack of reliable advice as to the

who work from home, communicating with their

clients mainly by email

@ supplier websites —internet sites run by principals or
suppliers (i.e the airlines or hotel groups) so that they
can sell directly to the customer without using travel

agents as intermediaries.

The growth of internet travel purchases hasled to the
creation of meta sites (also known as data aggregators),

quality of the product on offer. This is why high street
travel agents continue to be popular. The travel agent,
whether high street or home-based, does the searching,
and atthe same time offers real experience of possible
destinations and accommodation. Usually, home-based
agents collaborate with each other through membership
of a professional association so as to be able to gather data
about destinations that they cannot visit themselves.

which are internet search engines that use information

% Tip

Computer illiteracy

You may have some students who are

not as computer literate as others.If this

is the case, start the unit with a general
discussion on the role of computers and

the Internetin our everyday lives. Use the
discussion to establish some key concepts
about what computers canand can't doand
toteach vocabulary related to electronic
communication {perhaps in pairs, so they
have to explain the difference),e.g. hardware
/software, online / offline, download /
upload, data / database, website / email.

% Tip

Technical listening texts

With technical texts, it is important not
to overload the students. For example,
initial tasks are often kept quite simple so
that students do not have to understand
everything first time round. You may also
want to pause the recording.

Take off

Encourage students to talk about their personal experiences and habits.

In 3,if they have not purchased any travel products online, they can talk
about non-travel products.

Vocabulary
Online travel

Demonstrate the first match. Students then work in pairs and report back at
the end on answers.

For 3, get students to find the website for each company as homework.

Ow 21b 2d 3c -
3 Expediaand Travelocity are online travel agencies. Hilton Hotelsisa
hotel chain; Kayakis a data aggregator or meta site; Qantas isanairline.

Listening
Who's doing the selling?

o Focus onthe question (Who's doing the selling?’) when discussing Tand 2.
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@ G When students listen for the first time, make sure they are only doing
the task given in 3. Check answers to 3 before doing 4. Pause the recording
asnecessaryin 4.

@ 5canbeanopenclassdiscussion.

O= 3 inventory
online travel agency
metasites
data aggregator

4 1 touroperator, high street travel agent, online travel agent, meta
siteor aggregator, hotel airline
_ 2 haveto gotoanother website to make purchase
3 quick aéééss toinformation, so saves them time
4 tracking customer activity and creating customer profiles

Find out

Discuss how students can find this information. Some useful tips might be
tolook for data on an NTO website (VisitBritain, etc.), type key words into
Google, talk to teachers from relevant areas in the students’ own college, or
contact regional tourism authorities.

@ Students can produce a written report or give a verbal presentation with
illustrations (graphs, charts, etc.).

P s . e 8

23 Additional activity Tourisim manager
(all levels)

Get students to choose two of the items
onthe time managementlistwhichthey ¢ Before looking at the dos and don'ts, get students to identify what makes a
donotdo very well on. They write them good and a bad time manager. Read the list to see if any other points came

outinlarge letters on a piece of paper and if . d don’
keep them in front of them whenever they up and if they agree with the dos and don'ts.

are working throughout the next week. @ Discuss what a time audit is (see footnote) and encourage students todo it
for themselves.

Time management

Top margin

@ Studentsread the statistic and the quote. Ask them if, as customers, they
are like the users identified. Do they agree with Jenny Brown's comment,
that ‘competition is healthy' and there is room for everyone?

T3 og e Y ]

=d Additional activity R@admg
(weaker students) .

Before doing the reading, identify and pre- Alternative travel age nts

teach (or check meaning of) some of the @ Check students know what ICT and OTA stand for and ask what they think
key words, e.g. time-consuming, consultant, MTA might be. ’

daily commute, networks, forums, face-to-
face, charge fees. This will also help,inan
incidental way, to get students thinking
about the gist of the text.

©

Pairs can discuss 1,and then report back to each other for2and 3.

-]

Discuss € in open class. You could set it up as a debate on the pros and cons
of working from home.
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# Tip

Email chains

One way of practising writing emails in
classis to get each student tostartan
email onthe same topic (e.g.an MTA asking
for advice as in this unit), buteachina
different register (e.g. to boss, to employee,
to colleague, to friend). The emails are
passed around with each student adding

a sentence in the appropriate style and
register.

O= 1 sentence2 -
3 1 don't haveto commute to work, better work=life bal ance ‘
2 can build a meaningful relationship,don't have to trave!tofaa
to-face meetin g5
3 theycharge a feefor their service
4 people whowant tosave time or don't want todoan onlme -
sea{c\hﬁ;gmselves
5 othétMTA‘s, often part of a network or association

Top margin

@ Askstudents what they know about Hawaii. What types of
accommodation, activities, and transport are there?

Writing
Getting help

@ Remind students about the importance or register and appropriacy when
writing to different people (e.g. boss, colleague, friend). Get students to read
the three emails and say how they are different.

@ In2and 3, they analyse the different registers in more detail. Report back to
classon3and &.

@ Check the emails they produce at5 carefully for language, appropriacy,
and style.

O= 1 number3 \
2 the use of hi, hello,and dear
3 1 Myname’s
2 likeyourself,lama -
3 The company’s central office kindly gave me your emafl address
4 |haveanewclient
5 The parttcular clientslam working for
6 Ineed some help
71 need a b{t of help with this
you couldsend me.
9 Iwill be truly grateful for any advrce you can give me
10 Many thanks in advance for your help
1 Thanks
12 Yours sincerely

o
It’s my job
@ Encourage students to conjecture as to Natalie's job, using the photos. Read
the text and answer the questlons

O= Head of reservatlons {UK cruise specialist)
Herteam
Head of Sales and Development




% Tip

Class expert

Some of your students may have interests
and expertise relevant to the topics covered
inthe course. Find these out and use them.
For example,you may have a keen diver. Get
him / herto give a talk about diving as an
introduction to the topic.

