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Travel Agent
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1. reservation ( ) 6. assumption ( )
2. itinerary ( ) 7. inconvenience ( )
3. relevant ( ) 8. fluid ( )
4. accommodation ( ) 9. guarantee ( )
5. complaint ( ) 10. handle ( )
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Masahiko Takinami, president of Boston International Travel, has been working
as a travel agent for more than 20 years. He is now based in Boston, but as a result of
his work he has lived in Chicago, New York, Seattle, and Miami. Takinami mainly
arranges airline tickets, hotel reservations, and bus tours to famous sightseeing
spots in Boston. However, as more and more Japanese baseball players now play in 5
the Major Leagues, he has started to organize tickets to baseball games for Japanese
fans. As well as advising those who wish to travel in the US and see MLB games, he

Read the following passage.
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also helps Japanese players for the Boston Red Sox and their families adjust to life
in Boston.

Takinami says that a travel agent has to listen to customers” needs. In order for
them to create their own itineraries, he provides relevant information regarding a
choice of airlines, accommodations, and sightseeing spots. His advice, of course, will
differ according to the customer's interest, budget, and travel period. Furthermore,
when explaining guided package tours, he must tell the customers about the features
of the tour, including the price, insurance programs, cancellation policy, and any
restrictions. In this way, a travel agent can help his or her customers make the best
choice for their business trip or holiday travel.

A travel agent’s job is enjoyable, but it can be challenging, especially when
customers make complaints. Takinami points out that there are different business
practices he has to keep in mind when resolving Japanese customers complaints in
the U.S. One common complaint comes from the overbooking of hotels. American
hotels tend to accept more reservations than their actual room capacity on the
assumption that some people will cancel. Quality Japanese inns would never do this.
In case of overbooking, a hotel might move the customers to higher-grade rooms or
to another hotel. However, instead of apologizing sincerely, they may simply explain
that the situation could not be helped because of overbooking. Thus, the response of
the U.S. staff can make a Japanese customer angry.

Because of his cross-cultural experience, Takinami understands the customers’
anger and frustration. He says the first thing he does in such a situation is to
apologize for the problems and inconvenience caused, even when it is not his fault.
He recognizes that customers want to use him as an outlet for their anger since often
they cannot express their feelings directly to the hotel staff because of the language
barrier. Only after the customers have calmed down does he take a complaint to the
American hotel.

In the event of a complaint, Takinami tries to explain logically to the American
hotel staff, in a business-like manner, what the problem is and what the resulting
situation is. After that, he suggests a solution in the hope of resolving the matter. In
contrast, when dealing with Japanese counterparts, Takinami often makes an
emotional appeal. For example, he might make a request while citing the strength or
length of the relationship between his company and the hotel, a common way of do-
ing business in Japan. In American society, however, this kind of approach would
not be appropriate as business ties are more fluid, and there is no guarantee that a
client will continue to work with you in the future.

According to Takinami, while handling complaints as a travel agent is difficult,
the reward of seeing tourists enjoy their trips and take home memorable
experiences more than makes up for it.
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m Takinami arranges tours not only to famous sightseeing spots but also to
Major League Baseball stadiums in the United States. ( )

American hotels are likely to take more reservations than their actual room
capacity in order to avoid having empty rooms, just like Japanese inns. ( )

<)

Staff at American hotels do not consider overbooking to be a major
inconvenience to their guests. ( )

=]

When the hotel rooms in the US are overbooked, most Japanese customers
are able to express their anger and frustration in English. ( )

]

Complaints between business partners in the United States are usually made
in a logical manner, without appealing much to emotions. ( )

\Grammar Select the best answer to complete the following sentences.

m Travel agents help customers ( ) their vacation trips by listening to
their needs and preferences.

a. plan c. planning
b. planned d. have planned
Hotels may overbook rooms ( ) the assumption that some people

will cancel their reservations.

a. to C.on
b. for d. in
Mr. Thompson made a new proposal in the hope of ( ) the financial

situation of his company.

a. improve c. improving

b. to improve d. improvement
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picture and select the best answer.
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' T've been ( ) ( ) ( ) travel agent for '

' 10 years. |
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) ( ) the ( ), today |
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Speaking\ Practice the following conversation. Then, change the 1_0 A
underlined expressions and create your own dialogues.
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. A Isthere a good package tour to Sydney in March?
l B. Yes. This spring package is very reasonable.
' A. What's included in the package?

B. It includes airfare, hotel, and breakfast.
A. Are any sightseeing tours included?
B. No, but we do offer tours for an additional fee.

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

Announcement \ Listen to the travel agent, fill in the blanks and ‘ 1-05
. . C D
practice making the announcement of the tour

Good morning. I'm your “( ) ( ), Mary Gordon. Today, we will
first *( ) ( ) a bus tour around mid-town and visit Central Park. After
that, we'll have lunch at a famous *( ) ( ) nearby. In the
afternoon we will take a boat to the Statue of Liberty. Then, we will go to China
Town *( ) ( ). In the evening we will visit the observation deck
of the Empire State Building to see a panoramic night view of New York City. I hope
you will *( ) ( ) ( ) today.
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