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前　 言

《民航地面服务英语口语实务》是针对高等教育民航服务专业的英语教材。 本教材系根

据本专业专家、一线共组人员的建议以及本专业学生的特点，结合民航相关的岗位要求编写

而成，旨在帮助民航服务专业的学生和从业人员掌握民航英语运用和交际能力。
本教材在编写过程中紧密结合民航服务工作实际，根据民航不同岗位要求，将工作中的

常用的专业词汇、短语、句子进行详细总结，并编写成对话及课文，教材内容贴近工作实际；教
材采用情景模拟、任务驱动等符合职业教育教学的方法来编写案例，使学生在模拟对话、阅读

文章和完成任务的同时掌握了地面航空服务的基础专业知识，同时也使英语的口语运用能力

和交际能力能得到了较大提高。
本教材分为 ９ 个单元。 每个单元分为若干任务，每个任务下分为导入、对话、词汇及短

语、专业句子、练习和阅读六部分。 书后附有词汇表。 本教材建议每周 ４ 学时，２ 学期内完

成。
本教材出现的航班号、航班时刻、票价、运费等仅供参考，特此说明。
由于编者水平有限，书中存在的纰漏之处，恳请读者批评指正。

编　 者
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ModuleOne TicketService

TaskOne
TelephoneInquiry

  Knowledgegoal:acknowledgethebasicserviceprocedureoftelephoneinqui-
rymastertheusefulsentencesabouttelephoneinquiry.

Abilitygoal:improvetheEnglishcomprehensiveabilityofprovidingtelephone
inquiryserviceatbookingoffice.

-FBE��*O

FLIGHTSCHEDULE
FlightNo. From To Dep. Arr. Days Stop A/C Fare
CA3428 Shenyang Guangzhou 755 1000 123-567 - B747 CNY2160
CZ6101 Shenyang Beijing 800 925 1234567 - A319 CNY660
CZ681 Shenyang Seoul 900 1135 1-4-6- - A320 CNY1210
KE834 Shenyang Seoul 1630 1920 1234567 B737 CNY3249
TG615 Beijing Bangkok 1705 2115 1234567 - A330 CNY2180
UA889 SanFrancisco Beijing 1201 1515* 1234567 - B747 CNY6895
NX1 Beijing Macao 1610 2000 1234567 - A320 CNY2461

1.Doyouknowthemeaningofthefollowingterms?

flightNo. Dep. Arr. days
 stop A/C lowestfare
2.Whatinformationcanyougetfromtheflightschedule?

%JBMPHVFT

Dialogue1:Enquiresaboutflightschedules
(A:attendant  P:passenger)

A:Hello,thisisAirChinaBookingOffice.CanIhelpyou?

P:Yes.I’mgoingtoGuangzhounextmonth.SoIneedsomeinformation
abouttheflightsfromShenyangtoGuangzhou.

A:Holdonforasecond,please.I’llcheckitforyou...
A:Sorrytohavekeptyouwaiting.TheAirChinaflightCA3428operates
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everydayexceptThursday.ItdepartsfromShenyangat7:55a.m.and
arrivesinGuangzhouat10:55p.m..

P:What’stheflyingtimebetweenShenyangandGuangzhou?

A:It’sabout3hours.
P:Whattypeoftheaircraftdoyouhave?

A:It’sBoeing747.
P:What’sthefarefortheeconomyclassticket?

A:ItisCNY2160.Andifyoureservearoundtripticket,you’llbeableto
getadiscount.It’sCNY3890inall.Bytheway,youshouldpayCNY
200forthejetfuelsurchargeandairportconstructionfeeatthesame
time.

P:Well,thatsoundsOK.
A:Wouldyouliketomakeareservationrightnow?

P:No,thankyou.Ihaven’tdecidedmydeparturedateyet.I’llcallyou
againaftermyplanisfinalized.Thankyouforyourinformation.

A:It’smypleasure.Youcanalsogettheinformationyouneedatour
officialwebsite.Andifyouhaveanyotherquestions,youcancontactus
again.We’llbehappytoserveyou.

P:OK.Isee.Manythanks.Goodbye.
A:You’rewelcome.Goodbye.