?
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Listening
Proactive marketing

Studentslook at the map in pairs. Write any interesting information or
useful vocabulary on the board.

¢P Getstudentstoread through the questions before they listen. Compare
answers in pairs after each listening, and report back to class.

Ow= 27 itsthel : in name for one of the species of fish found in the Red Sea

2 it's worldwide, it fits in with sustainable tourism, it's safe, its f
opentoall .

3 kmdependent travel agents and travel counsellors
4 Possible answer:the last part —it's about how they're going to

money together astour operator and travel agents / counsel

to build rapport with her audience

name and occupation \

introduction \ .

why she’s approached them, background information on diving

in the Red Sea, types of products offered, how to work together

Ea NI

Top margin

e-Travelis turning tourism travel distribution upside down and traditional
elements in the chain of distribution are reacting in impulsive, conflicting
ways (see IHG turnaround re OTAs), whilst new players in e-travel are

also getting jittery. easyJet said it would only sell online. They have since
changed this policy. Ask students to find more examples of recent changes
in travel distribution that e-travel has been responsible for.

Language spot
Starting your presentation ~ introductions with an impact

¢» Studentswork through the first five exercises in pairs. You will need to
pause the recording after each sentence in 2 to give the students time to
write the answers.

6 and 7 can be prepared alone. Monitor the giving of the presentation -
introductions to ensure accurate and appropriate use of language.

Ow 21 and’t‘ﬁéﬁkyéuforcommg

31f2b3b4c5c6d7e8a
41ilo2ekm3abhd4adp5cfingbgj
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=d Additional activity

(stronger students)

Get students to think of ways each of the
fears about giving presentations can be
overcome. This will lead into the reading
that follows at the end of the unit.

rd Additional activity
(weaker students)

If you are able to use PowerPoint in the
classroom, you can prepare simple slides
for students who might be more nervous
or unsure of language. If you {or another
student) click the slides on;they can'serve
as a prompt. If there is no PowerPoint, you
canuse prompt cards instead.

as Additional activity
(stronger students)

Get students to prepare another
presentation (using PowerPoint if
available). The presentation should be
entitled Top tips for presenters” In other
words, it converts the information in
Reading into a presentation format.

©

(]

@

©

©

)

Top margin

Discuss the question. Discuss why giving presentations might be
something to fear. How do the students feel about giving presentations
{including in their own language)?

Pronunciation

¢ Remind the students of ‘most stressed words’ (Unit1) and pausing (Unit
2). Play the recording for 1. Repeat as necessary and check answers.

Play the recording for 2. Repeat as necessary before checking the answers.

In 3, allow students time to think about answers. Then discuss. Finish by
reminding students that well-placed pauseshelp the listener to understand
the structure of the message. Pauses also give the speaker time to
pronounce more clearly.

Ow 1 Firstofall/ manythankstoall m“you / for coming here today.
2 Firstofall/ many thanks toall ofycru ffor commg here today.
& See Student’s Book p. 132 “ Q

Speaking
Presenting a personalized product

Try to ensure that all three professionals are selected (so that there is more
variety). As suggested in 3, you may want to do the Reading first.

Allocate plenty of time to preparation, including content-planning,
language selection, and rehearsal. When the presentations are being given,
encourage the other students to be supportive but also evaluative.

Reading
Top tips for presenters
Discuss any general advice on giving presentation arising from Speaking.

Students work through exercises in pairs, discussing answers. For 5, students
should be able touse pomts that occurred in the Speaking presentations.

C= 1 Good adwce ip2,Tip4.TipS5.Tip8

1,Tip3,Tip6,Tip7

ip4d C-Tip7 D-Tip2 /

to believe in what you re saying. [f you don’ t ‘

:tht

e changes just before you talk Youcan't b

talk better and last-minute changes will oft
eyou start speaking.

Checklist, Key words, Connections

See suggestions on p.5. Remind students about transferring vocabulary into
their Personal Learning Dictionaries.
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Background

The success of package holidays of the 1960s-90s
was based on volume. Tour operators bought in bulk
50 as to tempt customers with low prices. During the
gos, however, it became clear that to be competitive,
cornpanies had to offer quality, as well as quantity.

Broadly speaking, a product offers quality when it meets
the customer’s expectations. This places the customer at
the centre of any attempt to provide quality in tourism,
in sharp contrast to mass tourism in the 60s~90s,

where the product was the focus of attention. To satisfy
the customer’s expectations, companies need quality
standards, which can be set externally by bodies such

as the ISO (International Standards Organization) or
internally by the company’s own quality assurance
techniques. Common techniques today include

o performance standards —lists of processes and tasks
that employeeshave to perform and thelevels of
service expected of the employees when they perform
them

# benchmarking - comparing the company’s
performance to that of companies in the same field
that already have a high reputation

2 appraisal -aninterview in which amanagerand
an employee evaluate the employee’s previous
performance before setting performance objectives
for the future

2 focus groups - groups of customers that are brought
together to discuss different aspects of the holiday or
travel experience.

Complaints were once seen as a sign of failure. Today they
are viewed as a key way of improving performance and
quality.No product is perfect, and to improve it, a company
needs feedback, the information obtained from customers
by recording comments, suggestions, and complaints.
Complaints can be spoken or written, and in general the
former are easier to handle. With a written complaint

@ thereisno chance to remedy the problem

@ itisnotalways easy to verify the details of the incident
thatled to the complaint

2 the text can be used as evidence in legal proceedings

= the linguistic demands are usually higher.

