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UNIT MENU 
Grammar: multi-word verbs 
Vocabulary: transport and travel 
Professional skills: dealing with the public 
Case study: improve a service 
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Aims and objectives 

In this lesson students will: 
• work with vocabulary around the topic of transport 
• listen to a conversation about Chinese railways 
• speak about transport in their country 

Vocabulary 

MEANS OF TRANSPORT 

EXTRA ACTIVITY  
Students discuss each form of transport (1–5) and 
match them with the country they are found in  
(a–e). Then discuss which they have been on or 
which they would most like to go on and why. 
1 Tuk-tuk   a Japan 
2 Camel   b Thailand 
3 Bullet train  c Italy 
4 Junk boat  d Egypt 
5 Gondola   e Vietnam 
Answers 
1 b    2 d    3 a    4 e    5 c 

Exercise 1, page 16  
Ask students what form of transport they usually use 
when they go on holiday and why. Refer students to 
the list of criteria and ask them to put them in order 
for the different travellers. Students compare 
answers with a partner before discussing answers as 
a class. If time, aim to reach a class consensus on 
the top three criteria for each type of traveller. 

Suggested answers 
1 student backpacker – price, flexibility, safety, 

punctuality, comfort, speed, productive use of 
time during the journey 

2 frequent business traveller – safety, 
punctuality, speed, productive use of time 
during the journey, comfort, flexibility, price 

3 family with two children – safety, price, 
punctuality, comfort, flexibility, speed, 
productive use of time during the journey 

EXTRA ACTIVITY  
Students put the criteria in the order they feel is 
the most important for them when they go on 
holiday then discuss their ideas in pairs or small 
groups, explaining their choices.  

Exercise 2, page 16 
Ask students if they have had any problems travelling 
when on holiday and elicit a few examples. Students 
then read the texts and decide which type of 
transport they refer to. Ask them if there are 
advantages or disadvantages of using the various 
types of transport. Go through the example given and 
encourage students to compare answers in pairs 
before you feedback with the class. 

1 
air: A, C 
rail: E, H 
coach: F, G 
car hire: B, D 
 
2 
B The advantages of car hire 
C The advantages of air travel 
D The disadvantages of car hire 
E The disadvantages of rail travel 
F The disadvantages of coach travel 
G The advantages of coach travel 
H The advantages of rail travel 

EXTRA ACTIVITY  
Students discuss in pairs which form of transport 
they would use (and the reasons why) if they: 
• went for a weekend break in their own country 
• went to on a short trip abroad 
• went on a three-week vacation where they 

wanted to travel around the country they 
visited. 
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Listening 

TRANSPORT IN CHINA 

FACT FILE 

The People’s Republic of China is the second 
largest country in the world and the most populated 
one. It is a fascinating country with diverse 
landscapes and cultures, and one of the oldest 
civilizations. In recent years it has undergone huge 
economic reform. Consequently, it is now more 
competitive on the international market and is 
currently experiencing an economic boom. These 
changes have made the country more open than it 
was in the past (when it was also much harder to 
obtain entrance visas as a visitor) and 
consequently an increasingly popular tourist 
destination. This is particularly true since the 
Beijing Olympics of 2008 and many visitors come 
to visit historic attractions, such as the Great Wall 
of China, the Terracotta Warriors and the 
Forbidden City. 

Exercise 3, page 17  
Ask if anyone has been to China and where. Find out 
how they travelled around the country. Then tell 
students they are going to listen to a tourist being 
given advice on visiting China. Allow time for 
students to read through the questions before 
listening. Students compare answers in pairs before 
class feedback. 

1 ‘I was wondering if you could tell me what kind 
of transport is best for me to use for travelling 
around the country?’  

2 Beijing and probably Xian, Guizhou, Fujian 
and Shenzhen. 

3 Not very well. / He doesn’t speak very much 
Chinese. 

Exercise 4, page 17  
Students read through the statements before 
listening a second time. Encourage them to check 
answers with a partner before going through them 
with the class. For false statements elicit the true 
answer. Check vocabulary, e.g. punctual, reserve. 

