Unit 1

Ticket Service
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Learning Objectives

Upon completion of this unit, you will be able to:
1. Knowledge [41iR H#5])

(1) Master the key language points and useful expressions about air ticket reservation, booking,
changing and canceling air ticket, evolution of flight ticket, information on a flight ticket, etc.
(2) Be aware of the technological innovation in air ticket booking systems.

(3) Get to know both domestic and international policies about ticketing.
2. Skills (8877 H#7]

(1) Work in teams to figure out solutions to problems you might meet when booking,
changing and canceling air ticket.
(2) Conduct a series of writing, reading, speaking and translating activities related to ticket

service.

3. Values [#M& H#71]

Know more about and thus be proud of the great progress achieved in the civil aviation

industry in China.

1.1 iPrepare

Booking tickets is the first step when planning a trip. This section consists of two parts,

i i.e. lead-in quotes and a dip into the topic. You will be equipped with basic knowledge such

_____________________________________________________________________________
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as influencing factors when booking air tickets as well as major changes of air tickets after .
i

this section’s preparation.

1.1.1 Lead-in Quotes

Uncertainty is the only certainty there is, and knowing how to live with insecurity is the
only security.
—John Allen Paulos
R EAE— R, il TEEERE AT R RE— %A,
— % - AR - RFE

Brainstorming: What might be uncertain factors that may influence you when booking an

air ticket?
1.1.2 A Dip into the Topic

HE RAL 40 £ —KHLERZSTE

20 et 90 FEARLAHT, WEHLEIRE PO IBE, HMEEEANTTFS.

2000 45 3 H 28 H, HEFE sk FREEXMEH . AMIEWEE R & EEE G0IE,
AT LA AU ENIAE & B e B, ORI T SRHLIAE .

2011 AFARJE, A R e O A BRI S FL TR SR AL 100% 1 [ 5K o

2014 45, HERGE AT (BUFERAND 780 E RS < 2ERMENL” i)k
%y TRAEAERMUE 7 PRk W S N ATEENLEE, BT DARRE R BT S RE  EEA, BNE G
ARG AEAENLT IS, AR L TRE Ka 7 B 3 56 AL -

MR FEH R — K FRE, FEEKE TSI, 252 2016 - A+ E
R —9K PR EE, FH 2017 MM A EE KNS RE e T RE, —KILEES
MARKE, W EHTHH AR RO R & A 3T, SR SO TR 40 249k, @kt H
A SRR R R A 2 AT BB DI D) AR R

Brainstorming: What do you foresee as a development in the domain of air ticket booking?

1.2 iExplore

: In this section, you are going to conduct a series of activities, such as language building,
1
1
1

listening, speaking, reading and case analyzing, which will be of great help in your future i

service in ticketing.
\
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1.2.1 Useful Words and Expressions

The following words and expressions are to help to understand what you’ll learn in this unit.

Useful Words and Phrases

< airfare n. ZEAfy < discount n. #1#1

<> boarding pass n. BN < cancel v. HUH

< departure n. JoFE < refund v. IBEK

<~ flight number i ¥t 5 <> upgrade v. FHit

<~ destination n. HHJHL <> economy class & FAE
< reservation n. THE <> business class {7 5HB

< airline  n. 2 AF < first class  kZ5EfR

< single ticket BAFEEE < window seat i T JEAf
< return ticket iR ZE <> aisle seat  HEid A8 7

Useful Expressions

<~ I"d like some information about your service to Seoul.

FARE 2 E /R P B .

< Do you have any flights to Beijing on September 16?
A9 A 16 HELAIATHE ?

<~ Could you tell me how much a single/return ticket costs?
TP LA R 3R R S AR SR 0 S A G 2

<> What is the airfare?
Bz

<> Is there a discount for students?

LA ?

<> Could I make a reservation?

FT AT ?

<~ How long does the flight take?
e A BIK?

< I want to have my ticket refunded.
RAIB S,

& oY B A O R

<> How much is the cancellation fee?

oM R 2

<~ Id like to change my reservation on Flight CZ3150 for next Monday to next Friday.
BABIETT R B — 1 CZ3150 Myt s~ & 1.

< Economy class will be fine.
LUHEHAT -

< Here’s my credit card. Can we get an aisle seat please?

RARAKMEM AR REnEAT—DEEILE K L ?