Itis no longer enough just to find an immediate solution
to a problem (reactive thinking). Today, companies expect
proactive thinking. That is to say that after solving a
problem, the member of staff should go on to find out why
it happened and what changes can be made to make sure
the problem does not recur.

Take off

@ Seeifstudentsrecognize any of the logos: what type of service are they
involved with (e.g. hotels, restaurants, shops and services, businesses)?

@ Getstudents to think of examples from their own experience of excellent
and poor quality in different tourism sectors.

@ Getthemto give some of them a score out of ten. How did they arrive at that
score? Who should measure quality: customers, experts, staff?

Ed Additional activity Lﬁ%@ﬁgﬂg
(alllevels)

Get students to listen to the recording (or

‘We want you to complain?’

lookthrough thelistening script)tofind g Ask students if they have ever complained about a tourism service or any

examples of the presentation language
looked at in the previous unit.

other service. Students can use these examples when discussing Tin pairs.

e G Getstudents toread through the questions in 2 carefully before
listening. Check answers in pairs first before confirming in class.
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% Tip

Best practice

Best practice is a term used frequently in
service industries,and means the best

way of doing a particular task or activity.
Companies often have a ‘Best practice’
document.You could get students to
decide what is best practice for some of the
activities they do in class, e.g. for a listening
exercise, a discussion activity, homework.

Additional activity

(all levels)

For each of the stages get the students to

decide

a whatis the customer’s minimum
expectation

b ways in which the hotel can exceed
expectations.

Use this information to produce a

promotional leaflet or campaign, entitled

‘Why we're simply the best’.

ed Additional activity

(all levels)

For 1, you could write out each stage ona
piece of paper and get students to mingle
to put themselves in order.

% Tip

Quality assurance in the class

Canyou use any of the techniques

to monitor the quality of the course?
Asuggestion box is easy enough to
implement, but what about some of the
others, such as focus groups or performance
standards?

=s Additional activity

(stronger students)

Get students to plan a ‘mystery shopper’
campaign on local tourism service
providers. Who are they going to
approach? How are they going to doit?
How can they test quality in specific
ways? If they carry out the campaign, get
them to write a report.

@ Thediscussion in 3 will probably be general, but try to get students to give
actual examples of what they think the phrases mean. They will be finding
out about these measures in the next sections.

OG- 2.1 find out what needs to be improved (cheaper toask the

customers), better that customers tell us rather than their friends

2.c

3 reactive = wait for problem, deal with it, forget it -
proactive = think about why problems occur and change}h“n 5
sotheydon't occuragain .

4 solution-focused culture, clear lines of referral, regular tra
sessions, staff meetings

Speaking
Customer journey

Get students to sequence the items in 1. They could add more stages, e.g.
going to breakfast on the first morning, dining in the hotel restaurant.

Get different groups tolook at different stages for deciding best practice.

(¢}

For 3, choose stages where there is direct provider / customer contact (if you
have used Tourism 2 in this series, this will revise some of the ‘encounters’
work that was done there).

The third person is the quality manager, whose role is very important,
somake sure he / she is briefed to take thorough notes. You may want to
provide a template ‘observation sheet’

In 4, students can look at areas such as airport check-in, transfer from
airport to hotel, booking a holiday, attending a conference:

¢}

Ox 128 b4 c10 d3 el £7 g5 h2 i9 j6

Vocabulary

Quality assurance techniques

@

Students do Tin pairs. Get them to think of where in the tourism industry
each of these techniques would be appropriate. 2 can be discussed in class.

Ow 11e 2c 323 4b 5g 6d 7h 8i 9¢

Top margin

® Askif students agree with the quotation. Discuss the manager’s role in the
four features (high intention, sincere effort, intelligent direction, skilful
execution).

Pronunciation

© Ask students to do 1.Ifthey can, students should add the IPA symbol for
each sound to the top of each column.

€]

For 2, get students to articulate the sound clearly to each other. Check the
answers, and pronounce the words from each column in Tbefore doing 3.




d Additional activity
(all levels)

Using the example of the Performance
standards for the waiter / waitress, get
students to think of other employeesin
the tourism industry and write a similar
list of standards.

% Tip

Cultural differences

Do different cultures complain in different
ways? Do some cultures never complain?
Find out what opinions students have'on
these issues, and discuss ways in which they
can find out more about the international
etiquette of complaining.
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@ 9 For 4, play the recording of the sounds the students find hard.

@ Aftertheyhave worked in pairs for 5, invite three or four students to

perform for the whole class.

Ow 1A/p/ B/ CHN D /w
21 /p/ 2 /] 3_}&; 4w/

Reading
Analysing the quality of customer service

Focus on the task in 1. Most of the techniques have been covered in
Vocabulary.Report back on1and then repeat with 2.

31is a more open exercise and you should allow the discussion to be fairly
free.If the students run out of ideas, get them to look at the performance
standards for the waiter / waitress and think about how these can be used
in the four sectors mentioned in 3.

Cw 1 benchmarking
aservice charter
performance standards / quality standards
feedback
customer satisfaction surveys
suggestion boxes
focus groups
mystery shoppers
observation of staff
team meetings
appraisals
reward and incentive schemes
2all4 b»;:ﬂ;l“ cll5 dNn2 el6 f113

Listening
Spoken and written complaints

o G Students discuss the questions in Tand then listen to check their

answers. Work through the other questions in 2 in the same way.

@ In3, getstudents to practise saying the expressions to see if they sound

better spoken or written.

Ow 11 spoken: publtc easier to check details; written: private, customer
not present harder to check detarls

4 useoflz languag¢
3 written:2,3,4,7.9
spoken:1,5,6,8,10
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ad Additional activity
{weaker students)

Get students to write aletterand an emaﬂ
like the ones in the Student’s Book, but
switching the content, i.e. aletter from
Marilyn Collis and an email from Martin
Hunker.