1 F – he’s going for six to eight weeks 
2 F – ‘it’s cheaper to buy your tickets inside 

China rather than before you go.’ 
3 F – ‘they are fast, punctual and safe.’ 
4 T – ‘Online’ refers to air travel here but 

presumably also refers to rail travel too. 
5 F – ‘trying to find English-speaking staff on the 

platform is almost impossible, even in big 
cities.’ 

 

Audio script Track 2.1, Exercises 3 and 4,  
page 17 

D = Dennis, WZ = WenjingZue 
D Hello, I’m thinking of spending about six to 
eight weeks in China, so I was wondering if you 
could tell me something about what kind of 
transport is best for me to use for travelling round 
the country. 
WZ  Yes, but can you tell me where exactly you’re 
planning to go? 
D Well, certainly Beijing and probably Xian, 
Guizhou and Fujian and Shenzhen too, if 
possible. 
WZ  OK, well if you want to get from one end of the 
country to another quickly, then you have to fly. 
There are a lot of regional airports – about 150 – 
so you have a very big choice. It’s cheaper to buy 
your tickets inside China rather than before you 
go but you can also book tickets online in 
advance. In my experience, elong or ctrip are very 
reliable.  
D What about rail travel? 
WZ  There’s a really good network and the trains 
are usually fast, punctual and safe. But you 
should try and reserve a ticket well in advance 
because the trains are crowded. Do you speak 
Chinese at all? 
D Not very much, I’m afraid. 
WZ  So it’s best if you ask the hotel to make the 
booking for you because reading a timetable in 
Chinese is going to be difficult for you, and trying 
to find English-speaking staff on the platform is 
almost impossible, even in big cities. 

Exercise 5, page 17  
Ask students to read the information before playing 
the recording. Encourage them to consider what type 
of word is missing (i.e. noun, verb, etc.) in each gap 
and allow time for them to discuss answers with a 
partner before class feedback. Check vocabulary, 
e.g. berth, compartment. 

1 comfortable    2 expensive    3 hot water     
4 lock    5 comfortable    6 laptops    7 three     
8 uncomfortable    9 Hard Sleeper    10 two 

Audio script Track 2.2, Exercise 5, page 17 

D = Dennis, WZ = WenjingZue 
D Can you tell me about different classes of 
seats, first class, second class …? 
WZ  Well Soft Sleeper class is the most 
comfortable and the most expensive – it costs 
about the same as a plane ticket. There are four 
berths in each compartment and there’s a table 
with a tablecloth, and they usually provide hot 
water for making tea. The compartment door has 
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a lock and there’s a smartly-dressed attendant to 
look after each car. You share with other 
passengers but this is a good way to meet people.  
D Yes, that’s something I want to do. 
WZ  Then there’s the Hard Sleeper class for 
journeys of more than six hours. Hard sleeper 
berths are reasonably comfortable and bedding is 
supplied. Newer trains have power sockets for 
laptops and mobiles. I think they’re very 
economical if you travel overnight because you 
save the cost of a night in a hotel.  
D Yes, it sounds like a good idea. 
WZ  The cheapest is the Hard Seat class, which 
has three people sitting side by side. They’re fine 
for short journeys – short distance daytime trains 
only have Hard class seats. But it’s an 
uncomfortable way to travel for longer journeys. 
Soft Seat class is more expensive. It’s about the 
same price as Hard Sleeper, but I would 
recommend it for any journey over two hours. 
D OK, I’ll remember that. What about buses? 
WZ  Well, there are still places and sights in China 
that you can only get to by bus. For example, you 
can only get to many parts of Guizhou and 
Guangxi by bus. There’s a railway network in 
Fujian but the connections aren’t very direct, so 
it’s best to go by bus.  
D OK, thanks, you’ve been very helpful. 
WZ  Thank you. Have a good trip! 

