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Article A

by Jill James

As more carriers open up more routes,
travelling to and around the Middle
East has never been easier.

Edmond Moutran, the 63-year-old
Chairman and  Chief Executive
of Memac Ogilvy & Mather, the
multinational advertising  and
communications company, should
know. The Lebanese execulive
reckons he spends 60% of his
working week in the air. ‘I spend
200 days in Beirut, 40 days in Dubai,
40 days in Bahrain and 25 in the
UK. 1 also spend one week in each
of Cairo, Jordan, Jeddah, Riyadh,
Kuwait, Tunis and Algeria. 1 go to
South Africa once a year, Barcelona
once or twice a year for conferences
and 1 go to Paris four times a year.”

He says his choice of airline is
dictated by convenience, but his
preference is for Middle East Airlines
and its ‘new aircraft and equipment,
and well-trained, fresh and energetic
staff’. His second choice is Gulf
Air, with Emirates third, followed

Counting the ways to bridge the gulf

by British Airways and Air France.
He always travels with his wife,
Liliane, who worked with him
30 until very recently, and prefers to
travel first class. He also uses business
class. He says he will travel economy
“in an emergency’.
He uses airline lounges. ‘I want
35 good chairs, plenty of newspapers and
television. Airlines that spend millions
on décor and have uncomfortable
chairs really need to look at
themselves.’
40 ‘MEA gets me a car to the airport
and they open a special counter for
me as an individual,’ he says. ‘Staff
take your boarding pass, check you in
and walk you through to the lounge.
The airline saves me about an hour of
standing in line. It shows real respect.
You don't really get this extra-
special treatment on other airlines.
With MEA, it's the whole process
50 — that's why I'm so loyal to them."
So what annoys him most about
flying? ‘The auitude of crew and

4

UNIT2 »» TRAVEL

staff sometimes,” he says. 'If they're
tired of their jobs, they should
give it up. | also dislike the casual
attitude of ground staff. Employees
should be trained to cope with

5

customers who have problems.
Mr Moutran says that problems with

0 ground staff are one of the reasons he
hates travelling to the US. ‘No one

. ever has time 1o answer a question
there,” he says. He also doesn't like
the lack of openness shown by airlines

65 when there are problems and delays.

In pairs, share information about the two articles. Compare the attitudes of

the two travellers. Whose point of view is closest to yours?

1 Peak travel happens a)
2 When you check in, b)

3 Frequent-flyer points are  ¢)

4 Anupgradeis d

relax.

Match the sentence halves to complete the definitions of the words in bold.
achange to a better seat or level of service.

aroom in a hotel/airport where people can sit and

acard you must show in order to get on a plane.

all the people who work at an airport, but not the

pilots or cabin crew.

5 Aloungeis e)
6 Aboarding pass is f)

travelling.
7 Ground staffare g)

I don’t always pay a lot of money and | try toavoid......
lot, earn ............ " and usually get an
to the airport. | am met by helpful...

.Thentheytakemetothe............

awarded by airlines to reward customer loyalty.

at times when the largest number of people are

you go to desk at a hotel/airport to say you have arrived.

Complete the text with the phrases from Exercise D.

......". However, | do travel a

..." to first class. The airline gets me a car
“ They takemy.....
7, where | read the newspapers.

..” and help me
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LANGUAGE REVIEW

We can use different language forms to talk about the future.

Talking about

* We use going to to talk about what we intend to do and have already decided to do.
the future

My colleague and | are going to attend our Chairman’s wedding in Seattle next month.
Some airlines are going to increase fuel surcharges this week.

* We use will or "Il to talk about something we have decided to do at the time of
speaking.
The deal’s off. I'll call the travel agent to cancel the flights.

* We use the present continuous to talk about a fixed arrangement.
I’m travelling from Australia to Europe in September.

* We use the present simple to talk about a timetable or programme.
The flight leaves Ho Chi Minh City at 11:30 on Tuesday. It arrivesin Danang at 12:40.

)] Grammar reference page 146

u Complete each dialogue with the correct form of going to or will.

1 A Have you decided where to hold the sales conference?

Bi_ YQSWe...5.. 0000 book the Emory Centre in Atlanta.
2 A Ican'tfind my passport.
B OK, you look in your bag, and I ............ check the back seat of the car.
3 A What are you planning to do in Tokyo?
B We............meet our agent to discuss next year's advertising budget.
4 A I'mafraid the flight's been cancelled.
B Ineed toget there tonight.l............ take the train. | think it leaves at nine.
5 A The Hertz counter is a good place to meet.
Bl 0K 8 wait for you there.

B Choose the correct tense (present continuous or present simple) to complete
the sentences.

1 We stay / are staying at the Ritz for next week's conference.

2 According to the timetable, the coach departs / is departing from Victoria at 8:00,
reaches Lille at 12:30 and arrives in Paris at 13:30.

Excuse me, what time is the conference beginning | does the conference begin?
What do you do / are you doing on Tuesday afternoon?

What time is this train getting | does this train get to Osaka?

o v s ow

Next time, | travel / am travelling to Madrid by train.

In pairs, take turns to complete the sentences below. Use going to, will, the
present continuous or the present simple.

The flight's delayed,so .. ... ...

OK, Pve decided. |.............

Let’s check the timetable. The flight ............

It's OK, Idon’t need a lift. I............

Friday afternoon? I'll just check my diary. I............
There are two flights to Hong Kong on Friday. ........... .

It's all arranged, we...........

