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Part I



Work in pairs. What will people usually do when they travel by air? Rearrange 
the following steps in the correct order.

h → f → d → c → j → a → b → e → i → g



Part II



Task 1 John Smith is phoning to book an airplane ticket. Here is the dialogue 
between John and the ticket agent. Put it in the correct order, then listen to the 
dialogue to check your answers. The first one has been done for you.

The correct order is: 
a → o → n → c → l → r → e → h → f → q → g → k → i → b → p → m → d → j



Script





Task 2
1.  Listen to five short conversations, then decide where they take place.

in a taxi

at a hotel
on an airplane
at customs

in a booking office



Script



Script



Task 2
2. Listen to another five conversations and fill in the blanks.

reserve a room
check for

rather full

ticket and passport

boarding pass
tags



Room service

plain
black

declare
subject to

belongings

check out

comes to

receipt



Script



Script



Part III





Follow-up Practice



1. Listen to a conversation at the check-in counter, then complete the chart 
below.

Follow-up Practice

Seats C and D in Row 12 (window seat)

two 

20 kilos per passenger 

26 kilos

US $24 

Gate 7

now
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Follow-up Practice

2. Listen to the following announcements that are broadcast at the airport. 
Pay attention to the flight numbers, departure times and boarding gate 
numbers, then write them in the blanks.  



Script



Part IV





Pre-viewing

1. Do you know about any duty-free or dutiable articles that need to be declared 
when going through customs? Figure out as many articles as you can.



2. Look at the following pictures to have a rough idea of the video.



Viewing

1. Watch the video and decide whether the following statements are true (T) or 
false (F).

F
T
F
F
F
F
T
T



Script
Going through customs

(George is going abroad on business. This is his first time travelling abroad.
Now he is going through customs.)
Inspector: Good afternoon. May I see your passport, please?
George: Of course. Here you are.
Inspector: Thank you. What is the purpose of your visit—business or pleasure?
George: Business.
Inspector: I see. How long will you be staying in our country?
George: About a week.
Inspector: Is this your first time in the country?
George: Yes. I’ve been invited by our business associates to attend a trade fair.
Inspector: Fine. Is this all your luggage?
George: Yes, that’s all my luggage, one suitcase and one bag.
Inspector: Do you have anything to declare?
George: I guess not. I mean I’m not quite sure about it. You see, this is my first time...
Inspector: I see. Well, would you mind opening your suitcase?
George: Oh, not at all.
Inspector: Thanks.



(George opens his suitcase. The inspector is inspecting the suitcase, and now
he looks at a bag.)
Inspector: What’s inside the bag?
George: That’s my laptop computer. Do I have to pay duty on it?
Inspector: No, it’s duty-free.
George: By the way, I’m carrying four packs of cigarettes for my own use. Are 
they dutiable?
Inspector: No, goods for personal use rather than commercial use are not 
subject to duty. And they are within the limit.
George: Good. And thanks for the information.
Inspector: All right. Here’s your passport.
George: Is that all the customs formalities?
Inspector: Yes. You’re through now. Have a pleasant stay.
George: Thanks a lot.

Script



Work in pairs. Make up dialogues according to the following situations.

Post-viewing



Booking Air Ticket
A: Northwest Airways, good morning. Can I help you?
B: I’d like to book a seat on a fight from New York to London on the 2nd of next month, 
please.
A: Do you want a morning or an afternoon flight?
B: There is a fight leaving Kennedy Airport 17:30 in the afternoon. That would be the 
most convenient.
A: I’m afraid that flight is fully booked. I’ll just check to see if there have been any 
cancellations. No, it’s fully booked at the moment.
B: Could you check other f lights leaving New York for London on the late afternoon on 
the 2nd of next month?

Sample



A: There are seats available on a flight departing Kennedy Airport at 16:15, arriving at 
London at 18:50 local time.
B: And after 18:30?
A: There is a flight leaving 18:45, arriving at London Heathrow Airport at 21:15 local 
time. There are plenty of seats available on that.
B: I think the 16:15 service is more suitable. Can I book a seat on that, please?
A: Could I have your name, please?
B: My name is Johnson. The first name initial is M.
A: First class or economy?
B: First class please.
A: Single or return fare?
B: Single.
…

Sample



Part V





Follow-up Practice

1. Answer the following questions briefly according to what you hear.

From January 15th to 18th.

No, there isn’t.

By credit card.

He is booking a small conference room.

He is asking for a wake-up call for tomorrow morning.

Approximately 8 hours.

The price for a single room with garden view is US $150, and that 
for a similar room with rear view is US $125.



Script
(1) A: Morning, Reservations. How can I help you?
B: I’d like to book a room for January 15th to 18th; do you have any vacancies?

(2) A: I want to book a single room in your hotel for tomorrow night; is that 
possible?
B: Sorry, sir. All the single rooms have been booked up. We only have one 
double room left.

(3) A: I’d like to check in, please.
B: May I have your ID card? And how are you paying the bill?
A: Yes, here you are. I’ll pay by credit card.

(4) A: I wonder if it’s possible to reserve a small conference room in your hotel 
for the 12th?
B: Yes, we have a conference room which holds about 10 people.
A: That’s fine. I’ll take it.



Script
(5) A: Room service, can I help you?
B: This is Room 2115. Would you please give a wake-up call tomorrow 
morning at 6:10 for Rooms 2115, 2116 and 2117?
A: Sure.