Exercise 6, page 17  
Students discuss in pairs or small groups what they 
remember being said about bus travel in China. If 
needed, play the second part of the conversation 
again before eliciting ideas from the class. 

You can only get to many parts of Guizhou and 
Guangxi by bus. There’s a railway network in 
Fujian, but the connections aren’t very direct so it’s 
best to go by bus. 

Speaking 

TRANSPORT IN YOUR COUNTRY  

Exercise 7, page 17  
Students work in pairs to discuss how their country’s 
transport systems compare with China’s, noting 
different options available (e.g. classes on trains) and 
considering what advice would be useful for anyone 
wishing to travel around their country. Highlight the 
aspects to include and monitor, helping as needed. 
Round up by asking students to explain their ideas to 
the class. Alternatively, ask students to prepare a 
five-minute presentation on the advice they would 
give. This could be set for homework and the 
presentations given in a subsequent class. 

EXTRA ACTIVITY  
Students discuss in small groups how they think 
transport and travel in (and to) their country might 
change in the next 30 years. 

 

RESEARCH 
TRAVEL LINKS IN INDIA 

Students look into which transport links would be 
good for visitors to India, reporting back to their 
class (or groups) in a subsequent lesson. 

EXTRA ACTIVITY  
Refer students to Part 2 of the EFIT Intermediate 
level DVD material for extra listening and 
vocabulary activities relating to the Great Canyon 
Railway.  

Although students are encouraged to view the 
complete programme on the DVD there is also an 
option so that they can watch in smaller segments, 
as is denoted by the worksheet timings. 

Alternatively, the DVD-related worksheet can be 
undertaken as self-study.  

At the end of the worksheet, there is an optional 
task, which can be completed in groups in class or 
set as homework, with findings presented in a 
subsequent lesson. 

Homework suggestions 
• Students invent a two- to three-week trip around 

their country, which includes five key destinations. 
Ask them to find a map of their country and to 
mark the journey on it. Students then consider the 
best way to travel from each location to the next. 
Remind them to include where someone following 
this route would fly in and out of their country. 
They only need to consider the locations and the 
form of travel between them. In a subsequent 
lesson, students explain their route in small 
groups. (4–5 minutes) 

• As an alternative to Exercise 7, rather than present 
their information verbally, students could prepare 
their advice in the form of an article for a travel 
brochure or website. (200–250 words) 



English for International Tourism Intermediate Teacher’s Book 
 
 

 
GETTING THERE   18 

JOURNEYS 
Aims and objectives 

In this lesson students will: 
• focus on vocabulary relating to air, sea, road and 

rail 
• study multi-word verbs 
• talk about a journey they have made 

Vocabulary 

ROAD, RAIL, AIR AND SEA 

FACT FILE 
Note that travel-related vocabulary is often different 
in US and UK English.  
US                        UK 
traffic circle                     roundabout  
filling station                  petrol station/garage 
station wagon             estate car 
highway                               motorway 

EXTRA ACTIVITY  
Write the words below on the board and ask 
students to identify those which are BrE and those 
which are AmE: 
• pavement (BrE) = sidewalk (AmE)  
• station wagon (AmE) = estate car (BrE) 
• motorway (BrE) = highway (AmE) 
• truck (AmE) = lorry (BrE) 
Discuss the answers as a class and mention that 
some AmE words are not used in the UK, and vice 
versa. Add that some words have different 
meanings in BrE and AmE, i.e. pants (in BrE they 
are underpants but in AmE they are trousers), mad 
(in BrE it often means crazy but in AmE it means 
angry), etc. 

Exercise 1, page 18 
Focus students’ attention on the photo and ask what 
it shows before focusing on the vocabulary box. 
Students complete the diagram alone or in pairs, 
adding an extra two words to each group. Round up 
by checking answers and asking what the American 
English is for petrol station (gas station), roundabout 
(traffic circle) and any other words given. Suggest 
they keep a note of AmE and BrE differences in a 
vocabulary notebook and point out that some of the 
texts in the Coursebook use AmE rather than BrE. 