Newwords
enquire   [ɪn̍kwaɪə]    v.    询问

schedule [̍ʃedjuːl] n. 时刻表

operate [ɔpəreɪt] v. 运作,操作,开动

depart [dɪ̍pɑːt] v. 离开,出发

Boeing [̍bəuɪ􀱻] n. 波音客机

discount [̍dɪskaʊnt] n.&v. 打折

fuel [fjʊəl] n.&v. 燃料,给……加燃料

surcharge [̍sɜː̩tʃɑ:dʒ] n.&v. 附加费,追加罚款

finalize [̍faɪnə̩laɪz] v. 把……最终定下来

authority [ɔː̍θɔrɪtɪ] n. 权威

website [̍web̩saɪt] n. 网站

Usefulexpressions 
flightschedules  航班时刻表

aheadofschedule  提前
·2·



behindschedule  晚点

AirChina  中国航空公司,简称 “国航”

departuretime  起飞时间

arrivaltime  到达时间

flyingtime  飞行时间

firstclass  头等舱

businessclass  公务舱

economyclass  经济舱

one-wayticket/singleticket  单程票

roundtriptickets  往返票

jetfuelsurcharge  机场燃油附加费

airportconstructionfee  机场建设费

makeareservation  预定

inall  总共

Dialogue2:Enquiresaboutconnectingflights 
(A:attendant  P:passenger)

A:Hello.ThisistheBookingOfficeofChinaSouthernAirlines.MayI
helpyou?

P:Yes,please.IwantaflightfromShenyangtoBangkokdirectly.
A:I’msorrywedon’thaveanydirectflightfromShenyangtoBangkok.
P:Arethereanyotherairlinesflyingdirectly?

A:I’mafraidthattherearen’tanyairlineofferingthatservice.
P:That’stoobad.Thencanyouarrangeatransferingforme?

A:Yes,sure.FirstyoucantakeCZ6101fromShenyangtoBeijing,which
departsat8:00a.m.andarrivesat9:25p.m.andthenyoucantake
TG615,leavingBeijingat5:05intheafternoonandarrivinginBangkok
at9:15intheevening.Accordingtotheflightschedule,youhave
enoughtimetocatchtheconnectingflight.

P:Isitanon-stopflightfromBeijingtoBangkok?

A:Yes,youdon’tneedtoworryaboutthat.Wouldyouliketobookthe
flightsrightnow?

P:Notnow.Ihaven’tmadethefinaldecisionyet.
A:Inwhichperioddoyouexpecttoleave?I’dbehappytochecktheseat
availabilityforyou.Sinceweareinthepeakseason,ifyoudon’tbookin
advance,youmaynotbeabletogetaseatontheflight.
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P:Well,letmesee.IhavetobetherearoundJan.10th.
A:Pleaseholdtheline,I’llchecktheavailabilityforyou...
A:Thankyouforwaiting.Mycomputershowstherearenotmanysestsleft
onthatflightduringthatperiod.You’dbetterbooknow,incaseseats
arefullybookedbythen.

P:IfIbookaflightnow,canIchangemydeparturedatelater?

A:Certainly.
P:OK,thenmakeatentativereservationforme,please.

Newwords
Bangkok   [bæ􀱻kʌk]   n.   曼谷

period [̍pɪərɪəd] n. 时间,时期

availability [ə̩veɪlə̍bɪlɪtɪ] n. 可用性,有效性

space [speɪs] n. 空间,房间

tentative [̍tentətɪv] adj. 暂时性的,犹豫的

Usefulexpressions 
ChinaSouthernAirlines  中国南方航空公司,简称 “南航”

directflights/nonstopflights  直达航班

connectingflights  衔接航班

dailyflights  每日一班

scheduledflights/regularflights  定期航班

transitflights  中转航班

charterflights  包机

peakseason  旺季

lowseason  淡季

incase  万一,假使

inadvance  提前

$PODMVTJPO

1.电话用语

(1)接电话用语。

Hello,thisisAirChinaBookingOffice.CanIhelpyou?
您好! 这里是国航预定处。请问有什么需要?

