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GESTIÓN Y COMERCIALIZACIÓN EN INGLÉS  
DE SERVICIOS TURÍSTICOS  

Tema 1

Travelling can be an activity of leisure, professional, business and so, but all of them can be done by different 
types of transport. First of all we will remember them:

Types of transport:

Any of the transport you will use, you will need to talk with different establishments such as travel agencies, 
hotels, companies…, and you have to know how to give the information. Obviously you will contact clients by phone 
or face to face; we will learn both ways.

Travel Agency

The first thing you need to know when someone comes to a travel agency, is the type of trip the customer is 
looking for, but sometimes they aren’t sure about it, and you may offer different destinations, types of transport,….

Telephone Language

When you work in a Travel Agency, the telephone is one of the most things you are going to use, so it is important 
to know how to deal, with enquires and bookings over it. 

Presentación de servicios turísticos

TO TRAVEL
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Here you are some tips about the use of the telephone:

 •  Answer all calls quickly.
 •  Answer with your name/or organization.
 •  Ask how you can help.
 •  Speak Clearly.
 •  Use appropriate language.
 •  Smile while talking.
 •  Sound interested.
 •  Summarise and reflect back all the data, to make sure everything has been understood.

A telephone call

 •  Good morning/evening. Marta speaking/Abroad travel. Can I help you?.
 •  I’ll put you through.
 •  I’m sorry the line is busy/engaged.
 •  Would you like to hold?.
 •  I’ll take a message.
 •  Can I get him/her to call you back?.

Example Conversation

T.A.:  Hello, may I help you?.

C:  Hello, I’m interested in travelling.

T.A.:  Ok. Where would you like to go?.

C:  I’m not sure, but I’d like to travel abroad.

T.A.:  To Europe?

C:  Sure! I’d like to visit an european city because I haven’t been in any, but this must be expensive, mustn’t it?

T.A.:  Not so much. Nowadays you can travel to Europe in a cheap way. Is there any city or country you would like 

to visit?.

C:  Yes. I’d love to travel to Italy.

T.A.:  For how long?

C:  For about a week.



9Página

   Inglés profesional para el turísmo

T.A.:  Good, let me check the offers to Italy. Yes, here it is. You can travel to Italy by plane or by coach. 

C:  By coach? How long will it take me, to get to Rome by coach?

T.A.:  About 2 days. First you will go from Madrid to Barcelona, and you will sleep there, and early the next morn-

ing, you will travel to Rome and will arrive at 14:00 hrs., just for lunch.

C:  And which is the itinerary?.

T.A.:  Well. The first day after lunch, you will check in the Hotel Sites Outskirts, so you’ll go there by bus. Breakfast, 

dinners, and a bono transport, are included in the price for the whole week. This first day the afternoon will be free. 

The next day you will visit Rome city, to sightsee walking all around. The following day you will go to Vatican city, and 

you will have free time for shopping. The third day you will travel by ship to Venice, and you will spend the whole 

day there, until the evening. The fourth day you will go to Florence, and the fifth day is totally free. You will be back 

the sixth day to Barcelona, you’ll sleep there, and the next day you will travel to Madrid.

C:  Oh, sounds good. And… How much does it cost?.

T.A.:  OK, travelling by coach to Rome are 300€.

C: And by plane?.

T.A.:  By plane is a bit expensive, but not too much. It is 500€ and the itinerary is longer, because you are not 

expending two days travelling, so you have the opportunity to visit more places in Rome and Florence.

C: Good. I think I will travel by plane.

T.A.:  Ok then. Can I have your Identity Card please?.

C:  Sure, here you are.

T.A.: For when would you like to book it? This offer is during April and May.

C:  The second week of April is OK.

T.A.: Well, you will fly with Iberia from Barajas airport. on 24th at 6AM.

C:  Okay, fine. I think that can work for me. Do you accept cards?.

T.A.:  Yes, we do.

Don´t forget to write the preposition “by”  
before each mean of transport.
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GRAMMAR

PRESENT SIMPLE:

 •  Present Simple is used for regular activities and routines.
 •  To make questions and negative sentences it is used to do/does.

The new travel agency doesn’t open on Saturdays.
Why does the tour operator close on Saturdays?.

 •  With He, She, It you have to put an “s” at the end of the verb.
Travels, goes, likes.

