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D|ﬁerent kinds of people

JANINE FIONA JANE

Work in pairs Discuss these questions:

o What do you think are the jobs of the people in the photos?
® Look at the speech ballog aid what? Write the
name of the speakge

- f.ﬁﬁ:

You'll hear the people in the
photos describing their work.
Listen and find out if you guessed

2 Listen again and decide if these statements are true (/) or false {(X}. Yo

do not need to understand every word the people say, only the main poin
% they make.

right about who said what. _ . , .
Write their jobs beside their Jane likes not knowing what she'll be doing next week.
names under the photos. Her main responsibility is serving food and drink.

Lisa does the same work whichever shift she's working.
She often gets the duty manager to help people who have complaints.

Janing doesn't sell package tours, only flights.
She doesn't often hear from her customers after their holiday.

Fiona depends on tips to supplement her basic pay.
She enjoys meeting her colleagues after work.
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CI Work in pairs Look at the
advertisement and discuss these
questions:

® What does a local rep have to do?

o What are three things you might
enjoy about the work?

o What are three things you would
not enjoy about the work?

.| LOCAL RESORT REPRESENTATIVES |

| M Utopia Holidays are looking for representatives in your region
— The reps’ duties will i :
H O L | D AY S € reps’ duties will include:

® meeting clients at the airport and escorting them to their hotels

® holdir.:g welcome parties for each group on the day after their arrival

® organising and escorting coach excursions to local places of interest

. ans‘Wering clients’ questions and dealing with their problems

® assisting clients who cannot speak the local language

® cscorting clients from their hotel
holiday

| ® being on call 24 hours a day to deal with emergencies

$ to the airport at the end of their

::?au apply in writing, enclosing your CV, to
ice Watson, Utopia Holidays, Utopia House, Skyway Drive, Crawley, RH12 4P]

Join another pair Compare your ideas.

Writing

Write about 50 words about
the work you do (or will do).
Begin like this:

lnwaobfPuvefb... or
In my ‘_job 'l probably have
to ...

If you give clients the impression
that you enjoy your work — and
enjoy dealing with them — it will
make it much easier for clients to
feel comfortable with you. And it
will make it easier for you to
establish a good relationship with
them. If you look bored or
uninterested, your clients may start
feeling the same. If you smile, other
people will smile back!

PIFFERENT KINDS OF PEOPLE
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Different kinds of people

Boingfiondyand heloful
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Work in groups Find out about the last time your partners went to a restaurant,
a café and a shop. Discuss these questions: The staff were really friendly

® How helpful and friendly were the staff? ;:;;he cpiyhaaddia
® ' ? i 7 :
: \.rw%'haitddld the staff do ’:jo mat:te ?fnu ffel v:glcn{;r;e“‘.‘r f:"&"ha’[h[hd th?ey say to you’ The staffwers father inbellt
ould you recommend each place to a friend? Why/Why not’ but the food was excellent.
You'll hear three conversations. Listen and decide which of the people in the
photos sounds unfriendly and unhelpful.
A
Listen again. Match the problems 1-3 and the places a—c to the conversations.
1 Theclientis nervous. a atareception desk
2 The guesthasn't had her order taken. b  atacheck-in desk
3 The reservation hasn't been made. ¢ inarestaurant
Problem Place

Conversationl e i

Conversation2 e

Conversation3 ...
Work in pairs Cross out the phrases that might sound unfriendly or impolite.
Could you tell me your name please? :
What do you want? May | help you?
It's a pleasure. It’s no trouble.
Certainly. Obviously.
Do you want something? Is there anything | can do for you?
Pronunciation
Work in pairs Listen to three model dialogues. Then practise them, taking itin
turns to play the roles of the CLIENT and a friendly, helpful MEMBER OF STAFF.
Good evening. Good morning. Good afternoon.
— Good evening, sir. Can | help you? — Good morning, sir. Can | help you? — Good afternoon, madam.
Yes, I'd like to send a fax, please. Yes, 1'd like some information, How may | help you?
— Certainly, sir, would you like it please. 1'd like to book a table for this

sent right away? — Certainly, sir. evening, please.
— Certainly, madam, what tim
would you like it for?