% Tip

Function file

Get students to keep their own list of
functional expressions (in addition to the
Language reference section in the back of
the book). For each expression, they should
indicate whether it's usually a written or
spoken form and whether it's formal or
informal.

Top margin

@ Have students ever flown on any of these airlines? Do they agree that they

offer high-quality service? Get students to come up with some more ‘top
fives’, e.g. hotels, restaurants, resorts, destinations in their city / country or
internationally.

Reading
Written complaints

Find out if anyone has ever sent or received a complaining letter or email
and what it was about.

For 1, students can quickly skim the letter and email (even with the gaps) to
getthe gist.

Stronger students can try to fill the gaps without looking at the list of words
in2.

3 and & can be done in pairs or small groups

Q'ir 1 letter:standards and orgamzation of’courtaAsra('\\:\c‘;“d,sewice,
_hotel etc) \ .
Email:service at afrport (departure)

2 1 returned

2 standards 16 oﬁ?ca \
3 service 10 refund 17 notice
4 occasions 0 depar‘ture 18 delay
5 overbooking 12 quetes T“'EQ shopping
6 transferred B 20 explanation
14 aircraft ‘
poor
s slow
vas overbooked
tel not in city centre

erude

e seat near front of aircraft
‘ nd wrong notice)
hopping or coffee

no tiﬁ’iefo

Language spot
Dealing with written complaints — letters and emails

© Referstudents to the letter and email from Reading in ordertodo1.

@ Beforelooking at the letter responding to Mr Hunker, get students to

predict some of the sentences that might appear (using the ideas from
Reading &).



Ed Additional activity

(stronger students)

Write a similar article about a resort you
know well and which you think is high
quality:

©

@

<]

<]

@

@

@

(<]
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Check answers to Tand 2 with the whole class.

Ow 1T1F 2T 3F 4F 57T 6F 77 87 9F 107 /
2 2 a Iwasverysorrytohearthat ... ~
b I have now had the chance to fully investigate the matter.
¢ lwasextremely concerned to hearthat... -
d-lwas particularly surprised to hear that ...

e |can assure you that we will continue to monitor...

3 shedoesn’t want to admit any legal responsibility
4 letterhead,address of person it’s going to, date, signature

Tourism manager
Giving and receiving feedback well

Ask students about their feelings with regard to receiving feedback. Do
they like getting feedback? Have they had any good / bad experiences?

Get them to predict tips for giving and receiving feedback before they read
the bullet points. Discuss how feedback (including correction) is given on
the course. Can you make any changes in the light of the tips?

Writing
Responding to a complaint
Students can discuss and plan the letter in class.

2 and 3 can be done for homework.

here in the world?

Use the photos to generate interest. Students work through the questions
together, discussing the various issues.

Find out

Students can do this as a team exercise. They should investigate and
confirm the problems they think the provider has (e.g. they could be a
‘mystery shopper’).

Refer to the quality management systems discussed earlier in the unit.

Students can write a plan for a presentation on their findings (with bullet
points, PowerPoint slides, etc.).

Checllist, Key words, Connections

See suggestions on p.5. Remind students about transferring vocabulary into
their Personal Learning Dictionaries.
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Background

The mention of the impacts of tourism causes many
ordinary people to think about the ways tourism has
damaged the natural world. In practice, the impacts of
tourism are both positive and negative, and areusually
classified as economic, environmental, and sociocultural.

Positive economic impacts include the creation of jobs,
the income obtained from tourists spending money,

and improvements in the transport infrastructure and,
consequently, the local economy. The jobs created can

be directly related to the tourism industry, as with work
in hotels or tourist information centres, or indirectly
related, as is the case of building work. Negative economic
impacts include the low salaries often associated with
non-managerial jobs. Another undesirable effect comes
through financial speculation, which can cause the price
of land and homes to rise well beyond the capacity of local
people.

The environmental impacts of tourism arelegendary. The
industry has destroyed thousands of kilometres of natural
coastline all around the world through the building of

hotels and other resort elements. The presence of large
numbers of tourists in fragile natural areas inevitably
produces pollution and degradation and can even lead

to the disappearance of animal and plant species.

But positive impacts do exist. The natural environment

is a valuable tourist resource, and many national and
regional parks have a brighter future precisely because of
the tourist demand for such protected natural spaces.

Perhaps the least obvious effect of tourism is the socio-
cultural impact. Inresponse to tourist demand, local
arts and crafts are often heavily commercialized, even
to the point of being mantifactired in a different region
or country. It is also common to see traditional dances
and ceremonies being performed purely for a tourist
audience and on dates that bear no relationship with
the ceremonies’ true meaning. Both of these impacts
are examples of trivialization. But tourism does impact
positively at a sociocultural level. It does this directly by
facilitating a meeting and consequently an interchange
of cultures and cultural values. Tourism also helps the
local population to fully value the arts, crafts, and natural
resources that they may take for granted.

# Tip Take off

Weighing the impact of tourism

Set up the idea of the balance of the impact
of tourism by drawing a set of weighing
scales (on the board or on a poster /

display board). The idea of balancing the @
positive and negative impacts is going to

recur throughout the unit,and you can

get students to add to the scales as points

come up.

Reading

== Additional activity
(all levels) @
Get students to write the questions that
the journalist might have asked Rune
Bergstroem. They can then role-play the
interview using the information in the
text.

bears.

@ Students work through 1-4 alone. You may need to clarify the meaning of
economic, social, and environmental, and stress the point that the impact of
tourism is not just confined to one of these elements.

After the show of hands in 5, students explain their opinions to each other.