<~ Id like to pay by check / credit card / Alipay / WeChat/ in cash.
I SCERME RS TR B 3 AT
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Useful Expressions
<> Which flight would you prefer?
T AR SR AL AT BE 2
<> What would you like, economy, business or first class?
AT AT, WSl 2 kS ?

< Will you make a reservation or book the ticket now?
TS EE AT AL 2 AL SE 2

< Do you want a single or return ticket?
T R SR R AR R ?

<~ T'll check the timetable for you.
RBEE - TNZIE.

<- What’s your frequent flyer number?
TR AT R St 27

<> How would you like to pay?
BEEATAT?

R F W OE I > E

1.2.2 Listening for Understanding

Task A Multiple Choice

Directions: Listen to the following conversation and choose the best answer for each
question.

1. What does Hue need to change?

A) His airline seat B) His return flight

C) His flight departure D) The time of his business meeting
2. What does Hue prefer?

A) A first-class seat B) A direct flight

C) A non-direct flight D) A window seat
3. When is Hue leaving?

A) Today B) Tomorrow C) This week D) Next week
4. How much extra does the flight change cost?

A) No change in cost B) $50

C) $100 D) $150

Task B Blank Filling

Directions: Listen to the passage and fill in the blanks with the missing words and
expressions.
Guide to Finding a Cheap Flight
Finding a cheap flight can be what makes or breaks your trip. Here’s how to find a cheap

flight no matter where you want to go in the world:
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1. Be (1) with Your Dates. Airline ticket prices vary greatly depending on
the day of the week, time of year, and upcoming holidays. (2) is a big month for
traveling around Europe, and everyone wants to go somewhere warm in the winter. The solution
is to fly (3)

2. Be Flexible with Your Destinations. The truth about (4) is that there’s
always a deal to some destination.

3. Don’t Always Fly Direct. For example, sometimes it’s cheaper to fly to London and take

a (5 airline to Amsterdam than to fly direct to Amsterdam from your
6) city.
4. Join a Cheap Flight Mailing List. This will give you (7) to the absolute

best deals out there.

5. Take Advantage of Student Discounts. There are many discounts available to students.
You can usually find prices 10%~20% (8) the standard fare.

6.(9) for a Frequent Flier Program and Travel Hack.

7. Book Early, but Not Too Early. Airline fares keep rising the closer you get to departure,
but there is a (10) spot when the airlines begin to either lower or increase fares
based on demand.

Finding a cheap flight is all about being flexible and getting creative. These are not hard and

fast rules. Use it as guide.

Task C Imitation

Directions: In this part, you will hear a dialogue three times. You should E ..'. ...... .....
listen carefully for its general idea and try to read aloud the dialogue by imitation. Please pay
attention to the differences in the intonation of the roles of the airline agent and the passenger.

Book a Plane Ticket
(A=Airline Agent; P=Passenger)
: British Airways. Good morning.
: Good morning. My name is Bunin. I’d like to book a seat on a plane to New York.
: What date and what time, please?
: I would like to travel on May 10, in the morning.
: Yes, sir. Do you want to travel economy class or business class?

: I’d like business class, and a window seat please.

v T T P

: I’ll check the timetable for you. Will you hold, please? There is a flight leaving Heathrow at

9:45 a.m. which arrives in New York at 1:30 p.m. local time. It flies non-stop.

-

: That suits me. What time should I arrive at the airport?
: You’ll have to be at West London Air Terminal by 6:00 a.m. at the latest. The coach leaves for

>

the airport at 6:15 a.m. But if you don’t travel on the coach you should arrive at the airport
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before 8:30 a.m. You can collect your ticket at the airport booking-office number 4.

P: Thank you.
A: My pleasure.
P: Good bye!
A: Good bye!
Notes:

(1) British Airways, SEEMIT AR, WMOLT 1924 43 H 31 H, SERMIPENLSE & 75
MEFH 150 24 H #Hh . 82 2Bk K E BT S A vl 2 —, B3R EZ) 3600 1544 3R% .

(2) It flies non-stop.

AIFRE: BRAH . XIRIZZMIIE LA P@F5E, B WVEH .
non-stop =N “EIEN; HIEAER 7.

(3) The coach leaves for the airport at 6:15 a.m.

AIFRE: KEHR E6:15 HRENY. XEM coach BN “KBAE, KEBEE".
KB HANFRIALA : airport shuttle bus, airport express, airport limousine % .