GRAMMAR
QUESTION FORMS:

 •  Yes/No questions:
All of these questions, have an auxiliary at the beginning, and the answer can be Yes or No.

Did you cancel the flight?.
Have you read the book guide?.

 •  How/Wh- questions:
When we need information we make the question, with a Wh-/how at the beginning,  
before an auxiliary.
What do you do on holiday?.
Where are you going on holiday?.
Why are you travelling abroad by train?.
When are you paying your holidays?.
How much does your holiday cost you?.
Which type of holiday do you prefer?.
Whose bag is this?.
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1.   

2. 

3.  

4.

5.

6.

7.

8.

GRAMMAR
 •  How/Wh- questions:

When we need information, we make the question with a Wh-/how at the beginning,  
before an auxiliary.
What do you do on holiday?.
Where are you going on holiday?.
Why are you travelling abroad by train?.
When are you paying your holidays?.
How much does your holiday cost you?.
Which type of holiday do you prefer?.
Whose bag is this?

 Practice: Make questions with the prompts:

date of birth place of birth work experience languages  
countries visited professional skills hobbies ambitions
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Practice 1: Can you fill the gaps with “time” word?

 1.  The bus runs______________________, just like clockwork
 2.  It was a rush but we arrived just________________ a few minutes later and we had missed 
the train

 3.  The flight leaves at 14:53 and the_______________ at 16:58
 4.  There’s no need to rush, you can _______________________

Language Focus
Compound nouns

In English we can use nouns as adjectives. For example :
water sports adventure holiday caravan park

The first word functions as the adjective and answers the question What kind of…

The relationship between the two nouns can be of many kinds, including:

Place mountain slopes, city center, time summer holiday, weekend break, function golf  
     course, swimming pool, material paper bag, iron bridge…

Sometimes three or more words are combined:

Tourist Information Centre
Business travel expenditure air traffic control
winter sports holiday premium
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GRAMMAR
Apostrophe ‘S

The ‘S or S’ can be used in expressions of time with numbers:

an hour’s drive from the airport
two days’ journey
a month’s holiday in Hungary
five minutes’ walk

BUT in expressions beginning with a, the, or a possessive and followed by a number, the  
     first noun is singular. For example:

The tour includes a three-day expedition to the historical ruins.
The four-day bus journey was boring.
His fifty-mile hike over the mountains left him exhausted.

Practice 2: Match the nouns in A and B

A
theme
hotel
boat
incentive
guide
water
capital
health

B
city
book
sports
resort
travel
trip
accommodation
park
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Practice 3: Rewrite these sentences without changing the meaning

Example:

1.  It takes seven minutes to walk from the beach to the hotel.
It’s a seven -minute walk from the beach to the hotel.
2.  A specialist lecturer accompanies each cruise which lasts seven-

teen days.
A specialist lecturer accompanies each seventeen-day cruise.
3.  It takes one hour to drive to the airport.
___________________________________________________________

_____________________

4.  The journey to the centre of Brighton takes thirty-five minutes.
________________________________________________________________________________

5.  The excursion includes a meal with two courses at a restaurant.
________________________________________________________________________________

6.  You can visit the cultivated field, which extends over three hundred hectares .
________________________________________________________________________________

7.  We stayed in a hotel with four stars.
________________________________________________________________________________

8.  From Madrid to A Coruña there’s a freeway with four lanes.
________________________________________________________________________________

9.  A guide accompanies all tours scheduled for seven days.
________________________________________________________________________________

10.  They have produced a film, which lasts twenty five minutes, on Djibouti (Africa)
________________________________________________________________________________

11.  Their expedition, which took seven months, nearly met with disaster.
________________________________________________________________________________

VOCABULARY TYPES OF HOLIDAY

safari, adventure, jungle, trek, touring, camp-
ing, cruise, seaside holiday, visiting friends and 
relatives (VFR), study, winter sports, cultural, 
mountaineering, climbing, sports

A package holiday or package tour is a holiday 
where any two components are organized by a 
tour operator or agency and both are paid for in 
advance. e.g. flight and accommodation
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VOCABULARY TYPES OF HOLIDAY

a bit pricey
at rock-bottom prices
reasonable
economical
dear
costly
exorbitant
free of charge
expensive
prohibitive