® NN s W N e

Next week, .............
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“ ) Cp1.12, 1.13 Jennifer North, Sales Director at Madison in New York, makes

Telephoning: two telephone calls to Cristina Verdi, a fashion buyer in London. Listen and
making note a) the purpose of each call and b) the result.
arrangements

E ) cp1.12 Listen to the first call again and complete this extract.

Jennifer I'm calling because I'll be in London next week and............ ..........
'tosee you. | want to tell you about

our new colle(tlon

Cristina Great. What ... e e e 22 Im Faiitly free next
week, | think.
Jennifer . *2 In the afternoon? Could
_“then?
Cristina Letme look now. Let S— °. Yes, that'd be
noproblematall............. ............ “two 0 clock7 Is that OK?

<) cp1.13 Listen to the second call again and complete this extract.

Receptionist Thank you. I'm putting you through ... Hello, I'm afraid she's engaged at

the moment. ."or can I put you through to her
voicemail?
Jennifer Would you be able to take a message for me, please? I'm in a bit of a hurry.

Receptionist Yes, certainly.

Jennifer The thing is, | shuuld be meeting Ms Verdi at 2 p.m,, ..........

. ?. My plane was delayed, and I've got to reschedule my
appomtments prossmle. eSS
tomorrow,............  in the MOrNINg. ............ ceeueenee Bevee.. - ceRTRR

. here at the hotel, please, to confirm?

Receptionist Certainly. What's the number?

Jennifer It's N

u Role-play these two telephone situations.

1 Student A, you are a company employee 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.

2 Student B, you are on a business trip to Singapore and need to stay an extra day.
Your hotel is full. Telephone the airline office. Talk to the representative, Student A,
to arrange a different flight and a night at another hotel.

ANSWERING THE IDENTIFYING MAKING CLOSING CHANGING
PHONE YOURSELF ARRANGEMENTS Good. So, Ml seeyou  ARRANGEMENTS
Hello, Carla This is / My name’s Could we meet on on the 8th. I'mafraid | can't come
Rodriguez speaking. Karin Nordby. Monday at 11:00? Thank you. Goodbye. on Friday. I'm very
Good morning, Tiger  Karin Nordby How/What about Right. / OK, then. bisythattey
Ltd. speaking. June 12th? et g e I'm sorry, | can't make
Is 9:30 convenient/ you sy iton TuesCa et
oK? something on that
MAKING CONTACT STATING YOUR p morning:
rd like to speak PURPOSE we'
. . " le've got an
to Martin Krause, I'm calling al?ouf RESPONDING appointment for ten
P‘eals’-‘ The reason I'm That's fine/OK for me. o'clock, but I'm afraid
Could 1 have the calling s ... . 8 something’s come up.
Sorry, | can’t make it
SoSsESREment, then. Could we fixanother
please? time?
No problem. §
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Talking about the future

146

Present simple and present continuous

Present simple
We use the present simple:

1 to give factual information, for example
about company activities.

Unilever makes a wide variety o fconsumer
goods.

Does it market these goods globally?
It doesn’t sell in every sector.

2 totalk about routine activities or habits.

Ialways buy the supermarket’s own brand
of detergent.

Do you usually pick up groceries on the
way home?

He doesn’t choose clothes with designer
labels.

3 foractions and situations which are
generally true.
Many consumers prefer well-known brands.

4 for timetables and scheduled events.
We launch the new ronge on 15 January.

Present continuous
We use the present continuous to:
1 talk about ongoing situations and projects.

We're developing a completely new image
for the brand.

Are you still working with those designers?
They aren’t saying anything to the press
this time.

2 describe temporary situations.
We're testing a new logo at the moment.
Are they offering a good discount during
the launch period?

3 describe trends.
The number of people shopping online is
growing.

4 talk about personal arrangements and
plans.
I'm meeting Frau Scharping next week.

1 We use going to to talk about what we
intend to do or what someone else has
already decided to do.

I'm going to buy a new car.

She's going to tell us about the ideas
they’ve come up with for the ad campaign.
Both going to and will are used for
predictions.

There's going to be a flight of capital from
the West towards India and China.

The Fortune Garment Company will

continue to lose market share unless it
solves its problems.

2 We use 'll to make a spontaneous promise
or offer to do something.
‘I haven't got time to do this myself."
‘Don’t worry. I'll give you a hand.”

3 We use the present continuous to talk
about fixed plans or arrangements.

I’'m meeting Mrs da Silva next week.
She’s arriving on Wednesday.

4 We use the present simple to talk about a

schedule.
The flight leaves at 15:50 tomorrow.

In time clauses, we use the present simple
torefer to future time. It is incorrect to use
willin a time clause.

We won't start until everyone gets here.

I'm going to go round the world when |
retire.

As soon as | have the results, I'll give you a
ring.

Come and see me before you go.
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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 morefrustratingis when I do find a trolley and then see that the
departure board 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.

CDITRACK 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.

CDITRACK 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?

IN  Thisis Jennifer North here. Could you put me through to extension
4891, please?

R Certainly. Putting you through now.

€V Hello, Cristina Verdi speaking.

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

v

IN

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.

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

IN 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 pm, 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 Thank you 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 - what are 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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the box to complete the |

m Choose the appropriate information from
the Atlantida Hotel.

your arrival sincerely

your departure faithfully hope

Dear Mr However inform

Dear Ms As requested confirm
We would appreciate it if request

You are going to attend a team-building seminar in Milan.
Write an e-mail (40—§0 words) to your secretary in which you:

o explain why you will be away !

¢ say when exactly you will be away

e give details of what your secretary should do while ydu are away.

From:
To:
Subject:

32X