1.2.3 Speaking for Communicating

Directions: Practice the conversation with your partner.
Conversation A

Book a Plane Ticket Online
(A=Anna; D=Denise; J=John)
A: I’'m worried about booking the flights online. I usually book flights at a travel agency.
: It’s company policy now. We have to do everything online.
: Oh, right. So where shall I begin?

: Pull up a chair, Anna, and we’ll log on. Let’s start with the British Airlines website. There.

S » C

London to Marseille. When are you leaving?
: Going out tomorrow, back tomorrow.
: Business class or economy class? I think we’ll say economy.

: That’s cheaper, I guess. What does this mean? Flexible or fixed?

S » C »

: A flexible ticket means you can change your flight but a fixed one means you can’t—and
that’s cheaper, so we’ll choose that one. I’ll book you on the 8:00 a.m. flight from Heathrow
and flying home at 6:00 p.m.. I just need to type in your full names now and select your seats.
Window or aisle?

A: An aisle seat please, Denise.

D: What’s your frequent flyer number?

A: Ah, I don’t have one.

J: What’s that? Frequent flyer number? I’ve got a gold status card.
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D:

Gold status! Where did you get that?

J: Oh, I’ve flown many times for business.

D:

Right. I just need to pay now...using the company account, of course.

Words and Expressions

log on gk Wt

Marseille n. GEE) B3N

flexible adj. RG]

Heathrow n. wWETHY (AT EASZO

aisle n. LR, TiE

frequent adj. JEW, AH1TER

to fly for business AR 2

account n. JKF

Conversation B

Changing a Flight Reservation

(A=Airline Agent; P=Passenger)

A:

Thank you for calling EasyJet Airlines. My name is Anita. And I’'m happy to serve you.

P: Yes, Anita, I need to change a flight I booked last week.

A:
P:
A:

>

P:
A:
P:
A:
P:

A:
P:

Do you have your confirmation number?

I do. It’s 41BD8574.

Right. I’ve found your record indicator. You’re scheduled to leave San Francisco International
at 2:55 p.m. on November 20 and arrive at LAX, the airport in Los Angeles, at 4:15 p.m.
What do you need to change?

: I need to arrive in Los Angeles in the morning.

: I see. There is an early morning flight that leaves San Francisco at 8:24 a.m. You can get to

Los Angeles at 9:44 a.m. Does that allow the time you need?

: ’m afraid not. My meetings are to begin at 8 a.m. Are there other options?

: Yes, sir. There is a red-eye flight available the night before. You could leave at 11:23 p.m. on

November 19 and arrive at 12:43 a.m. on November 20.

I think that option might be best.

Because you booked this flight over 24 hours ago, there is extra cost for the change.

How much is the fee?

The change fee is $100. Would you like me to charge the credit card used to make your
original booking?

What card is linked with my account?

It’s an American Express. The last four numbers are 2997.

That’1l be fine.
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A: Okay, then. Your new confirmation number is 52NW7888. You’ll still be able to check in
online or with an agent when you arrive at the airport.

P: Thank you.

A: My pleasure. Thank you for choosing Easy Jet Airlines.

Words and Expressions

EasylJet Airlines L H Gy A A A A

confirmation n. fIk; UESE

indicator n. bri&; fEds

schedule v, ZHlE e e FINHRIER

San Francisco EEAINESEE NiP)

Los Angeles 1BAZHL

option n. ALIEPERIFHY); R

available adj. "THE; RIZR1SM

original adj. EEHIN; JRAEH

American Express EHEZE W& 500 BmAFZ—, SIEBEEE)
Notes:

(1) I’ve found your record indicator. You’re scheduled to leave San Francisco International
at 2:55 p.m. on November 20 and arrive at LAX, the airport in Los Angeles, at 4:15 p.m.

AIFRE: BIRBMRINEREE T KT 11 A 20 HFF 2 2155 20 IR & L E BRpL
%, 4 515 S RIKISAZHLE BRI .

record indicator =4 “IUFARRAE, WRER”, XEMBITEANHERLERE.

be scheduled to &4 “ i, TiiH; 1% ”. wi: Flight 5125 which is scheduled to take
offat 11:30 will be delayed for twenty minutes. Jii 72 11: 30 #2 &) 5125 IRATHERS LE 15—+ 7%

LAX SV AZALE Brtliz BN A0S . XA A % 2 e [ B a3 igf b2 (International
Air Transport Association, IATA) #E, HTAREEMARZENY . El 3 ANFBEHMK,
FEENIUERATER LBV M. W ICN—2)IIEBsHL7; LHR—A B2 HLI7; JFK—17 Je i
bRl PKX—Abit KXE BN PVG— Ll &R B Frilis: CAN—) M 3= EH bR
M.