Answer the following questions:

1 What tourist activities in your area are free 
of charge?

2 What do you think are the disadvantages of 
holidays at rock-bottom prices?

SPEAKING. Can you describe this photo? What kind of travellers can you see? Think about the situation and how 
could you help them. Notice they are not agreeing in where are they travelling to. On the left you will find vocabulary 
in order to offer them different types of holidays.

frightening

exhausting
entertaining
relaxing
cultural
romantic
for the family
once-in-a -lifetime
adventurous

DRAFT:

 ________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
____________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________
_____________________________
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VOCABULARY
Checklist to prepare bills:
 • Hidden extras
 • Overcharged
 • Up-to-date price list 
 • Costs and taxes
 • Bill queries
 • Upgrade
 • Upsell
 • Value
 • Amount/Sum
 • Fee
 • Tax

Practice 1: You are checking out the Palace Hotel. There is a mistake with the bill. Ask the receptionist about 
the minibar and the park charge. You don’t have a car.

Practice 2: Finish the following sentences with your own words

• If you can’t understand the language
• If your holiday is boring
• If you need more advice on credit your cards
• If I got arrested in another country
• If you went to the rain forest
• If you are not careful with the sun
• If you forget your camera
• If we were retired and had money
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GRAMMAR
CONDITIONALS

FIRST CONDITIONAL:
If + present simple, will  + infinitive

AFIRMATIVE NEGATIVE

If I change my job, I’ll change my car.
They’ll celebrate if they win the race.

I won’t phone you if I’m too busy.
If she doesn’t phone, I won’t go.

QUESTION SHORT ANSWER

Will you tell me if you change the itinerary?
• Se utiliza para posibilidades y resultados.
• El orden de las frases puede cambiar.
• ‘Unless’ significa ‘a pesar de’ y se utiliza igual que ‘if’

Yes, I will/No, I won’t

SECOND CONDITIONAL:
If + past simple, would/could/might + infinitive

AFIRMATIVE NEGATIVE

If I won the lottery, I would travel around the world If we didn’t have to work today, we 
could have a picnic

QUESTION SHORT ANSWER

Would you travel a lot if you didn’t have to?
• Se utiliza para hablar de situaciones que no agradan o ir-

reales y sus posibles resultados
• Con los sujetos en singular se puede expresar el verbo ‘to 

be’ con were. Ej. If I were you, I wouldn’t through this object
• El tiempo pasado no se refiere a una acción en pasado sino 

a una situación irreal. Ej. If cars used water instead of petrol…

Yes, I would/No, I wouldn’t

THIRD CONDITIONAL:
If + Pasado perfecto, would/could/might + have + past participle

AFIRMATIVE NEGATIVE

If I had had more time, I would have finish the exam
• Se utiliza para situaciones y acciones pasadas y sus posibles 

resultados.

If we had known more about the ill-
ness, they could have been better  
before
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Nowadays booking paperwork is made online, simi-
larly as when we do it for our own holidays through a web 
page, but directly with the operator tour. There aren’t  
intermediators between the travel agency, and the traveler.

Practice : Click on these webs to make simulations on how about 
make different bookings in trips and services.

Book a flight: directly with the airline
http://www.iberia.com/gb/?language=en

Booking a cruise: directly with the shipping company
http://www.pullmantur.es/en/portada.html#

Booking a train trip: directly with the train company
http://www.renfe.com/EN/viajeros/index.html

Booking a bus tour: directly with the bus company
https://www.alsa.es/en/home

Types of holidays
Holidays are days in which we must  

relax indefinitely, not being disturbed for anything or  
anybody and enjoying the things that we haven’t been able to do during 
the year. Many people use these days to do leisure activities too.

Holidays are “compulsory” and help with stress and routine and 
give us power to work better after them. Apart of the legal holiday, we 
can enjoy a few holiday days during the year which are called festivities 
such as Christmas or the celebration of an important event in a nation 
such as the Independence Day. 