Road:  
carriageway, petrol station, roundabout, toll bridge, 
traffic lights (+ estate car, motorway, etc.) 
Rail: 
carriage, dining car, platform, signals, sleeper  
(+ station, tracks, etc.) 
 

Air: 
baggage claim, departure lounge, jet lag, runway, 
stopover (+ aisle, gate, etc.) 
Sea: 
ashore, deck, harbour, purser, starboard (+ port, 
dock, etc.) 

EXTRA ACTIVITY  
Ask students to work in pairs to discuss the 
number of syllables and the stressed syllable in 
each word. This could be done as a race.  

Exercise 2, page 18 
Students complete the announcements, deciding 
which form of travel fits with each announcement. Do 
not check their answers yet. 

Exercise 3, page 18 
Play the recording twice. The first time students listen 
to check their answers. The second time they 
practise repeating the announcements after the 
announcer. 

1 platform (Rl)    2 carriageway (Rd)     
3 purser (S)    4 dining car (Rl)     
5 departure lounge (A)    6 deck (S)     
7 roundabout (Rd)    8 baggage claim (A) 

Audio script Track 2.3, Exercise 3, page 18 

1 Please mind the gap between the train and the 
platform when leaving the train. 
2 We expect heavy traffic congestion and long 
delays on the northbound carriageway after a 
coach collided with a lorry at junction 14. 
3 Will all passengers requiring a landing card 
please speak to the purser before going ashore. 
4 Lunch will be served in the dining car between 
twelve and two o’clock. 
5 Will all passengers for flight BA5074 to Cairo 
please make their way to the departure lounge 
where your aircraft is waiting to depart from gate 
number 56. 
6 The captain invites all first-class passengers to 
join him for cocktails on the upper deck. 
7 Turn left and drive straight on for 500 metres. 
At the first roundabout, take the third exit. Drive on 
for three kilometres.  
8 Passengers arriving from Brussels please 
proceed to the baggage claim where your luggage 
will arrive shortly.  
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EXTRA ACTIVITY  
If your students are thinking of taking the LCCI 
Level 2 Certificate in Spoken English for Tourism, 
encourage them to describe (in pairs or small 
groups) the different methods of transport 
available to travellers and tourists, before 
discussing the pros and cons of different forms of 
transport and classes of travel. 

Grammar 

MULTI-WORD VERBS 

Exercise 4, page 19 
Focus students’ attention on the Grammar box and 
ask students to read the information. Check they 
understand where the particle goes with separable 
and inseparable multi-word verbs. 

Students read the text before listening to the 
conversation. Allow them to compare answers in 
pairs before class feedback. Alternatively, students 
complete the conversation (alone or in pairs) and 
then listen to it to check their ideas. Check students 
understand the meaning of the multi-verbs given. 

1 set off    2 broken down    3 held up  
4 dropped (me) off    5 taken off    6 find out  
7 hang about    8 get through    9 get on     
10 pick (me) up    11 turned up    12 put (me) up 
13 got on (really well) with    14 filled in 

Audio script Track 2.4, Exercise 4, page 19 

E = Emma, EB = Emma’s Boss 
E We set off really early for the airport – at about 
5.30 in the morning – so I would have plenty of 
time. But, of course, there were long delays on the 
motorway. A lorry had broken down and blocked 
an exit, so we were held up for more than an hour. 
Anyway, we got there in the end. My husband 
dropped me off outside the terminal just after eight 
but by that time my flight had already taken off.  
EB  Oh no! So what happened? 
E Well, I went to find out what time the next flight 
for Prague was departing. The helpdesk people 
were very helpful but I had to hang about for ages 
while they tried to get me on another flight. I tried 
to phone the Prague office but the line was bad 
and I couldn’t get through. Anyway, I managed to 
get on another flight to Prague a bit later that 
morning. Of course, there was no one to pick me 
up when I arrived at the airport. But I got a taxi to 
the city centre and finally turned up for the first 
part of the visit at lunchtime! 
EB  So, after all those problems, was the trip a 
success in your opinion?  