Global warming and tourism
Ask students what they know about global warming in general.

@ You couldfocus thediscussion around some of the key vocabulary from
the text, e.g. ice, melt, carbon dioxide, archipelago, vegetation, wildlife, polar

@ Students use the title and the questions in 1to predict what the article will

be about. They discuss 2 and 3 in pairs.

Ow 31 Arcﬁc‘sea/s:free of ice for longer periods, emergence of new iélands
2 cruise ships, boats
3 worndown vegetation,dangerof oil spill, threat to wildlife
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Vocabulary

Describing the impacts of tourism

@ Getstudents tothink of any words that have the endings in the chartin1
and to use the words in a sentence.

e Students work through 2-5 in pairs. Not many of the words appearin the
text, but most of them will be occurring in the rest of the unit.

@ For5, make sure students are clear about lexical stress (main and
secondary) and how the dictionary indicates it.

O= 2 1 accessible 11 environment
2 12 environmental
3 13 fragility
4 endangered 14 improvement
5 developer 15 improved/improving
6 development 16 sustamabmty
7 ecologist 17 sustainable
. 8 ecological 18 trivialize
9 economize \ 19 trivialization

10 economist
3 inaccessible, environmental, environment

°
% Tip Top margin
Case studies @ Checkstudents’ understanding of ‘ethical’. Can students think of any actual
Get students to build up a file of case examples of these ethical problerms?

studies of places where tourism has had
avisible impact, using photos if possible

and a short text. They can start with the lﬁs-&eﬁng
examples used in the unit.

Classifying the impacts of tourism

@ Focus onthe course description and get students to predict the content of
the Listening.

e G Students compare answers to 2 and 3in pairs. They could work in small
groups for &.

nent in local quality of life (economic and soci

- improvementin local infrastructures:transport,
telecemmumcat ons, etc (economic)

ion of local heritage (environmental)

ions copy lifestyles of tourists (social)
of local culture: e g. handicrafts, religiou
ceremonies (social)

+ - poor quality jobs (economic)
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=d Additional activity

(stronger students)

When students have finalized their ideas
for reducing the negative impacts, they
can prepare a formal presentation.

== Additional activity
(all levels)

For more note-taking practice, get
students to take notes from each other
duringthe discussion.

*Tip

Emotions

The discussion in the Listening is fairly
emotionally charged, as befits the topic

of the impact of tourism.Talk to the class
about how emotions are or are not relevant
to management, e.g. whether to show
them or hide them, how they can be used
or controlled, whether there are cultural
differences.

Reading
Tourism in the Ifugao rice terraces

Use the photos to stimulate ideas and discussion in Tand 2 and to bring out
some of the key vocabulary from the text.

Make sure students make notes for 4, using an appropriate grid or other
visual format, rather than copying out the text.

Students work in groups for 5, adding their ideas to the notes they made
iné.

It’s my job

Ask students if they know of any family businesses in the tourism industry.
How are the roles divided up?

Read the interview and find out how Samime’s family work together,and
answer the questions. If you want you can discuss some of the wider issues
touched onin the article (i.e: gender roles and attitudes, the importance of
language).

O Forherfamily,it has meantthét\they\are no longer paér and they have
a future.For Samime, it’'s meant a job and a salary. She’s glad that she
hasn't had to move away toget agood job.

Top margin

Ask students what is meant by the statement. Do'they agree with it,and
can they think of any examples of ways in which money is sent to reduce
the negative impacts of tourism (e.g. Gift Aid, Water Aid, carbon offset
schemes)?

Find out

This is a chance to review the history of tourism in the students’area.

After they have completed their research, students can present their
findings in a visually clear and attractive format, e.g. for a class folder or
display, or as a series of PowerPoint slides.

Listening
All in favour of tourism...?

Refer students to the weighing scales visual (see ‘Tip on p.36) to establish
the idea of balancing and countering points.

&9 Listen straight through for 1and for general impressions of the tone of
the discussion.

Make sure students are clear about the aspects they need to focus onin
the targeted task in 2. You may want to reinforce understanding by letting
them read through the script after they have listened, but make certain
they add points in note form only (i.e. not copied chunks).
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For the discussion in 4, the focus should be on the content and the ideas.
Don't worry if students do not produce functionally accurate language, as
this is covered in the next section.

Cw 114

Language spot
Turn taking and making your point in a discussion
Students discuss answers to -3 in pairs before checking in class.

In 4, establish a sense of controversy and focus on the use of the target
language items.

Ox 11c 2d 323 45b
224 b4 c) dl e4 £3 g) R i1 i1 ki
3 binl - .
acfijkin2

Pronunciation

This exercise returns to pausing and stress because of their importance in
intelligibility. Putting the stress in the wrong place misdirects the listener’s
attention.

¢? In1 play the recording and get the students to read at the same time.
Ask students to work in pairs for 2. They perform the dialogue putting the
stress in the right place. Play the extract and let them compare themselves
totherecorded version.

In 3, allow students time to do the exercise. Invite opinions and then give
the answers. Repeat the process for 4. Finish by letting students hear the
recording of the radio programme again if they want to.

O= 31 Thesep la ces / just got better / by themselves / Is that wh t
you'resaying
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== Additional activity
(all levels)

Establish a dos and don'ts list for
behaviour in meetings. It could be
produced in the form of asectionina
training manual for tourism managers.

Additional activity

(stronger students)

Write the same information asin 5, but
for a different text type, e.g. instead of
a professional website, write an email
orreport to a company that might be

intending to investin tourisminthe area.