(2) Because you booked this flight over 24 hours ago, there is extra cost for the change.

FFRE: BUONERAE 24 NNHTTHINLEE, B LS SO A A .

TERAE, AFENE A A RV BORA R a0 SRR 2~ 38 AR R RIBGE, K
2 BHERE Y R S R R e G 2 S O AT HIRIAL & R T A IR A, — 28 s A W)
SAVFIRESURAT H W, Z A%, EASAZEN . BARBCR &2 75 Bl T T pL S )
R A m) BB DT P, B AR AN

(3) Would you like me to charge the credit card used to make your original reservation?

HFRE: EEEEAITOT R IE H R g5k 2
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1.2.4 Reading for Acquiring

Passage A

More Inspirational Journey with Meet & Seat

Erik Varwijk, Managing Director of KLM said, “With Meet & Seat, KLM takes social
networking a step forward. This new service connects passengers and aims to give them a more
inspirational journey.”

Meet & Seat facilitates contact with fellow travelers who have the same background or
interests, making air travel even more stimulating for KLM passengers. They can find out
whether someone they know will be travelling on the same flight, or discover who else will be
attending the same conference in the USA, for example. Through Meet & Seat they might arrange
to have a coffee before their flight, select adjoining seats or decide to share a taxi afterwards.

Passengers can only see other Meet & Seat participants after linking their Facebook or
LinkedIn profile to their flight. They can decide what personal information from their Facebook
or LinkedIn account they would like to share with other passengers.

Meet & Seat is available using Manage My Booking on intercontinental flights only.
Passengers can choose their seats via Manage My Booking from 90 days until 48 hours before
departure, and therefore easily make contact with fellow travelers.

KLM Meet & Seat starts with a pilot project on flights from Amsterdam to San Francisco,

New York and Sédo Paulo. Shortly afterwards, it will roll out to other intercontinental destinations.

Words and Expressions

Managing Director SaH
KLM i =2 RS A A
inspirational adj. #00H
facilitate v, (EERS, (EER; (2, HED)
stimulating adj. fENDCETIT: AT IR
adjoining adj. BFER); BEZER
profile n. (N BRI i
LinkedIn BgE (N A HR I B4 AE - 6
account n. WP RIS
available adj. PTHR; RIZRISM
intercontinental adj. BRI KB AE]E)
via prep. &, &id CRi—Hr)
departure n. HI, JERE
to roll out v, IERHEH GHr=

Notes:

(1) KLM, fii22B2F5HaEAHT, ST 19194 10 A 7 H. 2005 F, #2255 A

10
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a1 GIRE MU A F A, BRI KIS SR —— A R ], S i B A
LIRS . TATA ARESH KL,
(2) Meet & Seat facilitates contact with fellow travelers who have the same background or
interests, making air travel even more stimulating for KLM passengers.
H)JFRE: Meet & Seat A7 BT 5 KA ARG SEOGB M RATIRE IR, ST IRAT X0
i LR 2 S U B I SE b
(3) LinkedIn, H13C4% “4idE”, AT 2003 45 H, 2&—MHAIAGHIHZ A, &
BB R EINAAE JE N IR JE /K o AT T 2011 £ 5 7 20 HEALUES R 5 i bl
WA 3l ) B AR VE N P P AR IE R ML A N PO E AR R RN, B FR “ ABK 7. H
Al LB AR BN “55 R (connections) BN . #Z 2020 4 5 H, 4FKHP
BEOZIER 6.9 14, EHREIIARIT 5000 74
Task: Decide whether the following statements are True (T) or False (F) based on your
understanding of the passage above.
1. Meet & Seat only allows travelers of the same background and interests to
contact.
2. Meet & Seat makes it possible for passengers to select adjoining seats with
people they know on the same flight.
3. All passengers can see other Meet & Seat participants.
4. Once linking their Facebook or LinkedIn to their flight, Meet & Seat will
automatically share passengers’ personal information from Facebook or
LinkedIn account with other passengers.
5. Meet & Seat will roll out to other intercontinental destinations after a pilot

project.
Passage B
The End of the Paper Airline Ticket

While skyrocketing jet fuel prices have created a crisis in the airline industry, top airline
executives from around the globe gathered in Istanbul last weekend for a ceremony
commemorating a more positive milestone: the end of the paper airline ticket. At a time when
airlines have raised fares or tacked on fees for everything from excess baggage to seat selection,
the elimination of paper airline tickets stands to reduce airline costs by as much as $3 billion
worldwide and cut the cost of issuing a ticket from $10 to $1, according to Bryan Wilson of the
International Air Transport Association (IATA).