E Oh, very much so. They put me up in a really 
good hotel and I got on really well with the people 
I met. I’ve filled in the site visit checklist you gave 
me and it’s all very positive. 

EXTRA ACTIVITY  
Students work in pairs and write down the 
meaning of all multi-verbs as given in the 
conversation using another verb, e.g. turn up = 
arrive.  

Speaking  

Exercise 5, page 19  
Students work in pairs, taking turns to tell each other 
about a journey they have made, using as many of 
the multi-word verbs from Exercise 4 as possible. If 
time, ask a few students to share their experiences 
with the class. Discuss which verbs they found the 
most difficult to use and provide further examples.  

Homework suggestions 
• Students write a short blog article about a journey 

they have taken, expanding on ideas from 
Exercise 5. Remind them to use some multi-word 
verbs from Exercise 4. (200–250 words) 

• Students write sentences using the multi-word 
verbs given (14 in total). Encourage them to use 
other vocabulary from the lesson.  

 

Photocopiable notes 2.1 (page 105) 
Transport and travel vocabulary (Pelmanism page 
106)  
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PROFESSIONAL 
SKILLS 

DEALING WITH THE 
PUBLIC 
Aims and objectives 

In this lesson students will: 
• read and discuss aspects relating to the air travel 

industry 
• listen to a Customer Services Manager explaining 

how he dealt with a difficult situation  
• roleplay customer service situations 

Reading 

WORKING IN THE AIR TRAVEL INDUSTRY 

Exercise 1, page 20  
Focus students’ attention on the photo before asking 
what it shows and what they think the people are 
saying to each other. Find out who in the class has to 
(or has had to) deal with the public and what their job 
is. Students then read the article, noting the pros and 
cons of working in the airline industry. Allow them 
time to compare answers in pairs before discussing 
ideas as a class. Check vocabulary, e.g. benefits, 
standby, adverse. 

Advantages: 
* no previous experience is required 
* internal promotion structure 
* variety of benefits 
* great career opportunities 
* opportunity to meet many people 
Disadvantages: 
* physically demanding  
* strict rules on physical appearance 
* long periods away from home 
* unsocial or long working hours 

EXTRA ACTIVITY  
Students work in groups, taking turns to say what 
their job is (or one they’ve had) and what they 
consider are the main pros and cons of it.  

Exercise 2, page 20 
Check students understand what an internship is and 
ask if they have ever done one. Students then 
complete the sentences, checking answers with a 
partner before class feedback. 

 

1 break    2 customer care     
3 physically demanding    4 benefits     
5 career opportunities    6 entry-level  

Speaking  

CUSTOMER SERVICES MANAGER  

FACT FILE 

A Customer Services Manager’s role is to ensure 
that customers are satisfied. Their responsibilities 
include managing the customer service team, 
dealing with customer enquiries as well as 
developing customer service policies and 
procedures. 

Exercise 3, page 21 
Students work in pairs to discuss possible problems 
faced by an airline Customer Services Manager and 
how they could be dealt with. Then open the 
discussion up to the class.  

Students’ own answers. 

Listening  

A DIFFICULT SITUATION 

Exercise 4, page 21 
Tell students they are going to listen to a Customer 
Service Manager describing a difficult situation. Pre-
teach potentially new language, e.g. erupt, lose your 
temper, ensure, reassure, ash cloud and empathy. 
After listening, students can discuss their answers in 
pairs before class feedback. Ask if the situation was 
resolved or not.  

The situation was caused by a volcanic eruption in 
Iceland, which created an ash cloud. It made flying 
impossible.  
Yes, he dealt with the situation successfully. 

Exercise 5, page 21 
Students read the information before listening to the 
recording again. Remind them that more than one 
answer is possible. Students compare ideas in pairs 
before going through them as a class.  