% Tip

Revision

Now that the course is more than halfway
through,itis a good opportunity to remind
students of the different productive areas
they've covered in both writing (reports,
emails, websites) and speaking {meetings,
presentations, discussions). They should
have alist of these types and as revision

you and they can look the different topicsin

different genres (e.g. where the topicwas
dealt with as a presentation, they can hold
a meeting).

Tourism manager
How to behave in meetings
@ Refer back to the meeting in Listening and the discussion in Language spot &.

© There are no clear answers to 1, as there can be genuine difference of
opinion. 2is an opportunity to focus on cultural differences, if students
have any experience or have done some research on this area.

Speaking
Access and tourism for Sulben

@ Spend time discussing the information about Sulben and checking
students understand it. You could transfer some of the information in Tonto
the board, so that students have it for reference during the role-play.

© Similarly,list the positive and negative aspectsin & on the board so that you
can check understanding; pronunciation, and so on.

© Studentswill need plenty of time to prepare theirroles in 3. They should
help each other and reinforce ideas before moving onto the ‘conflict’ phase
in4.

@ For 4, divide the class into groups of four, with one student from each group
A, B, C, and D.After the role-play, spend some time assessing how it went
and how the students feltin their roles.

Writing
Guidelines for low-impact tourism

© Do 1inclass, focusing on the different structures used with however and
although.

@ Studentsdo 2in pairs.3 caneither be done in class or in pairs.

@ Make sure the sentences written in 4 are accurate. If necessary, get students
to write additional sentences until they have produced at least one correct
senternice for each of the forms.

© 5canbedone ashomeéwork or as a class exercise.

durmg November and at night. /
’though the proposed Su Iben cable car will connect the

dum{g No émber and at night.

Checklist, Key words, Connections

® Seesuggestions on p.5. Remind students about transferring vocabulary into
their Personal Learning Dictionaries.
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Background

Tourism attractions can be classified as natural or built.
Natural attractions include mountains, forests, coastlines,
lakes, and other landscape elements. Built attractions

are structures that were purpose-built to respond to or

to create tourism demand (museums, heritage centres,
sports facilities, family entertainment centres, etc.) or
that were built with an entirely different purpose, but
have since attracted attention fromtourists (castles'and
other historic buildings and monuments, old factories,
shopping centres, etc.).

Theme parks are one of the most popular of all modern
built attractions in tourism. Their origin lies in the
amusement parks that were popular in Europe and the
USAinthelate nineteenth and early twentieth centuries.
The first theme parks were the creation of Walt Disney.
Hetook the idea of the amusement park and used the
theme of his cartoon characters to differentiate his 1955
Disneyland park from what had gone before.

Today’s theme parks are varied in style and content, but
are generally characterized by

# the desire to create a fantasy world that will encourage
ahigh degree of ‘escapism’in visitors.

# the use of a central theme that serves to unify the
different rides, attractions, and shows that the park
offers. The theme is an important part of the fantasy
world the park aims to generate.

= adeliberate attempt to appeal to people of allages and
so constitute genuine family entertainment.

% a pay-one-price admissions policy.In marketing and
customer-satisfaction terms, it is much better to charge
visitors once on entry to the park than to charge them
per person andride.

¢ alocationin anon-urbanized area.Land in such areas
isusually cheaper to buy, although it has to be well
connected to large permanent or holiday populations if
the park is to be economically viable.

Aswe have seen, the right geographical location is
paramount to the park’s success. The climate matters
less.In fact, in sunny climates parks can fail precisely
because of the good weather, which can draw visitors
to competing attractions such as the’beach. The design
and layout of the different rides and attractionsinside a
theme park is almost a science, and a nuraber of mostly
USA-based websites offer guidance in theme park
engineering.

Take off

bd Additional activity
(all levels)

Convert the Take off questions toa 'Find
someone who' activity, e.g. Find someone
who...has beentoatheme parkin
(different parts of the world) / in the last
year, has never been to a theme park,
would like to work in a theme park, finds
roller coasters frightening, has anidea for
anew theme park, etc.

Reading

Theme parks

@ Look at the photos and answer the questions in pairs or small groups. Bring
out any vocabulary that is relevant (e.g. roller coaster, thrill).

® Discuss any theme parks they know about.

@ Students read through the questions and make predictions for -3 before

% Tip

Tourism = fantasy

Itis not just theme parks in the tourism
industry that aim to create fantasy and
iltusion: much of the tourism industry is
based on this idea. Get students to think of
other aspects of tourism where fantasy and
illusion play a significant role, e.g. exotic
resorts and hotels, luxury travel.

O= 11 Disneyland
2 California1955
3 Walt Disney
4 one;k}jrfmdré:themed areas, appeal to whole family, pay- -
admission, greenfield location, high standards of serviceand

reading the text to check answers.

© 4and5canbediscussed in open class, &in pairs.

cleanliness
21F 2F 3T 4F 57T |
3 sited away from cities and hidden behind fencesor barriers
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B8 Additional activity

(weaker students)

Get students to choose other words
from the article, and write a new gapped
sentence exercise for their partnerto
complete.

% Tip
Analysing listening scripts
The listening scripts can be usedina

number of ways for extra:work and analysis:

@ ldentifying and reinforcing target
function

@ |dentifying other functions

@ Word-building (e.g. noun - adjective -
verb.conversions)

@ Targeted gap-fills (e.g.remove all
prepositions)

Vocabulary
Words in context

Refer back to the work done in Unit 4 on deducing meaning from context.

Students work in pairsonTand 2.

Or 11b 2d 33 4e 5¢ 6h 7 8¢
21 site. 4 spotless 7 thrill
2 fundamentai 5 barrier 8 givenriset
6 overcome ‘

=]
Top margin
After students read the story about the Maryland roller coaster, ask them if
they know of any similar events that have happened.