Web: iberia.com

Web: renfe.com

Web: pullmantur.es

Web: alsa.es

Gestión de reservas de destinos o servicios turísticos

MANAGEMENT OF DESTINATIONS OR TOURISTIC SERVICES RESERVATIONS
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Practice 1: Fill the gaps with the different types of holidays: Winter sports/ Self-catering/ Special interest/ 
Cruise/ Weekend break/ Adventure/ Package tour/ Homestay

1. a relaxing _______________ holiday with a family on a farm

2. a month’s _______________ holiday lost in the Emas´ (Brazil) rain forest

3. a fortnight’s _____________ holiday for the family in a rented German chalet

4. a ten-day _____________ to China, including flights, deluxe hotels and visits to the Great Wall and the pagodas

5. a two-week ______________ in the Adriatic Sea aboard a luxury liner

6. a ______________ holiday skiing on the slopes of the Pyrenees

7. a ______________ in London to visit the Parliament and Big-Ben and be back in time for work 
 on Monday

8. a ______________ holiday, learning Egyptian uses or learning English in London

Practice 2: Next extracts are real ones extracted from different holiday brochures. Match each one with the type 
of holiday that corresponds.

a) Skiing holiday
b) Entertainment holiday
c) Relax holiday
d) Family holiday

1. The Cervantina Society, placed in the symbolic Letters neighborhood, is a non-profit institution. Its 
headquarters is in 87 Atocha Street in Madrid and it this building is where Juan de la Cuesta printing house 
printed El Quijote first edition. The Cervantina Society is open to the public and the visitor can see the 
machine where El Quijote was printed. Would you like to print out a Quijote’s page by yourself?.

2. PortAventura Mediterránea expertly combines the tranquility of a Mediterranean village with the adren-
aline of its main attraction the Furius Baco, a horizontal catapult that fires you from 0 to 135 km/h in 
three seconds that will drive you insane and start your day with a bang. The magnificent spectacle of wa-
ter, electricity, fire, pyrotechnics and special effects that takes place on Lake of PortAventura Mediter-
ránea will leave you absolutely speechless. It’s FiestAventura which is the star show and one of the main 
attractions of the theme park and one of the first points of guest services for visitors to PortAventura.

3. The Spa Club is a circuit you can enjoy during a maximum period of 3 and a half hours. It is divided in dif-
ferent areas.
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• 1 dynamic jet pool, swan necks, countercurrents, waterfalls, waterbeds, jacuzzi, bubble   
seats.

• 1 swimming-pool.
• 3 dry saunas.
• 2 big steam saunas.
• 1 frost room.
• 1 bithermical shower.

The Spa Club costs 25,00 € + 7% v.a.t.

4. If you’re looking to book a dream winter getaway, we’ve got ski holidays down to a fine art. Simply pick 
your ideal destination and the dates that you’d like to go and then we’ll do the hard work and put the per-
fect package together for you. Whatever your skiing skill set and whoever you’re travelling with, whether 
it’s with your significant other, as part of a group or with your family, we have a fantastic range of hotels 
in the finest ski resorts to ensure you get the very best out of your Thomas Cook ski holiday.

VOCABULARY

HOLIDAY ADJECTIVES

Frightening   aterrador
Exhausting   agotador
Entertaining   entretenido
Relaxing    relajante 
Cultural    cultural
Romantic   romántica
For the family   familiar
Once-in-a –lifetime  una vez en la vida
Adventurous   aventurero

GRAMMAR

PRESENT TENSES AS FUTURE:

Present simple is used for timetables and schedules
  The train leaves at 15:30
  The theatre doesn’t open until 20:30

Present continuous is used for future plans and arrangements

  We are traveling to Poland next week
  My sister is not coming with us on the cruise
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Practice 3: Put the verb in brackets in the correct present tense

Dear Phil, 

How are you? We (have)_______a good time at Liverpool but unfortunately our holidays (finish)______in two 
days and we (fly)_____to Madrid. Our flight (not/leave)_____until midnight and it last nearly 7 hours! Our daughter 
Lydia (meet)_______us at the airport and we (stay)_______ with his family for a few days when we get back. What 
(you/do)________ for your holidays this summer? I’ll phone you when we get home.

All the best
Marta

Accomodation
Accommodation is a place where travellers can sleep and find other services. Usually accommodation takes place 

in a hotel but it can be in different ones such as hostels, campsites, furnished accommodation for short-term rentals, 
tourist residences, holiday resorts, holiday centers for children or teenagers, youth hostels and refuges, etc.