1 a    2 b and c    3 b and c    4 c 

Audio script Track 2.5, Exercises 4 and 5,  
page 21  

E = Erik, I = Interviewer 
E One of the first things I had to do when I’d just 
started the job was deal with problems that were 
caused by the volcano which erupted in Iceland. 
The cloud of ash from the volcano made flying 
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impossible. There were people from all over 
Europe who couldn’t get home because there 
were no flights for them. We also had people we 
had to contact and tell them they couldn’t go on 
holiday. 
I So what did you do? 
E I divided the staff into three teams. One team 
organized hotel accommodation for our 
customers. That wasn’t easy because there 
weren’t enough hotels for everybody and we didn’t 
know how long airports would remain closed. The 
second team contacted all the customers who had 
booked flights that week and offered them refunds 
or an alternative holiday. But that wasn’t easy 
either as we didn’t have much spare capacity. And 
a third team was responsible for hiring coaches to 
transport people to places where there were other 
means of transport to get them home. 
I And do you think the operation was a success? 
E Well, of course we lost a lot of money. But on 
the positive side, our customers saw that we were 
doing our best to meet their needs in difficult 
circumstances. I think that these passengers are 
going to trust us in the future because they know 
that if anything goes wrong, we’ll look after them. 
I What do you think you learnt from the 
experience? 
E In terms of professional skills, the most 
important skill was how to deal with the public in a 
very stressful situation. For example, if a customer 
is angry and upset, it’s important to let them tell 
you how they feel. Don’t interrupt while they are 
speaking but stay patient and wait until they’ve 
finished. If you can stay calm, this is going to help 
the whole situation, so don’t get angry or lose your 
temper. And of course don’t ever start to argue 
with the customer and/or blame your colleagues 
or anyone else about the situation. It doesn’t help 
to make excuses – it’s better to focus on what 
you’re going to do to change things. I’ve also 
learnt that the way you listen is important, too. 
You should make sure you stop what you are 
doing and look at the person. Ask questions to 
ensure that you understand what the problem is 
from their point of view, and show empathy by 
telling them that you understand how they feel. 
Then, if possible, reassure the customer by 
promising that you will do something to improve 
the situation. 

Exercise 6, page 21 
Focus on the tips for how to deal with customers’ 
problems and encourage students to work out the 
part of speech missing in each gap. Students 
complete the do’s and don’ts (alone or in pairs), 
checking their answers with the audio script.  

1 interrupt    2 blame    3 excuses    4 look     

5 questions    6 understand    7 reassure 

Speaking  
CUSTOMER SERVICE ROLEPLAY  

Exercise 7, page 21  
Tell students they are going to roleplay customer 
service situations. Put them into pairs and allot roles 
A and B. Allow time for students to prepare. With a 
weaker class, As (and Bs) could prepare in pairs 
before returning to their original partners. Monitor 
during the activity, making notes on how problems 
are dealt with. Round up by asking if the customers 
were happy with how their problems were dealt with 
and discuss how each situation could have been 
improved. 

See Pairwork files. 

EXTRA ACTIVITY  
Students work in pairs and discuss a different 
situation that a Customer Service Manager might 
have to deal with (perhaps an idea from Exercise 
3), preparing a short (three-minute) conversation. 
These could be practised and roleplayed in a 
subsequent lesson. 

Homework suggestions 
• Students choose a job sector that they have 

experience of. They write a short article for a 
careers website, explaining the pros and cons of a 
career in this sector and using words and phrases 
from Exercise 2. (200–250 words) 

• Students choose three to four problems that a 
Customer Services Manager might face and write 
an article for an airline industry magazine offering 
advice on how to deal with each situation, 
expanding on ideas given in Exercise 3.  

