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@ Answer these questions individuatly. Then compare your answers with a
partner.

r How often do you travel by air, rail, road and sea?

2 What do you enjoy about travelling? What don't you enjoy?

3 Put the following in order of importance to you when you travel.

comfort safety price reliability

4 Does the order change for different types oftravel?

@ Choose the correct word from the box to complete the foltowing list ofthings
which irritate people when flying.

seats trolleys queues luggage
room canceltations food jet

O Q z.f Listen to three people tatking about their traveI experiences. Tick the
problems in Exercise B that they mention.

- \ , .
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@ Which ofthe things in Exercise B irritate you most? Which irritate you least?

speed

1 n0t enough leg . . . . . . . . . . . . . . . . .

2 lost or delayed

3 long . . . . . . . . . . . . . . . . .  at  check- in

4 poor qual i ty. . . . . . . . . . . . . . . . .  and dr ink

no baggage . . . . . . . . . . . . . . . . .  avai lable
nwarhnnlz inc nf

f l i o h t  r l p l e v c  a n . l

l ^ ^
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Discuss your ideas with a partner.
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American Engtish

@ tvtatch the words and phrases below which have the same meaning. For each
oair decide which is British
r subway
2 city centre

3 carry-on oaggage

4 One way

5 rerurn
6 freeway

7 rest room

I eLevator

9 coach class
10 timetable
11 Car parK

English and which is American English.
a) motorway
b) lift
c)  publ ic to i let
d) schedute
e) economy class
f)  s ingte
g) parking lot
h) underground
i) hand Luggage

i)  round tr ip
.  - \ . ,k) downtown ) Vorobuhr.t lile page 172
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@ Work in pairs, Use words or phrases in American Engtish from Exercise A to
complete the text below.

My last overseas business trip was a nightmare from start to finish. First of all
there was a delây on the way to the airport as there was an accident on the
. . f f? .L1.1. . . . . ' .wnen I  got  there I  found the lower levetof  the a i rpor t . . . . . . . . . . . . . . . . .  '

was f looded.  Next  my. . . . . . . . . . . . . . . . .  3  was too b ig and heavy so I  had to check i t  in .
When we anived the . . . . . . . . . . . . . . . . . 4 was closed and there were no cabs at all. After
a [ong t ime t ry ing to read the . . . . . . . . . . . . . . . .  5  and wai t ing for  for ty  minutes,  we f ina[ [y
got  a bus. . . . . . . . . . . . . . . . .6  and found the hote l ,  but  the /  wâsn' t  work ing
and our rooms were on the fifth floor.

O Oz.z Listen to the recording and check your answers.



A business
trave[[ert
priorities

lz  Travel

  Stephanie Taylor

6 Oz.e Stephanie Taylor is a businesswoman who travels regularly as part of
her iob. Listen to the first part ofthe interview and choose the three
priorities she mentions ftom the list below.
. Good organisation . Easybooking . Regular transport
o Balancing cost with comfort . Being patient . Airline food

O Why does Stephanie think lt ls still important for businesspeople to travel
regularly?

@ OZ.+ Listen to the second part of the interview and list the best and worst
travel experiences that Stephanle describes,
Best I .,.........,........... Worst:

@ In pairs discuss what developments you expect to see in future business
travel.

@ QZ.s Listen to what Stephanie says about future business travel and
complete her prediction below.
Perhaps, particularly in the area of............. ', I think hotels will need to
improve ............. 'in general, There are some very good hotels atready, but I
think more hotets will provide ............. 3 for businesspeople .., perhaps some
............. 4 facitities for

6 peopte drinking alcohol

7 poor air quality

I noisy passengers

9 not being able to smoke
ro not enough cabin crew

I!!!@| @ Answer these questions before you read the article.

Aif fage I 
1 What was your worst experience when travetling by air?

I z Why do some people get angry when they are travetling on a plane?

) Vocabutary file page 773

@ Now read the article. Which of these statements are true about the article?
Correct the false ones.
I People in groups are more likely to behave badly on planes.
z Drink is often the cause of problems on board.