You might be surprised to learn that newer or smaller airlines in many parts of the world,
such as Kingfisher Airlines in India or Aerocondor Peru, actually went 100% electronic before
most major carriers in the U.S. and Europe, according to Wilson. Many newer airlines have

state-of-the-art business systems in place aimed specifically at processing electronic tickets.

11



M=MRSSZE ( LAt)

Of course, paper tickets won’t disappear immediately just because IATA stops issuing them.
In addition, not every airline is subject to IATA’s electronic ticketing rules.

Nostalgia aside, what’s good for the airlines’ bottom line is also good for travelers:
Electronic tickets enable travelers to check in for their flights at home and use self-service kiosks
to print boarding passes and other documents at the airport. With an electronic ticket you no
longer need to worry about misplacing your ticket or leaving it at home, and electronic tickets
make itinerary changes and refunds easier and quicker to process. And the move to electronic

tickets will spare the lives of 50,000 trees per year according to IATA.

Words and Expressions

- COTHED Rk, Ak

skyrocket v

Istanbul n. AR CEE D
commemorate v. 4%

tack v, Ik, BN

excess adj. 2 W, EU; BAMY, BENE
elimination n. Wk, HEBR: IR JHK

stock n. (RERD IR, 1705, PEfr: f&=, AR
extinct adj. KLART; WHTIH

itinerary n. ATHE, WRATIRZ

nostalgia n. WIH, &IH

kiosk n. B Bk S5 4

misplace vt. TR T

refund n. 1B

to go electronic HL b

to be subject to Soeeeee e RN/ L)

state-of-the art
to have...in place

the bottom line

BSEHER: A B iR K AERT
(Bt THI5E) 27
JREk, REZMFR

Notes:

(1) While skyrocketing jet fuel prices have created a serious crisis in the airline industry, top
airline executives from around the globe gathered in Istanbul last weekend for a ceremony
commemorating a more positive milestone: the end of the paper airline ticket.

HJFRE: NSRRI iE R M E il by, BRAR, ket
FE& M A J] R SR P HEA R, S — MG, DR AN BN B 4K
JRALZE AR 2845

(2) At a time when airlines have raised fares or tacked on fees for everything from excess

baggage to seat selection, the elimination of paper airline tickets stands to reduce airline costs by

12
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as much as $3 billion worldwide and cut the cost of issuing a ticket from $10 to $1, according to
Bryan Wilson of the International Air Transport Association (IATA).

HFRE: TATA (AR « BUREFRIR, FEMTS A B 5 i AN B0 MO 4T 4= 316 5%
JREASE A5 T 9t FH KT INi, EBCIE AR L2 4 7E A BRIE [ A 9B 25 8 7] 30 1236 T RRAS, I
B —IRHLER R SA N 10 SETTREIEE] 1 £ T,

Stand to A7 “ [ FEALHIRE, FH, W€, WHF R W stand to win (A5ERR), stand to
sea (Jf1[7] K ), His stores stand to lose millions of dollars (fihy ¥R 5 K 52 540 E T3 3 0k

TATA 52—l A& 2 A m H R R [ PR2H gy, HET &2 1919 SEAEIEF
SEIFAE B U SRS WA B e 25 W 2, SRR I B KR SRR AR, AT
BURIBAE H N TU o FH B A 22 22 A FNUAT R0 1) [ B BT 2L AR B, e BB AR R — A ek
BN (AR HEWE R AL, &R RN IR EZ . ek iz

A ), A P A 3 A Aol SR i U AR B BORT 18] BRI ok SEBris R
F i e o

(3) You might be surprised to learn that newer or smaller airlines in many parts of the world,
such as Kingfisher Airlines in India or Aerocondor Peru, actually went 100% electronic before
most major carriers in the U.S. and Europe, according to Wilson.