(6) A: Room service. How may I help you?
B: I wonder how long the laundry service takes.
A: Laundry is collected at nine in the morning and will be returned in the 
afternoon of the same day. It takes approximately 8 hours.

(7) A: Reservations. Can I help you?
B: Yes. I’d like to book a single room please. What’s the rate?
A: We have two kinds of single room: one is with a garden view, with a rate of 
US $150 a night; the other is with a rear view, and the rate is US $125.



Follow-up Practice

2. Work in pairs. Make up dialogues according to the following situations.



Booking a hotel room
A: Good afternoon, San Felice Hotel. May I help you?
B: Yes. I’d like to book a room, please.
A: Certainly. When for, madam?
B: November 12th.
A: How long will you be staying?
B: From November 12th to 14th.
A: What kind of room would you like, madam?
B: Er... single room with a private bathroom. I’d appreciate it if you could give me 
a room with a lake view.
A: Certainly, madam. I’ll just check what we have available. . . Yes, we have a 
room on the 4th floor with a really splendid view.

Sample 1



B: Fine. How much is the charge per night?
A: Would you like breakfast?
B: No, thanks.
A: It’s 84 euro per night excluding VAT.
B: That’s fine.
A: Who’s the booking for, please, madam?
B: For myself, Ryefield, that’s R-Y-E-F-I-E-L-D.
A: OK, let me make sure I got that: Ms. Ryefield. Single with private bath from 
Nov. 12th to 14th. Is that correct?
B: Yes, it is. Thank you.
A: Let me give you your confirmation number. It’s 7576385. I’ll repeat that: 
7576385. Thank you for choosing San Felice Hotel and have a nice day. Goodbye.
B: Goodbye.

Sample 1



Checking in at hotel
A: May I help you, ma’am?
B: Yes. I have a reservation under the name Jenny Lin.
A: How do you spell your last name?
B: L-I-N. Lin.
A: Ah, here it is. Room 501.
B: Good.
A: Just a moment, please. Let me get your key.
A: Thank you.
B: You’re welcome.

Sample 2



Part VI





Pre-viewing

1. Work in pairs. Which kind of facilities do you expect to have in a hotel? 
Tick them and then compare with your partner.



2. Look at the following pictures to have a rough idea of the video.



Viewing

1. Watch the video and decide whether the following statements are true (T) or 
false (F).

00:05 / 03:00

F

T

T

F
F

F



Script
Making a room reservation

(Mary phones a hotel to book a room for her boss, Mr. Smith, who is going
to stay in a foreign city on business.)
Receptionist: Good morning, Reservations. Can I help you?
Mary: Good morning. This is Mary Woods calling from Canada. I’d like to book 
a room please.
Receptionist: When would you like to stay?
Mary: Oh, I’m sorry. I should have said, I want to make a reservation for my 
boss. He will be in London on the 23rd of this month.
Receptionist: Hang on. Let me check whether there are any vacancies.
Mary: Thank you.
Receptionist: I’m sorry, miss. We’re fully booked till the end of the month due 
to the trade fair. I’m very sorry we can’t help you on this occasion. Thank you 
for calling.
(Try another hotel.)
Receptionist: Advance Reservations. How can I help you?
Mary: Hello, I’d like to reserve a room for my boss. I wonder if you still have 
any rooms available.



Script
Receptionist: When does your boss plan to stay here?
Mary: From the 23rd to the 25th of this month.
Receptionist: Wait a minute. Let me see.
Mary: OK.
Receptionist: Yes, we still have some rooms available. What kind of room would your 
boss like, miss?
Mary: A single room with a private bath overlooking the park, preferably.
Receptionist: I’m sorry, miss. All the single rooms overlooking the park have been 
booked up. How about a room with a side view? It overlooks a quiet street.
Mary: That would be fine. What’s the rate per night?
Receptionist: $150 a night.
Mary: What services come with that?
Receptionist: That includes breakfast and there is a colour television, an IDD 
telephone and a computer with Internet access.
Mary: That sounds fine. By the way, is there an air conditioner in the room? It’s hot 
these days, and my boss kind of hates being too hot.
Receptionist: Oh, yes. Every room has air conditioning. Don’t worry, miss.



Mary: Thank you. I wonder, do you offer other services like laundry, food, etc.?
My boss may need them.
Receptionist: Certainly. We provide room service, wake-up call, laundry, dry-
cleaning, translation, ticket purchase, etc. and we have two restaurants and a bar 
that are open until midnight.
Mary: I think he’ll be glad to hear that. OK, thank you. I’ll take it for him.
Receptionist: Very good. What’s his name, please?
Mary: Smith, John Smith—J-O-H-N, S-M-I-T-H.
Receptionist: Thank you. Can you give me a contact number, please?
Mary: 892-2239.
Receptionist: All right. So... a single room with a side view, for Mr. John Smith, 
from the 23rd to the 25th, two nights in total.
Mary: That’s right.
Receptionist: Thank you very much. We look forward to seeing Mr. Smith on 
the 23rd.
Mary: Good. That’s all settled then. Thank you, goodbye.
Receptionist: Goodbye.

Script



Viewing

2. Watch the video again, pay special attention to the details of the booking, and 
then fill in the chart below.

John Smith

23rd of this month

25th of this month

two nights

with side view, overlooking a quiet street

colour television, an IDD telephone, a 
computer with Internet access, air conditioning
room service, wake-up call, laundry, dry-
cleaning, translation, ticketing purchase, etc.



Role-play the following situation with your partner.

Post-viewing



Part VII
