ThisistheBookingOfficeofChinaSouthernAirlines.MayIhelpyou?
这里是南航预定处。有什么可以帮助您的吗?
(2)等候用语。
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Holdon,please./Holdtheline,please.Letmecheck.
稍等一下,我给您查查。

Waitamoment,please.I’llcheckitforyou.
请稍等,我给您查找一下。

I’dbehappytochecktheseatavailabilityforyou.
我为您查一下座位情况。

Sorrytohavekeptyouwaiting./Thankyouforwaiting./Sorryforthe
delay.
不好意思让您久等了。
(3)告别用语。

Youcangettheinformationyouneedatourofficialwebsite.
您可以到我们的官方网站查询您所要的信息。

Ifyouhaveotherquestions,youcancontactusagain.
如果您有其他的问题,您可以再次联系我们。

Wewillbehappytoserveyou.
我们很高兴为您服务。

Goodbye.ThankyouforflyingAirChina./Thankyouforchoosingour
flight.
再见。感谢您乘坐国航的飞机。

ThankyouforchoosingChinaEasternAirlines.
感谢您选择东方航空公司。

Whenyouarereadytobookyourflight,pleaserememberSpringAirlines.
当您想要订票的时候,请您想着春秋航空公司。

Haveanicetrip./Haveanicejourney.
祝您旅途愉快!

2.询问航班时刻表的相关信息

What’stheflightnumber?
航班号是多少?

What’sthedeparturetime?
什么时候起飞?

What’sthearrivaltime?
什么时候到达?

What’stheflyingtime?
飞行多长时间?

What’syourdeparturedate?/Whenwouldyouliketoleave?
·5·



您想哪天走?

TheflightCZ1947operateseverydayexceptMonday.
除周一外,南航CZ1947每天都有一班。

ThereareflightstoShenzheneveryday.
每天都有去深圳的航班。

Wehave3flightsfromBeijingtoTokyoeveryweek,Monday,Tuesday
andFriday.
每周我们有三个航班飞往东京,周一、周二和周五。

CA1973departsfromShenyangat8:45a.m.andarrivesinNewYorkat
9:10p.m.thenextday.
国航CA1973早上8点45从沈阳起飞,第二天晚上9点40到达纽约。

WehaveanonstopflightCA9346fromBeijingtoFrankfurt.
我们国航CA9346从北京直飞法兰克福。

Whattypeoftheaircraftdoyouhave?
什么机型?

ItisBoeing747.
波音747.
3.询问直达航班和衔接航班

ArethereanydirectflightsfromShenyangtoBangkok?
从沈阳到曼谷有直达的航班吗?

I’mafraidthattherearen’tanyairlinesofferingthatservice.
恐怕所有的航空公司在这条航线上都没有直达的航班。

Wecanarrangeaconnectionforyou.
我们可以为您安排衔接航班。

YoucantakeaconnectingflighttoSeattle.
您可以乘坐衔接航班飞往西雅图。

Accordingtotheflightschedule,youhaveenoughtimetocatchthecon-
nectingflight.
根据航班时刻表,您有充分的时间来赶上那趟衔接航班。

Thereisn’tanystopoverduringthetrip.
航班中间没有经停。

YoucanflytoHongKongandtakeaconnectingflighttoSeoul.
您可以先飞往香港,再转机到首尔。

ItwillgoviaShanghai.
本次航班将途经上海。
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4.询问票价及促销

Aone-waybusinesstickettoNewYorkisCNY13,000.
一张飞往纽约的单程公务舱机票是人民币13000元。

Thefaredependsonthedateofyourdeparture.
票价取决于您离开的日期。

It’sCNY24,800inall.
一共是人民币248000元。

Andifyoureservearoundtripticket,you’llbeabletogetadiscount.
如果您买往返机票,将会有打折。

Sinceweareinthepeakseason,ifyoudon’tbookinadvance,youmaynot
beabletogetseatsontheflight.Wouldyouliketomakeareservation
rightnow?
因为现在是旺季,所以如果您不提前预定,就有可能订不上座位。您愿意

现在就预定吗?

Wouldyoumakeatentativereservationforme?
您可以给我做个临时的预定吗?

&YFSDJTFT

Ⅰ.Fillintheblankswithwordsgivenbelow.Changetheformwhen
  necessary.
schedule operate  depart  website  availability
finalize  tentative  period  discount  authority
1.Iwouldliketodoublecheckmyflight .
2.Ithinkwecandrawupa plannow.
3.Theflightwill at6:30inthemorning.
4.Thesegoodswillbesoldata .
5.AsimpleDOSformatprogramenablesScottandhisstafftoeasilyview

seat beforebooking.
6.WewanttoknowsomethingaboutBuildingandConstruction .
7.Theliftdoesn’t properly.
8.Thiswasthemostdifficult ofhislife.
9.Youcanvisitits ontheInternet.
10.Letus tonight.
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Ⅱ.Completethefollowingdialogues.
(A:attendant  P:passenger)

1.P:I’dliketoknowsomethingaboutflightsfromSingaporetoBarcelona.
A:Waitfor .I’llcheckitforyou...