DIFFERENT KINDS OF PEOPLE
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Work in paf'r§ This document is a reminder to
§taff ata major hotel. Which are the three most
important pieces of advice, do you think?

there is nothing as nice as a cheerful word

of greeting.
SMILE TO PEOPLE: it takes seventy-two muscles to frown,
only fourteen to smile.
CALL PEOPLE BY NAME: the sweetest music to anyone’s ears is the
sound of their own name.

cassasasdisasnanss

SPEAK TO PEOPLE:

ssansbsssansanannRRd

sehsasRancS

TLRRER R olll-uoo.o-io-.ia-..llutau-a-

BE FRIENDLY. you can make friends by being friendly.

ssspasmssansEs

sesfssmsselssttResna

lIllIl.l_Illla.OI‘-‘lllllI‘ll

TEE RN E R R t.lll"..'tIl.l.lllll..!'.l.. EEEEEEE RS

| RE HELPFUL: act as if everything is a genuine pleasure.

ssssenesssEIRRsETEEERSd .u--lu.on--.nln--.-o---a-lotaccl

b IN PEOPLE: you can like everyone if you try.

Il..llll.lll.ult.]l.ll...'.'.l.l.l

BE INTERESTE

|
| senana RS -Otlv.--.'tocc-oo..lv-..t

CONSIDER THE FEELINGS OF OTHERS: it will be appreciated.

c!b‘il.llll'lll-.ltt.-'l.‘

B i i e

;ol::si;?]?:;ﬂﬂrNCon; par: your ideas for D1. Then look at the answers to the *

. Numbe ‘ i ' I

e r the statements in order of importance (1-4) and Ifyou give people a favourable first

, aiothier answat for each question. ulnpression of yourself, you'll find
them much easier to déal with. A

welcc!ming smile and a friendly
greeting puts people at their ease,
even if they have had a bad journey

® Why do you enjoy dealing with people?

i like meeting new people.

People are usually very friendl ' i
Peaple acx seseiis y. | E: :;ELI;? are feeling tired, worried
Every person you meet is differ | .
ent. Y
fferent Remember: You never get a second

chance to make a first impression!

@ What do you find most difficult about dealing with clients?

It's hard to be friendly and helpful all the time. | |
People aren’t always appreciative. [ ]
Some people are difficult. [ ]

People get impatient when they have to wail. | |

DIFFERENT KINDS OF PEOPLE (l_l,
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Al Read_t!ﬂs de_scription of how westerners should behave at a Japanese ryokan
(traditional inn). Match the pictures A—F to the paragraphs 1-6.

GETTING ACQUAINTED WITH THE JAPANESE STYLE

Guests have to remove their shoes at the entrance of any
Japanese-style accommodation. Slippers are worn inside,
except on the fatami matting, so bring thick socks if the
weather is cold.

Seating in the room is on cushions called zabuton
arranged around the low table. In the winter season, there
may be a blanket around the table. You slip your feet under
the blanket for the warmth of a kotatsu electrical heating unit.

The futon bedding is laid out on the floor. It ordinarily
consists of a mattress, sheets, a thick cover, and exira
blankets if needed. A thin yukata robe is provided. In cold
weather it is supplemented by a tanzen gown worn over it.

2  Whatdo you think are the three
most surprising or strange things
for someone who has never

The toilet is usually Japanese-style. You don't sit on it but
squat over it, facing the hooded end. Special slippers are
usually provided for use only in the toilet cubicle.

Before going into the communal bath, you undress in an
anteroom, placing your robe and underclothing in a basket or
shelf compartment. The inn gives you a hand-towel to drape
over your midriff in the bathroom and this towel is also used
for scrubbing and drying yourself.

To take a bath, first sit on a low stool in front of a pair of
hot/cold water faucets, Fill a bath pan with water, and pour it
over your body to get soaking wet all over. If there are no
faucets, use a bath pan to scoop water from the bath. If there
is a shower, use this while seated on the stool, never standing
up. Soap and rinse off thoroughly. Only then do you get into
the bath for a good soak. f‘ﬁ | ,

_ i

3 Joinapartner Compare your ideas. Then discuss these questions:
® What do you think are the two most important things for a western

visitor to remember in Japanese-style accommodation?

® What would you enjoy most about spending a night at a ryokan? What
would you not enjoy?

® Where do you recommend that a visitor to your country should stay to
get the best impression of everyday life there?

] 1J_Vha’z do you recommend to a first-time visitor to your country? Make a
list of Dos and DON'TS.

visited Japan? Highlight them or
note them down.
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