Discuss other risks in theme parks and built attractions in general:

Listening

Theme park planning

Get students to predict what Dr Searle is going tosayin 1.

You may want to pre-teach some of the vocabulary (e.g. feasibility study).

G2 Play the recording right through for 2 and 3. Pairs can check answers
after each listening.

Cw= 31 location

2 through a feasibility study

3 local people who might come to the theme park
itors come by car
is attractive for other uses
ive land makes theme parks look more attractive
tary = things that work well with the them
s popularity (e.g. good climate, natural bea
things that compete with theme park’s p

Language spot
‘Signposting’ a talk

@ Students work inpairstoanalyse the language and check answers.

@ (¢ Students must listen carefully to identify the phrases used asthey do

not appear in the same order.

4E 5M 6 M 7TM 8B 9E
3B 14F




ed Additional activity

(alllevels)

Ask students to draw up alist of five
tourism-related presents for different
occasions and for different people. Then
they show them to other students and
choose their favourite. Discuss how you
could promote it.

Built attractions 43

Top margin
Ask if students have ever received a tourism-related gift.
Would they like the present that Ben got? Why/ why not?

What is their idea of a perfect tourism-related present?

Pronunciation

Remind students of the importance of pausing: Stress the special value this
has at the beginning of a public presentation when the speaker is most
Nervous.

¢ For1,play the extract and let students mark the pauses and the stressed
word in each phrase. Discuss and then give the answers:

Students do 2 in pairs or groups. Seek possible answers. Then play the
recording and check.

O-rr 1 1 Wha‘c I'd like to doLdaw is talk abnut them park
. 7 Igd_ay/lmgomgtotalkaboutthemeparks \ -
3 l'vedivided my talk / into three parts o/
 andrides .
4 Let's begin, then,/ with locatmn . \
B 1 I'llbeglad toanswer anyguestmn /atthe end\af my talk
2 That brings me to my next point / which es cho 0 §Mg your theme
3 So/let’stakealook at location \
4 My third point / deals with rides and at’crad:xons
5 lastofall,/ we mustn’t forge‘t / ndes and attractions
6 In conclusion,/ Id like to say that theme parks / are one of the
fastest growing areas of tourism / in the world

Speaking
Presenting a new theme park
If possible, bring in (or get students to bring in) publicity leaflets and maps

on any theme parks that you / they have visited. Set this, plus the suggested
internet search, for homework before you do Speaking.

Follow the stages through carefully, getting students to keep notes and
delegate roles as necessary.

Make sure all the group members keep notes as they'll be working
separately from their original group in the final stage.

For stage 4, re-group the students in fours or fives, making sure everyone -
comes from a different original group. Make sure they allread throughthe
assessment sheet before the presentatioris begin.
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% Tip

Using Where in the world?

For each of the Where in the world sections,
get students to devise a holiday / tour:
Who would they try to attract?

What would they include in the tour?

How would they market and promote it?

kd Additional activity

{all levels)

Get students in groups to select another
attraction to be considered for World
Heritage Status. They have to put together
a justification for their proposal. Other
students can vote on the best proposal.

(]

@

@

°
Top margin
Have students been to any of the attractions in the list?

Discuss what makes an attraction ‘popular’and how it can be measured
{e.g.how do you measure the number of people who visit Times Square or
Trafalgar Square?).

What type of attractions are the ones in the list?

Where in the world?

Studentslook at the picturesand try to answer the questionsin 1.
2 and 3 can be checked in pairs.

4 can be discussed in class. You can find the answer to 4 by looking at the
UNESCO website.

O= 1 1 Gao Mali Africa
2 17 metres high
3 mud '
4 over 500 years (i.e. late fifteenth century)

Listening
How do you define a built attraction?

Get students to look at the photos and say whether they are built
attractions.

Write some of the definitions produced in 2 on the board. The class can
agree onthe best one.

¢ Play the interview. You will probably need to pause the recording so that
students can write the definition at 4 question 1.

Pairs check and discuss answers to 4 and 5. Note that the criteria will be
exploredinReading onp.74.

In 6, you could get the studentstodictate their definitions to each other.

Or 41 %o ilities created specifically togiveen ;oyment
educatlpn andentertainment

3 leaves out alot of built attractions
4 allofthem ‘

Find out

Get students to predictthe answer to 1before they carry out their research.

Students will need to access the UNESCO website for 2 and their local and
national tourist offices for 3.

Students share their findings in class.




== Additional activity

(stronger students)

A speaker is coming to open a newly
opened or restored attraction in your
town. Write the email you would send
briefing the speaker on what is going to
happen.

% Tip
Attraction of the week
Get students to vote ontheirfavourite built

attractions:onelocal and oneinternational.

Have a weekly display of each of the top
ten winners, with different students
designated to produce the display.
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Tourism manager
Managing the presenter

Discuss the general needs of the three speaker types (colleague, boss, big-
name guest speaker) before looking at the pieces of advice.

Students read and discuss the advice in pairs, adding and modifying as they
think necessary.

Reading
Recognizing built attractions

For weaker students, pre-teach (or check) any vocabulary you think
necessary.

In1, give one of the criteria as an example and get students to brainstorm
the others (without looking at the text). Give prompts if necessary, e.g.
accessibility, safety, facilities, information, cost.

Students work in groups for 2and 3.

Speaking
Criteria for local built attractions

Allow team roles to develop naturally, e.g. a leader may emerge, but ensure
everyone contributes.

Encourage use of the turn-taking language from Unit 7.

Groups need to come up with a definite order to show other groups.

riting
Researching local built attractions
Students should gather information in English as far as possible.

Make sure the report they write addresses all the criteria and that clear
recommendations are made.