HFRE: BUREYL, IRATRE IR I, 5 EVF 2 307 BOB BN i s A
A, FLUWIENEEIRR Sl e (Kingfisher Airlines) FIFAEIRER T2 (Aerocondor Peru), 3£
B L bS8 FEMIIC 4 K 22 B0 0 BT 25 4 =] 0 5E L SEB T 100% ) HEL 74k

(4) state-of-the-art B N: AN CEKER; B2 & E/KHER . W state-of-the-art
technology 7= MR A

Kingfisher Airlines, RIZEEfi2%, &— KA THEIEMB /RN AR . FEEHAM
ARV B IR 2 5 EANSE AL S BN R B

RIEM TR EREN T AT, EMER —ZHTAE, BERIEMNS. FEHT L
ST 1975 4F, IWNHAME R EARBEMENL. Tz, Sh kg . FERARSIRHES
[ Bl o

(5) In addition, not every airline is subject to IATA’s electronic ticketing rules.

FFRE: 535, IARIA N AR #IEH TATA (-7 LS

Be subject to &N “SZ3ACL, MIE T WA ey e I 7. 4n: Prices may be
subject to alteration ({4 A] {252 A8 T R4 ) o

(6) Nostalgia aside, what’s good for the airlines’ bottom line is also good for travelers:
Electronic tickets enable travelers to check-in for their flights at home and use self-service kiosks
to print boarding passes and other documents at the airport.

AIFRE: BTWIE, XS Aa AR RS HABA A BFPLEEARE AT
FERIPEENTLE, ENIZ R B BIIRSS & TSN SE ST

Nostalgia B A “MIH, &IH”, XEEFEMHSAURILE.

(7) With an electronic ticket you no longer need to worry about misplacing your ticket or

13
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leaving it at home, and electronic tickets make itinerary changes and refunds easier and quicker
to process.

HFRE: A THFIE, RAHEFEROENEE B Bt e R ], Bl
SAFATRE T ORIR A 5y R

Task: Answer the following questions based on your understanding of the passage above.

1. What did airline executives from around the world gather in Istanbul for?

2. How will the elimination of paper airline tickets affect airline costs?

3. Will paper airline tickets disappear immediately because IATA stops issuing them?

4. How will passengers benefit from electronic tickets?

5. How will electronic tickets benefit the environment?

1.3 iProduce

In this section, you are going to put what you’ve learned in the previous sections into E
practical use. A series of tasks are waiting for you, in order to check whether you are capable i
1
1
1

of ticketing service. Now let’s get started!

1.3.1 Best Option

Directions: Fill in each blank with the best option from the box below each dialogue.
Dialogue A

Ticket Booking
P: I would like to book a flight.
A: I can help you with that. (1)

P: I am traveling to Singapore.

14
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A: (2)

P: [ want to fly on June 14.

A: Would you prefer a morning or an afternoon flight?

P: (3)

A: (4)

P: Economy will be fine.

A: Well, I have you booked on a flight that will fit your schedule. The tickets will arrive by mail

in a few days.

a. Would you like economy, business or first class?
b. When are you flying?

c. Where are you traveling to?

d. Would you like a window or aisle seat?

e. I would rather fly in the morning.

f. What date will you be traveling?

g. Do you need to upgrade to business class?

Dialogue B
Ticket Refunding
A: (1)
P: Well, I want to have my ticket refunded (1B%%. 1EK).
A: (2)
P: Yes. ZH9107 from Shenzhen to Beijing.
A: (3)
P: On September 19.

A: May I see your passport, please?
P: (4)

A: Thank you. Wait a moment. Your reservation to Beijing is for tomorrow. We can refund your

ticket, but you have to pay a certain amount of cancellation fee.
P: OK. (5)
A: 23.9USD.
P: Got it.
A: Please fill out the form.
P: That’s all right.
A: (6)
P: Thank you!

a. Do you want a one-way or return ticket?

15
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b. And the departure date?

¢. Good morning. Can I help you?

d. Here’s your passport.

e. Could you tell me the flight number for the flight?
f. How much should I pay?

g. Yes, here you are.

h. How would you like to pay, by check or...?

Dialogue C

Ticket Reissuing
A: Good afternoon, sir. How can I help you?
P: Yes, hello. I’d like to change my flight to Cape Town.
A: Hmm. OK, (1)
P: Umm...I don’t remember my booking number, to be honest.
: That’s OK. (2)

: Yeah, my family name is Lister.

: Great. And when are you flying?

: Oh, it’s next Monday, the 15™.

