Market Leader (Intermediate)
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Home Task   -  exercises  A,B,C
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‘Flying? I've been to almost as many places as my lugdage.’
Bob Hope (1903-2003), American humourist
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ARTING UP “ Discuss these questions with a partner.

14

1 How often do you travel by air, rail, road and sea?
2 Do you enjoy travelling? What don’t you enjoy about it?
3 Put the following in order of importance to you when you travel.

comfort safety price reliability speed

Does the order of priorities change for different types of travel?

Choose the correct words from the box to complete the following list of
things which irritate people when flying.

[cabin cancellations checks food jet |
luggage queues room seats trolleys

1 notenough leg. 6 overbooking of

2 lost or delayed 7 flight delays and

3 long at check-in 8 tiredness and lag

4 poor quality. and drink 9 delays for security

5 nobaggage available 10 oversized hand luggage in the

<) cp1.7 Listen to three people talking about their travel experiences.
Tick the problems in Exercise B that they mention.

Which of the things in Exercise B irritate you most? Which irritate you least?
Discuss your ideas with a different partner.
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VOCABULARY “ Match the words and phrases which have the same meaning. For each pair,

British and decide which is British English and which is American English.
American 1 subway a) line
English 2 ity centre b) lift
3 carry-on baggage ¢) public toilet
4 oneway d) schedule
5 return e) economy class
6 freeway f) single
7 restroom g) first floor
8 elevator h) bill
9 coach class i) booking
10 timetable j) round trip
11 car park k) downtown
12 queue 1) motorway
13 check m) underground
14 reservation n) hand luggage
15 ground floor 0) parking lot

B Work in pairs. Use the American English words or phrases from Exercise A
to complete this text.

My last overseas business trip was a nightmare from start to finish. First of all, there
was a delay on the way to the airport, as there was an accident on (he‘fre_ewny '.When|
got there, | found the lower level of the airport ? was flooded. Next, my
was too big and heavy, so | had to check it in. When we arrived, the
..... “ was closed, and there were no cabs at all. After a long time trying to figure out

the * and waiting in “for 40 minutes, we finally got a bus
and found the hotel. Then there was a problem with our room “ and, would you
believe it, the ” wasn't working, and our rooms were on the fifth floor.
See the DVD-ROM
i-Gl . : .
el hosary @ <) co1s Listen to the recording and check your answers to Exercise B.
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“ 4)cp1.9 Listen to Sholto Smith, Area Sales Director for Hyatt Hotels, talking
Hyatt Hotels about how the company meets the needs of business travellers. Listen to

the first part and tick which of the following he mentions.

Location of hotels Good links with Close to the airport
underground networks

Totally non-smoking Good restaurant Close to client’s of fice

Technology Internet Business centre

Swimming pool Translation services Free transport to hotel

B #) Cp1.10 Listen to the second part and complete the notes on the ways
hotels are adding value to their guests’ stay.

Sholto Smith

Oy R * on a daily basis
o Membership tothe............ ............ ’

* Newpgers

o Transportation to and from the..

* Ashuttle service to:

«) Cp1.11 Listen to the third part and summarise the future developments in
the business travel market that Sholto mentions.

Watch the

i denon Q m In groups, discuss what is important for you when staying in a hotel, for
the DVD-ROM. .
either work or pleasure.

What factors do you consider when choosing an airline?

What business
travellers want a

Work in pairs. Complete the table below for your article. (You may not be
able to answer every point.)

Student A: Read the article on page 17.
Student B: Read the article on page 134.

Edmond Moutran John Cox
job Chairman of Memac

Ogilvy & Mather
nationality British

travel destinations
amount of air travel
choice of class
choice of airline
likes

dislikes

travel to airport
hotel requirements
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R/D/T Yeah. True.

€ My feeling, too, is we may need to increase the range of our products
and stretch our brand, put it on other products - the right products,
of course, ones that fit with our brand image. We certainly need
some new thinking if we're going to succeed in Europe. And our
consultants, European Marketing, will have plenty of advice for us,
I've no doubt.

UNIT 2 TRAVEL

CD1TRACK 7

1 What] really don'tlike is the way airlinestreat people on the plane.
‘There are far too many seats on most planes, so there’s not enough
legroom, and I'm not even particularly tall! I always try and get the
seats near the emergency exit for that reason ~ you get much more
room. Also, the poor-quality food and drink you get on airlines
annoys me. It’sall so processed and packaged, I just can’t catiit. I
prefer trains!

2 Llike flying, but Ireally don't enjoy being atairports. Things like long
queues at check-in irritate me. Also, when I have a lot of luggageand
there are no baggage trolleys around, it’s really inconvenient. What's
even more frustratingis when I do find a trolley and then see that the
departureboard is full of flight delays and cancellations.

3 Imustbereallyunluckybecause it seems I'm always a victim of lost
or delayed luggage. It usually turns up, but never with an apology.

I don't like the attitude of the airlines, and I'm sorry, they're all the
same. They seem to treat passengers like just another piece of luggage
to be moved around the world. They seem to forget that we're
people. For example, they overbook seats and just expect people to
be able to get the next flight if their flight is full. What I really hate,
though, is jet lag. It's a big problem for me, as I travel a lot to the Far
East on business.

CD1TRACK 8
My last overseas business trip was a nightmare from start to finish.
Firstof all, there was a delay on the wayto the airport, as there was
anaccident on the freeway. When 1 got there, I found the lower level
of the airport parking lot was flooded. Next, my carry-on baggage
was too big and heavy, so I had to check it in. When we arrived, the
subway was closed, and there were no cabs at all. Aftera long time
trying to figure out the schedule and waiting in line for 40 minutes,
we finally got a bus downtown and found the hotel. Then there was
a problem with our room reservation and, would you believe it, the
elevator wasn't working, and our rooms were on the fifth floor.