3 Airlines can do little to improve air quality.

4 Travellers are using new technology to express their dissatisfaction with
airlines.

5 Airlines have taken no action to address travellers'concerns.

@ Wtricn oftne following reasons are given for alr rage in the article?
l poor service
z flights not leaving on time

3 poor quality of food

4 too many passengers on a plane

5 not feeting safe

@ Which ot tne following words from the article have a negative meaning? Use
a good dictlonary to help you.
rage misbehaviour
concern
irritability
disruptive

narm
disorientation
0angerouS

quality

opt imum
complaints
dissatisfactio

frustration
valuable
criticise
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Road ragers in the sky
By Derek Brcwn from an interminable delay in

takeoff, when passengers were
10 cooped up in their aircraft on the

tarmac for four hours. without food,
drink or information. Mass unrest is
less common than individual
misbehaviour, as in the case of the

t5 convict who recently went crazy on
a flight. altacked rhe crew and rried
to open a door in mid-flight.

The psychology of air rage is a
new area of study, and there are

z0 almost as many explanations as
examples. Most analysts of the
phenomenon blame alcohol, but
many people now think that the
airl ines are at fault. To cut cost:.

2s they are cramming ever more
passengers into their aircraft, while
reducing cabin crew. training and
quality of seryice, all of which
increase passenger frustration. In

eo addition, there is increasing concem
in the US about another cost-cutting
ererc ise .  wh ich  cou ld  ser ious ly
harm passengers' health: cabin
ventilation.

3s Modern aircralt are equipped
with sophisticated air conditioning
devices - but running them at
optimum capacity burns up
valuable aviation fuel. Many

40 airl ines roulinely instruct their
fl ight crews to run the systems on
minimum settings. Campaigners for
improved a i r  qua l i ry  c la im rhar  rh is

can lead to iritability and
as disorientation.

In the US, the soaring number of
passenger complaints across a wide
range of issues is reflected in a
number of new Intemet sites whicrr

s0 criticise the airlines and demand
better seNice. One of the sites is
demand ing  an  a i r  passengers  B i l l
of Rights.

Cabin and flight crews, who are
ss in the front line of the battle against

disruptive ând dangerous in-fl ighl
behaviour, have called for sri[[er
penalties againsr the offenders.
Management have also called

60 for legislarion while denying rhat
its cost-cutting practices havc
conlributed to rhe problem. But
lhere are some signs. in the US at
least, that the airl ines are at last

65 atlempring to respond to customer
d  issa t is fac t ion .  Some major  l ines
have announced concessions to the
most frequent complaint of all, and
are removing seals lo make more

?0 room for their customels.

From The Guardian
Airlines and their long-suffering
customers are reporting a steep
climb in air rage incidents. Some
incidents are apparently caused by

5 problems which are familiar to
many regular travellers. One case
reported l"rom America stemmed

RAC/I.16 oR
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Talking about

l2  Travet

We can use different languâge forms to talk about the future'

I we \se going to to talk about what we intend to do and have already

decided to do. We're goirrg to attend the seminar in France next week

Are you going to book the tickets for the flight?

2 we use ual/ or '/l to talk something we have decided to do at the

time of speaking: The ltight's late. I'll call the office to cancel the meeting'

t We use the present continuous to talk about a fixed arrangement'

fm ftavelling ro GermanY next week.
Are you flying on the same flight as your boss?

4 We use the present simple to talk about a ûmetable or programme'

The train leartes Rome at 2 p.m. tom7rrow. lt doesn't stop at MilaTL
page 150

l 'm really sorry | can't take you to the station. Something has iust come up'

Oh, don't worry. I ..........'... (take) a taxi.

We've chosen a name for our new low-cost airline.

Reatty. What .............. (you / catD it?

Have you decided how to increase the number of passengers?

Yes, we ..........,... (offer) a famity discount at weekends.

I can't send an e-mailto the travelagent; my computer's just crashed'

Write down your details and | .........'...' (fax) them over for you'

How's your daughter?

She's fine. She .............. (tearn) to be a pitot for the flying doctor service
next vear!

3
4
5
6

@ Complete each dialogue with the correct form ofgoîng to or will'

1 A
B

2 A
B

3 A
B

4 A
B

5 A
B

@ Use the present continuous or the Present simple to comPlete the sentences
below.
I

2

3
4
5

His llight anives I is arriving at g o'ctock tomorrow morning.

We're staying I stay at the Hitton Hotel for next montht sales conference'

The next seminar is beginning I begins aI3 p,m,

I travel I om travelling by Train from Paristo London nexttime'

The boat is deporting I deports ar midday so you have the whole morning to
get ready.
The delegation from China are see ing I see The Chairman the foltowing
Mondav.

ô Work in pairs. Take turns to complete the sentences below' Use going to,
- 

m'll, the present continuous or the present simple.

1

2

I'm sorry | can't attend the sates meetlng tomorrow. .,....""""