: OK. (3) Ah yes. That’s SAA 235 from Johannesburg to Cape
Town at 9 a.m. OK. (4)

: Would it be possible to fly three days later?

: OK, let me just check the availability...Ah yes. There are flights on Thursday the 18", but

> T

> T

unfortunately the nine o’clock flight is full. What about another time that day?
: Is it possible to go in the morning? Are there other morning flights?
: There’s another flight at 11:30. How about that?
&)
: OK, that’s great. There’s a different flight number. It’s SAA327. Now one thing I just need to

> T > 7

sort out with you is that your original ticket was a budget economy class ticket. It’s the
cheapest fare and unfortunately that can only be changed if it’s upgraded. So you’d need to
get a normal economy class ticket.

: Oh. How much more do I have to pay?

: Er, let me check ... Er that’s 740 rand. Is that OK?

: Oh, that’s quite a bit but ... but (6)

: OK. All right. Let me just print this out for you — print out your new itinerary.

A s

a. 11:30 sounds good.
b. Hold on, please. I will check the timetable for you.
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c. So can you tell me the booking number?
d. I’ll change it anyway.

e. What is your confirmation number?

f. Let me just check that for you.

g. Maybe just your family name then. Can you give me that?

h. What would you like to change?

1.3.2 Reordering

Directions: Put the following sentences in correct order so that they can be organized into a
paragraph.
How to Buy an Airline Ticket Online

A. Booking an airline ticket online seems complicated. With some research and flexibility, you’ll
be able to book your next airline ticket seamlessly.

B. Once you’ve confirmed that all of your trip information is correct, enter your personal and
payment information to finish booking your tickets.

C. First, look for flights in advance. The best time to book a domestic flight is between 21 and 60
days before you depart.

D. If you require any special accommodations for your flight, such as a wheelchair, request these
at the time of booking.

E. Check airfare deal websites.Enter your trip details such as destination, departure date, and
passenger type, single or return ticket, etc.

F. At your time of booking, many airlines will allow you to choose your seat.

G. Once you have found the best trip, move to the airline’s direct website to book your tickets.

H. Towards the end of the booking process, your airline may suggest add-ons that you can book,
such as hotels or car rentals. You can choose to add insurance or not.

I. The website will be able to show you lots of flight options. Next, choose how many stops you
want to make. Many flights, especially to far-away locations, will require you to make

stopovers at airports along the way.

Lo el el e v o

1.3.3 Story Retelling

Directions: Work with your partners and tell the following story in your own words to your
partner.

David wanted to book the flight tickets again after his business trip(H %) to Denver (F}f3)
ended two days early in the week of Father’s Day.
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On June 16, he tried to change the flight on the airline’s website. When he couldn’t, David
tried on American Airlines’ mobile application but the result was the same.

He then came in contact with an agent on chat who re-booked (Z{(i]) his flight, but couldn’t
change his preferred seat.

He called America Airlines only to (453« ) be told by an automated voice (E 215 &
to call back again because the phone lines are flooded with complaints (% 1¥).

David called the airline again the next day (a Saturday) and spent three hours and 45
minutes on hold (Z51732HT).

Frustrated (fJH3%) by all this, David then decided to drive to Denver International
Airport. After a 45-minute drive, he reached the airport and managed to speak to American
Airlines staff that made the changes according to his requirements.

“This has been the worst airline call center experience [’ve ever had,” he said.

1.3.4 C-E Translation

Directions: Translate the following sentences into English.

1 RN R VR AT LU BRI AL -

2. WIHE R T BRI 24, SRS IR PRI AL

3. BUONSEAEAE 24 /DIATIT RN, T BUE ML AT A o

4. B |8 i 24 i —YEIEEMIE S S K.

5. PRATLAFE W _E BB IA B I FEARER AL Ip B HL T8

1.3.5 Acting out

Directions: Make up dialogues with your partners according to the following situations and
act them out.

Situation 1: Your neighbor is an aged granny. She wants to pay a visit to her son’s family in
China this month. She has no idea about how to book tickets online. Out of nowhere, she got to
know that you work in an airline company. You are having a conversation with granny Wang who
comes to you for help.

Situation 2: You are a travel agent. You are having a conversation with a couple who come
to you and want to consult something about available flights and airfares. They are planning a
trip to Maldives with their two kids; one is 11 months, another 7 years old. They want to know
how many tickets they have to book, and how much they should pay, especially the airfares for
their two kids.
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1.4 Supplementary Materials
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