Wherever you stay during your holidays you will find different classes of accommodation due to the economic 
status so you can stay in a hotel for 20€ per night or per 600€ and the difference will be the size of the room, the 
facilities, etc. The board you contract is another point to increase or decrease the price. If you want half-board or full 
board it will be more expensive than if you are in a bed and breakfast.

You can stay in a campsite with a tent for 10€ and in a caravan for 25€ besides a hut for 50€. 
In every travel it is needed an accommodation, usually in a hotel. We can book it in many ways but the most usual 

one is by telephone or the Internet. If we make it by telephone we will have to understand the interlocutor but if we 
make it by the Internet we will have to fill a reservation form and, overall, to understand which services are offered.

TAKING A TELEPHONE BOOKING:

The following would be the data you would need to ask for a booking telephone call:
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www.quirkyaccom.com

The largest directory of unusual places to stay on the planet

1. Look at the hotel descriptions. Which hotel is the most unusual?

2. Which hotel would you like to stay in? Why?

3. Go to the website and find out more information about them

WRITING: Write an introduction to tourist accommodation including information about  
different types of accommodation, typical accommodation in urban and rural areas, etc.
  --------------------------------------------------------------------------------------------------------------------------------------------------------
  --------------------------------------------------------------------------------------------------------------------------------------------------------
  --------------------------------------------------------------------------------------------------------------------------------------------------------
  --------------------------------------------------------------------------------------------------------------------------------------------------------
  --------------------------------------------------------------------------------------------------------------------------------------------------------
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Practice 2:

Look at the flight ticket and find:

 1. The name of the passenger ___________________

 2. The date of travel ___________________________

 3. The flight number ___________________________

 4. The origin of the flight _______________________

 5. The destination of the flight __________________

 6. The flight times _____________________________

 7. The cost of the ticket ________________________

Practice 3: Think about a return flight you would like to take. Complete the blank ticket with 
details of your journey.
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GRAMMAR
Direct speech Reported speech

the day before yesterday
this (week)
last (month)
next (year)
two days ago
ago
come
bring

two days before
that (week)
the (month) before, the previous (month)
the next (year), the following (year)
two days before
before
go
take

Change the pronouns: X says to Y In reported speech you have to change I, me, my, mine, 
myself, / we, us, our, ours, ourselves if X isn’t I or we. YOU HAVE TO CONFORM I OR WE TO X.

Let’s see two examples: 

I am a student
Mary says to Peter she is a student
We are friends.
     Mary says to Peter they are friends.

The order of the reported statements.
When you encase the quoted sentence, you have to use the following order:

Subject + (modal verb if necessary + verb) + Object + Adverbs (place, time …)

Let’s see two examples: 

• Yesterday I went to the shop.
     Mary says to Peter she went to the shop the day before

Practice 2: Rewrite the following sentences (mixed forms). 

1. “Andrew is a great fan of Keane.”
 She said that Andrew is a great fan of Keane

2.  “Charles isn’t sleeping now.”
 She said _______________________________________

3. “Paula is a very happy person.”
 She said _________________________________

4. “Why do you want to work there?”
 He wanted to know _________________________________
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5. “This isn’t my favourite food.”
 He said ________________________________

6. “What time is it?”
 He asked me _________________________________

7. “I don’t want to go abroad.”
 He said _______________________________________

8. “She has a beautiful smile.”
 She said __________________________________

Role Play: With a partner make a telephone call and fill in the following booking form asking 
the correct questions

Role Play: A partner. One is the receptionist and other is a client making a reservation by 
telephone.
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Practice 1 (Page 50):
Crikey, so many stories, the most bizzarre was a 

small plane, very large gentleman occupying the last two 
seats behind me. Heard Elton Johns Nikita blaring out, 
thought it was the planes music, until the fa came up 
to the guy behind and asked him to switch his music off. 
Yes he was sitting with a very large boom box. Lol. He 
then demanded a drink, and then food, the fa gave him 
some water, then as they were doing the emergency pro-
cedure, he started shouting for more, and that he was 
hungry and needed fed. We had not even taken off yet,

She had another word with him, and then gave him 
some sprite and some peanuts or something, all was 
quiet until we were cruising, at which point he started 
hollering up the plane, I want a sandwich. I need more 
lemonade. So she gave him more. She got the trolley 
out, and yes, started from the front of the cabin, at 
which point he had consumed his snacks and started 
shouting for a got, really hollering up the body of the 
cabin, until eventually the fa (flight assistance) came 
stomping down the aisle and effectively told him, po-
litely, to shut the hell up.