The marketing department have decided on their travel plans for the next

month. . . . . . . . . . . . . . .

The trains are delayed because of bad weather, so ,...""""" '

Don't worry ifyou can't drive me to the airport' ..'........... .

I've got the details of your flight to Turkey. ...."........ '

Oh no!There's been an accident and the traffic is very heavy on the

motorway. ..............

7 Did I give you the departure time? lt

I  I 've made up my mind, . . . . . ' . . . . . . . .  .



Making
arrangements on

the telephone

Maria

Phi l ippa

Mar ia

. . . . . . . . . . . . . . ,?  I 'm fa i r ly  f ree next
week,  l th ink.

3? In the afternoon? Could
a then?

2 Student B is on a business trip to Sydney,
Australia and wants to stay an extra day.
Telephone the Qantas airline office. Talk
to the representative, Student A, to
arrange a different ftight.

Statingyour purpose
I 'm cal l ing about . . .
The reason I 'm cal l ing is. . .

Making arrangements
Coutd we meet on Monday at
1O.3O?
How / What about April loth?
ls  11.15 convenient  /  0K?

Changing arrangements
I'm afraid I can't come on Friday.
We've got an appointment for
11.oo, but l 'm afraid something's
come up.
Could we fix another time?
I  can ' t  make i t  on . . .

Responding
That's fine / 0K for me.
Sorry, I can't make it then.
No probLem.

Ctosing
Good.  So,  I ' l lsee you on the 8th.
Thank you. Goodbye.
Right .  /  0K then.
That's great, l ' l l see you ...

2 Travel I

@ Ç) zs,z.t Philippa Knight, sales Director at The Fashion Group in New
York, makes two telephone ca[[s to Maria Bonetti, a fashion buye] in London.
Listen and note: a) the purpose of each call and b) the result.

O Q t.u Listen to the first call again and complete the extract below.
Phitippa I'm calling because I'l l be in London next week and

. . . . . . . . . . . . . .  '  to  see you.  I  want  to  te l lyou
about our new cotLection.

O [) z.t Listen to the second call again and complete the extract below.

It 's

Receptionist Thank you. I'm putting you through. Hetlo, I'm afraid she's engaged
at  the moment .  or  can I  take a

Phi l ippa
message?
l'lt leave a message, please. The thing is, I shoutd be meeting Ms
Bonet t i  a t  2  p.m,  . . . . . . . . . . . . . .  .  Mv p lane
was delayed, and l've got to reschedule my appointments. lf
nôççihlp )

tomorrow.  in  the morning.  . . . . . . . . . . . . . .
here at the hoteL, please?

Receptionist
Phi t ippa

Certainly. What's the numbel please?

@ Role play these two telephone situations.

1 Student A is a company emptoyee who
has arranged to meet Student B, a
colleague from one of your subsidiaries.
Explain that you cannot keep the
appointment, and give a reason.
Suggest an alternative day.

Usefut language I
Answering the phone
Hel lo,  Er ik Halse speaking.
Good morning, Madison Ltd.

Making contact
I 'd l ike to speak to Anna
Ç r h i l l i n o  n l p : < a

Could I  have the sales
department,  please?

ldentifying yoursetf
This is / My name's Marta
Blanco.
Marta BLanco spea king.

Great.  What . . . . . . . . . . . . . .
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Background
I(ION is a coulputcr softrriu-e compatrv birsed iu

Los Angeles, USA. Tlrt tr latlag-cr t lf i ts corlpztrl l

tra|el se|r' ice is Drakinu at t-angetrlcl lts tor sonle

scnior managet-s to attend a seurinar it l  Ft-atlce.

Tl.re serrinurt' starr-ts otr FriclavJrrlr '  5th arl<l cucls

on Srrnclar'.Julr 7th. It r l i l l  i ttclrtdc rtreetings trr

cliscnss rl 'ork pt oblettts irud e\ccll l i le galncs 1o

encolu-age teamrvotk. Ttris is itupot-tntlt becaust:

thc participiurts at-e of differertt nirt ioualit ics. fhe

particip;rnts \r ' i l l  c\Pect to rvol-k hat-cl, Lhetl r-elax,

enjov the ameuities of the hotcl, explotc the

surr-ounrliug arca aucl have a t-eallv goocl t ittre.

T l r c  \ l l r r r : r g , r ' r  o f  I ( i t  ) \ ' s  l t i l \ (  l  s e l \ i (  (  \ \ r r l r l s  l L ,

book n hotel rvlt ich is botlt stl l ish arld I 'alrte

tor ntono\'.