Checklist, Key words, Connections

See suggestions on p.5. Remind students about transferring vocabulary into
their Personal Learning Dictionaries.
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Background

Avillage festival, an agricultural show, a teachers’
conference, or the Olympic Games - big or small, local
or international, all of these are events, a growing and
important area of tourism. Events share two defining
characteristics

# they occur infrequently —the Olympic Games is once
every four years, village festivals once a year—or even
onlyonce (called a ‘one-off’ event)

@ they are a chance for people to enjoy their leisure time
or for business people to meet.

Events management is the process of planning,
organizing, coordinating, directing, and evaluating an
event in order to see how it went, and to determine to
what extent its objectives have been met. Event objectives
vary greatly. Public sector events often seek toraise
awareness of a city or region that does not have a very
high tourist profile. Such events do not generally attempt
tomake a profit. In contrast, private sector events mostly
seek a profit. An exception to this is a product launch,
where a company makes a first public presentation of
anew product. This can be done at a trade fair, at the
company’s headquarters, or in a specially rented space.

Effective planning is vital to the success of any event, and
can include any or all of the following

= creating an organizing committee

2-determining the event's objectives

z deciding onavenue

» elaborating timescales (the sequence of activities and
processes leading up to and occurring during the event
itself)

2 setting deadlines

= elaborating budgets

@ evaluating the success of the event.

)

W

i

Most events are staticand take placein a city orin
prepared space in the country. Some events, such as rock
or pop concerts, will move from one place to another. This
is often referred to as a roadshow.

Inthe business world, MICE (Meetings, Incentive tours,
Conferences, Exhibitions) provide events organizers
with a constant supply of work. In the tourism industry,
familiarization trips (fam trips) are used to allow tour
operators and travel agents to get to know different
destinations that they might later promote or sell.

Take off

o Students discuss the questions and the photos in pairs or small groups. Get
students to give their reasons for 2 and 3. Check if any of the students have
ever attended or worked at events like these.

bd Additional activity
(all levels)
Get students to think of different words

Listening
Careers in events management

used to describe other simple adjectives e For1,get pairs to report back and put their ideas on the board in two

{e.g.good, bad, nice, cheap, expensive), and
the contexts and collocations they are
used with.

colurns (events and skills). This will help you to check vocabulary that
occurs in Listening.

e G Students check answers in pairsto 2 and 3 then report back to the class.
Note that the words used to describe ‘small’ and ‘big’ are not direct
synonyms there are subtle differences related to context and collocation.

O= 2 Events: p
rural

féétz\ga s,y =1Ls,
customized tours, incentive tours: fam trips, World Cup football

launch, training seminar, Olympic Games, F

Is,weddings, trade fairs, conferences, sports events,

Skills: planning, project managing, promotion, finance and
budgeting, humanresource management, trouble-shooting,
thinking onyour feet, fire-fighting, teamwork

i




% Tip

Acronyms

All professions and ESP specialisms use
jargon and acronyms. Keep an ongoing list
of ones used in tourism and use them from
time to time for revision or testing.Here are
some to start you off: TIC, MICE, DMC, SWOT,
LCC, TVP VIP,CEO.

Answers

TIC = tourist information centre

MICE = meetings, incentive tours,
conferences, exhibitions

DMC = destination management company

SWOT = strengths, weaknesses,
opportunities, threats

LCC = low-=cost carrier

TVP =top visual priority (used in guiding)

VIP = very important person

CEO = chief executive officer

Ed Additional activity
(stronger students)

Use the information in Marc’s email to
write ajob description like the one used
for hotel front office managerin Unit4
p.32.
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31 smal! 'rque intimate, low-key, little
big: huge massive, grand mega

management

Language spot
Explaining and defining

Students work in pairs through 1-4, checkirg in class after each one. For
4, get students to look back through the end-of-unit Key words lists for
technical words. This will give some useful revision.

Do one exarnple of a technical word in class (e.g. inventory from Unit 5) and
produce as many explaining / defining sentences as possible.

O-w 2 1 famtrips
. 2 fire-fighting

3 destmatlon managemem: company
4 work experience

Tourism manager
It’s all about teamwork

Ask students to guess what the letters of TEAMWORK might stand for
before looking at the text. Do the other acronyms in pairs and check.

See if students can think of other acronyms, e.g. for the letters of TOURISM
or MANAGER.

C= FAMOUS = feasible, agreed, meaningful, organized, united, supported
SMART = speaﬁc measurable, appropriate, realistic, timed
PPPPP = proper planning promotes perfect performance
KISS = keep it short and simple

Top margin

Get students to discuss the quote. Are there other areas of the tourism
industry where expecting the unexpected is important?

Reading
The job of events organizer
Groups brainstorm ideas for 1and then put them on the board.

Students read the job description to see if any of their ideas are included
and to answer 2. Some suggestlons for 3 will be givenin Vocabulary.

3 The ca’terers couldn’t come Marc contacted various oth
catering compames andfoundone that could come at sho
notice.
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== Additional activity

(weaker students) )
Students produce a dictionary-style
definition (including stress mark and
phonetic script if you want) and then
checkin an English~English dictionary to
compare.

# Tip

Pyramid discussions

Activities like the one in Speaking are a good
way of (a) getting students to build up an
argument through the support of their
colleagues and (b) integrating functional
language (e.g. opinions, agreeing,
disagreeing, interrupting, turn-taking, and
soon).

=d Additional activity
(all levels)

Choose another country and give out
some facts about it. See if students can
identify it. Students can then think of
countries of their own and get other
students to guess.

Top margin

@ Youcould ask students to guess what (and how much) they think is

consumed at Wimbledon before looking at the data. Then ask them tofind
out similar facts for events in their country.

Vocabulary
Collocations and compounds

Students work in pairs or groups. Note t