It was actually very amusing by the end, I mean have 
you ever sat on an aircraft and heard someone shout at 
the top of their lungs to the fas, 20 or 30 rows up. “I want 
a gin and tonic, and a sandwich” repeatedly :))

Practice 3 (Page 52):
1.  True
2.  False
3.  True
4.  True

Practice 1 (Page 55):
2. I was wondering if there was possible to have a 

room overlooking the park.
3. Do you know if there is a jewellery near here?.
4. Was it possible to leave my luggage here after 

I’ve left the room?.
5. Could you tell me how long will the bus take to 

arrive?.

Practice 2 (Page 56):
2. She said Charles wasn’t sleeping then.

3. She said that Paula is a very happy person.
4. He wanted to know why I wanted to work there.
5. He said that wasn’t his favourite food.
6. He asked me what time it was.
7. He said he didn’t want to go abroad.
8. She said that she had a beautiful smile.

Practice 3 (Page 62):
1. If you’ve never been to this town, you should 

take a look at our brochure.
2. We do not have a valet service. You’ll have to 

park your car yourself.
3. The rooms have a sofa bed/pull-out coach so it 

will sleep an extra person.
4. We don’t have any vacancies. We are totally booked.
5. After your long conference you can relax in the 

sauna/Jacuzzi/hot tub whirlpool.
6. If you need to do your workout we have a weight-

room /gym/workout room on the third floor.
7. I’ll let you voice your complaint about the rate 

to the hotel manager.
8. Please put your used towels in the basket and 

leave unused ones hanging on the rack.
9. If you need a midnight snack there’s a vending 

machine full of potato chips on your floor.

Practice 2 (Page 66): 
2. Your father might/may be at the station
3. John can’t live in this town
4. Everybody must be at home now
5. Those may/might be our rooms
6. The dog can’t be in the garden
7. Children can’t like classical music
8. That boy may/might be German or Swedish
9. Animals might/may be happy in zoos
10. Everybody must know the answer
11. Her boyfriend must be good-looking
12. Mr. Jones may/might have a dog
13. He may/might practice too much exercise
14. They must be waiting for us
15. Those boots can’t be for climbing
16. She may/might not know where he is

 ANSWERS TO PRACTICES  (THEME 1 - TEMA 1)
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1.  What is tourism?
 a) People travelling on business
 b) Families on holidays
 c) People staying staying in places outside for  
  more than three months.
 d) People travelling to and staying outside for not 
   more than one consecutive year.

2.  If trains run exactly at the right time, how do they run?
 a) Dead on time
 b) In time
 c) On time
 d) At the right time

3.  If you don’t know the name of a person and you write 
him/hera letter, how do you finish it?
 a) Yours sincerely
 b) Yours faithfully
 c) Best regards
 d) XXXX

4.  What do you have to know to rent a car?
 a) Where to park
 b) Plate of the vehicle
 c) Drivers’ age
 d) If you can drink

5.  How do you say ‘hora de entrada y hora de salida’?
 a) Enter time and Exit time
 b) Check-in time and check-out time
 c) Go in time and go out time
 d) Good time in-good time out

6. What are the main differences between E-ticket and paper 
ticket?
 a) The E-ticket is directly registered by the airline 
  and a paper ticket is delivered in the airline’s  
  computer
 b) The E-ticket is virtual and the paper ticket is in paper
 c) The E-ticket is directly registered in the Airline’s 
  computer and a paper ticket is delivered by  
  the airline.
 d) The e-ticket can be registered by phone and  
  the paper ticket is registered face to face

QUESTIONNAIRE 1

Review

•  A travel agency is the place where usua-
lly people get in contact when they want to 
travel. Here you can find everything related 
with travel such us tours, hotels, means of 
transport, and so.

•  Handling the telephone with customer 
care skills is the most important thing to do 
in a travel agency. It will provide you to keep 
the clients.

• When treating with clients we must be 
sure about the verb tense in which the con-
versation is being developed.

• Don’t forget to note down all the custo-
mer data to follow up.