Stage r
I l t r  \ l : t r . r q e t  , r l  I ( i ( t \ ' : t t : t r c l  . r t r i , ,

l thones the ,\ccot urt Nlatragct fot-Col-l)olt lte

Tlavcl at Uuivclsll Ail l ines. He ltsks

Uliver-sal t() proposc three hotcls it l  Fratlct '

for- thc semitutt. ' l  he At <:ottttt \ ' Itrt l leet- ol

Oot-por-ntt: Tt-irlel asks fot- ttt<tt r: details irbortt

the sctninirr lttd its palticipatrts. NIauager,

ICON's trir lel sct\ice: ttttn to p:rgt: l '10.

,\ccor.rnt NIirr. ager, l- lnivet-sal Airl ines: ttrrl l

to  pagc  147.

Rcird lour infot-matioll f i les. Then t-olc

pllv thc telephone corr\ 'crsatiotr rttr. l

ar-t-iurge to lneet oll( l daY thc fbllorvirr!: $'eek.

Stage z
Thc Manage r of ICON's tr-ave I servicc has tcr

changc the clatc of the rneetil lg. Reacl vottr '

inlblmatiort f i les ancl role plir l the

telephone call. \ lzruager, ICON's lralel

service: t lu n to pagc' l '12.

Accotnt N{iruager-, Uuir ersirl Ait-l i tr<ls: tut-lt

to paue 11!).

You are either:
Manager, lC0N's traveI service
or
Account Manager for corporate Travel, Universal
Ai r l in  es
You should keep these roles throughout the
case study,



2 Trave! i

18th century castle; 35 rooms
ln the countryside. Bordeaux - 30 km; airport - 2b km;
railway sÎôtion - 20km

French cuisine. Excellent vegetarian Tood.
€200 per room per night. Cost of rnea s per day: €bO
Group discount: 20%

1 large roorr. 3 snall ,oon-s. Basrc equtprnenl.
Swimming pool, Gym, Bar

Disabled facii i t les on the ground Tloor only. No smoking
Free visits 1o a nightclub (Sat evening).

Hote l  Mar ine
Descr ip t ion :

L O C a t O n :

Restau rant:

Pr ice :

Conïerence fac i l i t i es :

Other  fac i l i t i es :

Modern  ho te i  (bu i l t  in  1992) j  120 rooms
n Bordeaux city centre in a large pedestrian zone. Airport

-  1 5  k m ;  r a i l w a y s t a t i o n - T 5 k m ;  h o t e  s h u t t e b u s t o a n d
from the airport

French and ltalian cuisine. Vegetar an menu availab e.
€220 per room per night. Cost of mea s per dayj €80.
Group d iscount :  10%

arge lool]s,3 5l--tèll rooms. Bas,c eqLipr.tert.
Bar, Satel ite ry Modem point, Air conditioning
No smoking. Dlsab ed facil i t es on all f loors.

* .*  JÊ

Modern hotel; 68 rooms

On the seaTront in the Bay of Arcachon; Bordeaux - 60
km; a rport - 50 km; raiway station - 1.b km
Internationa cuisine. Vegetarian menu availabie
€'150 per room per night. Cost oT meals per day: €80.
No discount for groups

2large rooms, 2 smaller rooms. High-tech equipment.
Bat Sate l ite ry Modem point, Air condit oning
Smoking areas in hotel lounge only. Disabled faci it ies on
ground Iloor only. Outdoor activit ies including golI,

horse riding, wind-surfing, f ishing and boat trips.

Stage 3
The Accorurt Nlauager at Unir,ersal Air.l ines sends
infor-nntiotr abont three possible hotels for-tl.re
scnrinal' to the Manager, ICON's tr-avel service.
Thel are all in Bordeaux, or iu the sur-r-ounding
area. At the neeting thev discrrss the three
pr-oposals and choose one of the hotels for the
scr.ninar. Rolc plat' thc cliscussion.

Writing
As the Accour.rt l, lanager [ot-Corporate Tralel
Unilelsirl Airl ines, u'rite an e rnail to thc
rrran:rger- of the hotel chosen fol the sentinirr.
f lonfirnr the booking, givine cletails of the
number- of participants, arrival urud cleparture
tirnes, meals, equipment zrnd artl othcr special
feqrurelnellts.
- \ , . ,
vr lr,tr l,rp ///t p;lcL- lJ:1