 (200–250 words) 
 

Photocopiable notes 2.2 (page 105) 
Dealing with the public (Roleplays pages 107–108)  
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CASE STUDY 

IMPROVE A SERVICE 
CASE STUDY MENU  

Refer students to the lesson’s aims and objectives 
before focusing their attention on the photos and 
eliciting what they show. 

Problems for airline staff 

FACT FILE 

Students work in pairs and choose a different low-
cost airline to research, sharing what they find out 
with the rest of the class in a subsequent lesson. 

Exercise 1, page 22  
Students read the article, comparing answers in pairs 
before going through them with the class. Check 
vocabulary, e.g. constant, abusive. 

1 air rage 
2 ticket restrictions, staff shortages, excess 

baggage charges, long queues at check-in 
and security control, not understanding ticket 
restrictions on discounted tickets because the 
information is in the small print 

3 Because of increasing fuel costs forcing 
airlines to add extra fees and restrictions. 

Recent incidents 

Exercise 2, page 22  
Students listen to four conversations, noting their 
answers. Allow time for students to compare answers 
with a partner before discussing them as a class. 
Find out from students if they have ever experienced 
any of the problems from the recording and how they 
were dealt with.  

Incident 1 
1 At check-in. 
2 He has excess baggage. 
3 Students’ own answer. 
Incident 2  
1 At check-in  
2 The passenger has been queuing for an hour. 

There are only four desks open and the plane 
is due to depart. 

3 Suggested answer: open another desk if the 
queue is too long. 

Incident 3  
1 At the arrivals hall. 
2 GPS has been stolen from bag in the cabin.  
3 Students’ own answer.  
Incident 4 

1 at the departure gate   
2 a passenger became abusive when his wife 

was told to check in one of her pieces of 
baggage  

3 Suggested answer: put up signs warning 
passengers about abuse 

Audio script Track 2.6, Exercise 2, page 22  

1 
CS = Customer Service employee, M = Man 
CS Good morning, sir. Where are you travelling to 
today, please? 
M Stockholm. 
CS OK, could I see your passport, please? Thank 
you. Do you have any cabin baggage? 
M Just my laptop. 
CS OK … that’s 26 kilos. I’m afraid you’re six kilos 
overweight, sir, so you’re liable to excess 
baggage charges. 
M Oh … How much will that be? 
CS It’s ten euros per additional kilo, so that will be 
60 euro. If you take this form here to my colleague 
at the information desk, you can pay there. 
M What do you mean 60 euro? That’s 
outrageous! It’s more than I paid for my ticket. I 
thought I might be a bit over but I had no idea 
you’d charge so much. You can’t do this to people 
… 
CS I’m afraid it’s not my decision, sir. Our policies 
related to cabin baggage and excess baggage 
charges are printed clearly on your ticket and also 
on our website. 
M I’m sorry, I think you’re just taking advantage. 
Nobody could possibly expect … 
2 
CS = CS agent, W = Woman 
CS  Any passengers for Milan? That’s any 
passengers for Milan … Could you come this way, 
to the front of the queue? … This way, please … 
W …Excuse me … EXCUSE ME? 
CS  Yes, madam. Can I help you? 
W Could you please tell me where to go for the 
Seville flight? We’ve been trying to queue in this 
chaos for over an hour now. Our flight leaves at 
10.30 and we’re going to miss it if we can’t check 
in. 
CS  OK … Seville, yes, … OK, if you’d like to 
follow me. 
W I don’t understand why you’ve only got four 
desks open. Look at all these people it’s ridiculous 
… 
3 
CS = CS agent, M = Man 
CS  Yes, sir. Can I help you? 
M I’ve just come off the CheapSky flight from 
Prague and collected my luggage, and I want to 
make a serious complaint. My GPS has been 
stolen from my bag. 
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CS  I’m sorry to hear that, sir, but we do advise 
against putting valuables in your cabin luggage. 
We do clearly state that we can’t be held liable for 
any loss or damage to property carried in this 
way. 
M Are you serious?  
CS  Yes, when you booked your ticket, if you had 
to read our terms and conditions charter and 
ticked a box, you would have seen this. 
M But nobody reads that small print! I can’t 
believe that CheapSky is trying to get out of their 
responsibilities like this, I … want to see the 
manager. 
4 
S = Sharon, Si = Siobahn 
S Hello, Sharon speaking. 
Si Hi Sharon, it’s Siobahn here. Listen, I’m at 
departure gate 32 and we’ve got a problem. Could 
you come down? 
S Oh, that’s the 10.25 to Oporto, right? I thought 
you’d have taken off by now. What’s the problem? 
Si We’ve had a major incident with a customer. 
She got really angry when Kevin wouldn’t let her 
take two pieces of cabin baggage onto the plane. 
We told her she had to go back and check in her 
handbag or her laptop. Her husband got abusive 
and we had to call security. 
S Not another one! OK, I’m on my way. 