Wehave flightfromSingaporetoBarcelona.It everyday
Sunday.The timeis8:25a.m.andthe timeis11:40p.m.

onthesameday.Wouldyoulikemetobookaticketforyourightnow?

P:No,notnow.Ihaven’tmade onmytrip.
A:I’dbehappytochecktheseat foryou.Becauseweareinpeak
season,Isuggestyoubook ,incaseyoucan’tget on
theflight.

P:IfIbookaflightnow,canIchangemydeparture later?

A:Ofcourse.
P:Well,wouldyoumake forme?

2.P:Doyouhavea flightfromBeijingtoDetroit?

A:I’msorrywedon’thave flightsfromBeijingtoDetroit.
P:Arethereanyotherairlinesflying ?

A:I’mafraidnoairlines .
P:HowcanIgetthere?

A:Don’tworry.Icanarrange flightforyou.
P:DoIhaveenoughtimeto theconnectingflight?

A:Accordingtotheflightschedule,youhavetwohoursandahalffor
andyouaresuretomakeit.

P:OK.Thankyouverymuch.

Ⅲ.Makeupdialoguesaccordingtothefollowingsituationsgiven.You
  mayrefertothetimetablementionedinthelead-inpart.
1.YouaregoingtotravelfromShenyangtoSeoul.Trytoinquireaboutthe

flightschedules.
2.You’llgotoLondonfrom Guangzhouandstaythereforthreedays.

ThenyouwillgotoParis.Trytoinquireabouttheflightschedules.
3.YouareleavingforMacaofromSanFrancisco.Butyouhavetotakea

connectingflightinBeijing.Trytoinquireabouttheflightschedules.
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HistoryofAirTravel
ThehistoryofairtravelbeganwiththeflightoftheWrightbrothersonDe-

cember17,1903.Theirplanewasapoweredandcontrolledaircraftwhereas
previousattemptstoflyusedglidersthathadcontrolandnopowerorfreeflight
whichhadpowerbutnocontrol.Bybeingabletocombineboth,theysetthe
standardinaviation.Thisledtothecreationofheavierthanairpoweredaircraft
whichplayedamajorroleinthemilitaryreconnaissanceduringWorldWarI.
Bombers,skirmishersandscoutswereflownduringtheWarwithlegendary
dogfightsintheskyleadingtotheintrigueofairtravel.

AftertheFirstWorldWar,asairplanedesignsbecamemorereliableand
planeslargerinsize,peopleandcargobegantobetransportedinaircraft.Oneof
themostpopularaircraftofthetimewastheGrafZeppelinwhichcouldflymany
moremilesthanthefewhundredmilesofmostmajoraircraftofthetime.Itsde-
misecameonMay6,1937whentheHindenburgcaughtfireandkilled36peo-
ple.Attemptshavebeenmadetorevivethisaircraftbutexistonlyinnichemar-
ketsatthistime.The1920’sand1930’ssawgreatprogressinthehistoryofair
travel.

Thefirstjetaircraftandthefirstliquid-fueledrocketsweresomeofthein-
novationsinaviationasaresultofthe War.AftertheSecond World War,

generalaviation,particularlyinNorthAmerica,prospered,aspilotsnumbering
inthethousandscameoutofmilitaryserviceandmanytypesofsurplusaircraft
fromtheWarbecameavailable.Thehistoryofairtravelgrewaslightaircraftfor
themiddleclassmarketweredevelopedbysuchgrowing manufacturersas
Cessna,PiperandBeechcraft.

Inthehistoryofairtravel,civilairjetsweredevelopedbythe1950’swith
thefirstamongthembeingtheBoeing707passengerjet.Smallercommuter
planesalsocameonthescenewithturboproppropulsionmakingtravelmorevi-
abletravelforsmallerrouteswithawiderrangeofweatherconditions.

Developmentsinaviationsincethe1960’shavefocusednotonlyonaircraft
butoninstrumentationandcontrol.Airplaneshavebecomemoreefficientand
quieterduetoimprovementsinenginesandcompositeairframes.