CD1TRACK 9 (I = INTERVIEWER, SS = SHOLTO SMITH)

I Whatare the main needs of business travellers, and how do your
hotels meet them?

SS Akeypoint would be the location of our hotels, um, good links with
um subway underground networks, close to the airport, um, and
obviously close to an office that the guest would be workingin while
they're staying in the hotel. Um, technology is also a key feature, and
nowadaysit's expected because obviously people have, um, great
technology at home and therefore ifit’s also available in a hotel, that's
also, um, a key feature. Um, Internet, a business centre, um, obviously
translation services and that kind of facility is also, is paramount, and
guests also expect an area where they can, er, go to a gymnasium,
they can exercise, um, and also that kind of thing. These would be the
key features.

CDl"’(ACK 10 (I = INTERVIEWER, SS = SHOLTO SMITH)
And how have rising travel costs affected the hotel business?

ss Er, they have affected business, butit's made the hotels more savvy
in that they are being more competitive and looksng at ways of
adding value tothe guests’ stay,and that can take in anything from,
um, including breakfast, um, on a daily basis, membershipto, to the
health club, er, including newspapers or possibly looking at, um, you
know, transportation to and from the airport, a shuttle service to the
local department store ora shuttle service to the offices in which
the client, um, works in, um and that kind of, that value-add benefit,
as opposed to just directly dropping the rate, which really doesn’t
benefit either party.

(CD1TRACK 11 (I = INTERVIEWER, SS = SHOLTO SMITH)

1 Whatfuture developments do you foresee in the business travel
market?

SS Future developments in the business travel market?

AUDIO SCRIPTS

Ithink ... technology is still a hot topic as is, um, the obviously
environmental policies because that really is, um, is obviously still a
buzzword, so to speak. We went through, um, healthy eating, we've
gone through gymnasiums in hotels and the like, and now really
there’s such a huge focus on, um, on the likes of the environment - so
whether it be water conservation, low-energy lighting in bedrooms,
um, and the likes thereof, that, that kind of thing. Urn, but obviously
it'shigh-speed Internet, it's television on demand, it's, um, lower-cost
telephone calls from the rooms, because obviously people now travel
with BlackBerry and with mobile phones, so they're not actually
having to use hotel telephone services - um, and these are the ways
forward for hotels.

CD1TRACK 12 (R =RECEPTIONIST, N = JENNIFER NORTH,
CV = CRISTINA VERDI)

R Good morning, The Fashion House. How can I help you?

This is Jennif er North here. Could you put me through to extension

4891, please?

Certainly. Putting you through now.

Hello, Cristina Verdi speaking.

Hello, Cristina. It’s Jennifer North from Madison in New York.

Hi, Jennifer, how are things?

Fine, thanks. I'm calling because I'll be in London next week and I'd

like to make an appointment to see you. I want to tell you about our

new collection.

CV Great. What day would suit you? I'm fairly free next week, I think.

IN How about Wednesday? In the afternoon? Could you make it then?

CV Let melook now. Er, let me check the diary. Yes, that'dbe no
problem atall. Whatabout two o'clock? Isthat OK?

IN' Perfect. Thanks very much. Itli be great to see you again. We'll have
plenty to talk about.

CV That'sforsure. See you next week, then.

IN Right.Bye.

CV Byethen.

EPE PR

CD1TRACK 13 (R =RECEPTIONIST, JN =JENNIFER NORTH)

R Good morning, The Fashion House. How may I help you?

IN' I'dlike to speak to Cristina Verdi, extension 4891, please.

R Thank you. Who'scalling, please?

N It's Jennifer North from Madison.

R Thankyou. 'm putting youthrough .. Hello, I'm afraid she’s
engaged at the moment. Will you hold or can I put you through to
her voicemail?

N Um, would you be able to take a message for me, please? I'min a bit
ofa hurry.

R Yes,certainly.

IN Thethingis, Ishould be meeting Ms Verdiat 2 p.m, but something’s

come up. My phine was delayed, and I've gotto reschedule my

appointments. If possible, 1d like to meet her tomorrow, preferably in the
moning. Could she call me back here at the hotel, please, to confim?

Certainly, what's the number?

N 1t's020 7855 3814, and I'm in Room 611. I'll be leaving the hotel
soon, 50 if she can’t call me back within the next halfan hour, I'll call
her again this morning. Is that OK?

R Right,I've got that. I'll make sure she gets the message.

N “Thanks for your help. Goodbye.

R Thankyou Goodbye.

UNIT 3 CHANGE

(D‘l TRACK 14 (I = INTERVIEWER, AD = ANNE DEERING)

How do you advise businesses which are planningto change?

m ‘The twoimportant things to take into account when advising
businesses s, first of all help them understand what does success look
like - whataare they going to change, how are they going to measure
that change, and how will they know they've been successful?

And1 think the second key point is to make sure people are fully
engaged in the change, that they feel this is something they are doing
for themselves and not something which is being done to them.

CD1TRACK 15 (I = INTERVIEWER, AD = ANNE DEERING)

I Whatare the typical problems that businesses face when they're
going through change?

AD Change isa very difficult process. Thereare manyproblems, but I
would say the two, perhaps most important, onesare, first of all, what
we think of as change fatigue. Organisations have often faced wave
after wave of change, programme after programme. Organisations
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