• Be sure about the type of holidays the 
customer is looking for and the type of peo-
ple are travelling.

• Having skills enough to show the client 
about different options for holidays is a suc-
cessful guarantee.

• Writing letters and emails in a correct 
form and knowing how to answer them. Re-
member that if you know the name of the 
person or not it will change the beginning 
and the end of them.

• Don’t forget to note down all the custo-
mer data to follow up.
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7.  How can you know that an E-ticket has been emitted?
 a) You are phoned by the agent and told you the  
  reference.
 b) It is published on the airline webpage and you  
  have to be attent.
 c) At the right moment of the buying process you 
  will receive a sms with the telephone to call 
  for the reference. After all the data are checked  
  and everything is OK, a courier will give you the  
  tickets at home.
 d) Just at the end of the buying process you  
  will receive and e-mail with the booking 
  reference. After allthe data are checked and 
  everything is ok, you will receive a second e-mail 
  saying that your ticket has been emitted.

8.  What is a voucher?
 a) Vouchers are the documents that the travel 
  agency uses for their internal paperwork; 
  these have confidential data about the  
  management and sale of the tourist services,  
  commission, benefits or clients features.
 b) Vouchers are the data that the travel agency  
  uses for their own publicity; these have external 
  data about the management and sale of the  
  tourist services, commission, benefits or clients 
  features.
 c) Vouchers are just papers with any value
 d) Vouchers are as tickets.

9.  Choose a characteristic of a service document
 a) Type of letter
 b) Content
 c) Date
 d) Cash

10.  Which of these steps aren’t needed to fill the 
documents
 a) Client nickname
 b) Agent’s name
 c) Service valuation
 d) Bill

QUESTIONNAIRE 1

• Hiring a car needs to take many cus-
tomers’ data, so be attempt and fill the 
hire form in a correct way. This will avoid 
you troubles in the future. Remember that 
you are borrowing a car and many things 
can happen that is why all data must be co-
rrectly written in the form.

• If you work in a hotel take care about 
knowing everything about its facilities, 
offers and environmental activities. The cus-
tomer is asking you for excursions, sightsee 
and accommodation and you must have to 
know what exactly he/she is looking for.

• Booking conditions must be well indi-
cated in the contract of the accommodation 
and you must be sure about the conditions 
of each different payment and be updated 
with currencies.

• There is a protocol to follow when 
booking an accommodation that helps you 
making the customer feel confidence and 
comfortable.

• You must be clear with the different 
types of tickets and how each one works, 
their advantages and disadvantages. You 
must get used to handle the documents 
about travel such as vouchers, technical 
forms, file cards, accounting forms, control 
documents, external documents forms and 
bonus.

• The procedure with suppliers is so-
mething that can make touristic services 
professionals to be up or down because if 
you are organized and foresighted, you can 
obtain good prices and offer your clients the 
best option to travel. This include follow all 
the steps and fill in the right documentation 
don’t forgetting anything.
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11.  Which of these bonuses don’t exist?
 a) Exchange order
 b) Full-credit
 c) Payment bonus

12.  Which of this vocabulary is wrong?
 a) Tailor-made holidays: vacaciones a medida
 b) Expansion: extensión
 c) Downside: centro de la ciudad
 d) Merger: fusión

13.  If you write a letter and don’t know the name of 
the person, how do you begin it?
 a) Dear Sir/Madam,
 b) Hello Sir/Madam
 c) Hi
 d) Faithfully yours

14.  Which statement is not in the correct order to 
make a telephone booking:
 a) State name of hotel. State own name.
   Greet client
 b) Double check dates and needs
 c) Determine client’s room needs – dates,
  number of guest and rooms, room
 d) Check availability

15.  Which of the following is not a type of 
 accommodation
 a) Apartment 
 b) Bed and breakfast 
 c) Home
 d) Chalet 

16.  What is a small booklet that provides information 
on the local sites and attractions?
 a) Leaflet
 b) Brochure
 c) Flyer
 d) Magazine

17.  How is a person in charge at the hotel called?
 a) Receptionist
 b) Hotel manager
 c) Sales manager
 d) Waiter

18.  What does GBP stand for?
 a) British Pound
 b) Great British Petroleum
 c) Great Britain Pounds
 d) Google Brushing Prospector

QUESTIONNAIRE 1