TASK 

Go through the task, checking students understand 
what it entails. Put students into small groups (As 
and Bs) and refer them to the relevant information. 
Allow time for each group to prepare, helping as 
needed. Monitor the meeting(s), noting good 
language use and aspects to bring up during 
feedback. Round up by eliciting the decisions made 
and discussing how the meetings went. 

See Pairwork files. 
 

POSSIBLE OUTCOME 

• Passenger rage can have many causes. In 
Exercise 2 passengers were angry about 
‘outrageous’ excess baggage charges, long 
queues and insufficient number of open desks, 
theft and restrictions on cabin baggage. So, 
the suggestion that a blanket and carry-on 
baggage should be charged extra seems 
unwise.  

• More open desks, better staffing and training 
in customer care would help reduce the 
likelihood of angry passengers.  

• Standing-only passengers may not complain 
on short-haul flights but could annoy other 

people if there is constant movement along the 
aisles. 

• Pay toilets are probably not a good idea, 
especially if the number of toilets available is 
reduced by the airline in order to create extra 
seats. Pay toilets may alienate passengers 
and the advantage to the airline in extra 
revenue is minimal. 

• The Express Seat option makes sense, 
especially for business passengers or people 
with limited time to get their connecting flight. 

• The ‘families only’ option is sensible as it 
would be popular with passengers who wish to 
have a quiet flight. Children over the age of 
two could pay for an extra seat. 

• Charging double for obese passengers is 
controversial and the rights of other 
passengers to a comfortable flight must be 
balanced against the needs of overweight 
travellers. Unnecessary litigation should be 
avoided. The airline could install a couple of 
extra-wide seats on each aircraft but this is an 
extra cost, which it might be reluctant to meet. 

• MsPathak’s letter shows that the member of 
staff should be disciplined for accepting a 
bribe. 

• Passengers need to be informed that special 
cases for pets are available and made aware 
of the regulations regarding the transport of 
animals. If CheapSky does not have such a 
document, it should be written and posted on 
their website. When passengers with pets 
have a connecting flight, they also need to 
check the policy of the other airline. 

Writing minutes 

Exercise 3, page 23  
Refer students to page 98 of the Writing bank and go 
through the model giving minutes of the meeting 
before asking students to write up their own from 
Exercise 3. Decide if students are going to work as a 
group or individually. If individually, this could be set 
as homework. 

EXTRA ACTIVITY  
Students work in small groups and think of three 
ideas they feel would improve people’s experience 
of flying. They take turns to explain their ideas to 
the class. Students then reach a consensus on the 
best three. 
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UNIT 2: KEY WORDS 
Highlight the key words box and elicit definitions for a 
selection of the words. Check on parts of speech, 
syllable stress and pronunciation as needed. 
Suggest that students use the DVD-ROM Mini-
dictionary for further self-study. 
 

Homework suggestions 
• Students write a blog article describing a problem 

they have experienced with a flight operator/flight 
and how it was deal with. (200–250 words) 

• Students write a sentence for each of the key 
words given for the unit (15 sentences in total). 
Encourage them to use a variety of language and 
structures from the unit. 

 