In1978,airlinetravelwasderegulatedandairlineswerethenabletoset
theirownroutesandprices.ThiscausedanincreaseintravelamongAmericans
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from205millionin1975beforederegulationtoover638millionbytheyear
2000.Thedevelopmentoftheairplanehasbeenoneofthemostimportantinno-
vationsofmankind.

Questionsfordiscussion
1.Whatwasthefirstplanelike?

2.Whatisthestandardinaviation?

3.Whendidpeopleandcargobegintobetransportedinaircraft?

4.Accordingtothepassage,whatcanbeconsideredastheinnovationsin
aviationasaresultoftheWar?

5.WhatcausedanincreaseintravelamongAmericans?

TaskTwo
TelephoneReservation

  Knowledgegoal:acknowledgethebasicserviceproceduresoftelephone
reservation;mastertheusefulsentencesabouttelephone
reservation.

Abilitygoal:improvetheEnglishcomprehensiveabilityofreservingtick-
etsthroughtelephonesatticketoffice.

-FBE��*O

1.Whatinformationdoyouneedwhilereservingaticket?

2.Whatwillyoudoifthereisnoticketthatthepassengerswantedlefton
theflight?

%JBMPHVFT

Dialogue1:Spaceavailable
(A:attendant  P:passenger)

A:Hello.ThisisHainanAirlinesBookingOffice.WhatcanIdoforyou?

P:I’dliketobookonetickettoTokyotomorrowafternoon.
·01·



A:OK.Waitamoment.Letmecheck...TherearetwoflightstoTokyoto-
morrowafternoon.Oneleavesat8:00a.m.,theotherdepartsat2:05
p.m..Whichonedoyouprefer?

P:Iwanttotaketheflightleavingat2:05p.m..
A:Doyouwantafirst-class,businessclassoreconomyclassticket?

P:Businessclasstickets,please.
A:One-wayorreturn?

P:Return.
A:Well,threereturnbusinessclassticketsfromShenyangtoTokyoareCNY
151,200includingthejetfuelsurchargeandairportconstructionfee.

P:OK.Thatwouldbefine.
A:MayIhaveyournameplease?

P:LinHua.
A:What’syourtelephonenumber?

P:13160827469.
A:AndyourIDcardnumber?

P:2101061995012976874.
A:NowI’llrepeatyourreservationandinformation.Youhavereservedone
returnbusinessclassticketfromShenyangtoTokyoonSep.21st.The
flightnumberisTG615,whichdepartsat2:05p.m.andarrivesinBei-
jingat4:15p.m..YournameisLinHua,yourtelephonenumberis
13160827469andIDcardnumberis2101061995012976874.Isthat
right?

P:Yes,that’scorrect.
A:Pleasereconfirmyourreservationnolaterthan72hoursandyoushould
pickupyourticketasearlyaspossible.

P:OK.Thankyouforremindingme.Bytheway,Iamavegetarian.
A:Nevermind.Iwilladdthistotheticketsinformation.Isthereanything
elseIcandoforyou?

P:No,thanks.Thankyouforyourconsideration.
A:ThankyouforchoosingAirChina.Ihopetheservicecangiveyouanice
experience.

P:Goodbye.

Newwords
Tokyo   [̍təʊkjəʊ]   n.   东京
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identity(ID)[aɪ̍dentətɪ] n. 身份

reconfirm [̩riːkən̍fʒːm] v. 重新确认

vegetarian [̩vedʒə̍teərɪən] n. 素食者

consideration [kən̩sɪdə̍reɪʃn] n. 关心、考虑

Usefulexpressions 
1.IDcard  身份证

2.nolaterthan  不晚于

3.bytheway  顺便说一下

4.add...to  把……加入……

Dialogue2:Spacefull
(A:attendant  P:passenger)

P:IsthatChinaEasternAirlines?

A:Yes,Sir.MayIhelpyou?

P:Yes,please.I’dliketobookaneconomyclassseatfromBeijingtoAt-
lantanextTuesday.

A:Waitamoment,please.Iwillcheckthecomputer.Thankyouforwait-
ing.ThereisonlyoneflightadayforAtlanta.Andthereisnotasingle
seatleftonthatday.

P:Oh,that’stoobad.WhatshallIdonext?

A:Sincewearenowintouristseason,reservationisusuallymadeatleast
twoweeksbeforetheflightdeparturedate.Howevertheremaybea
cancellationbetweennowandthe15th.Icanputyouonthewaitinglist
ifyouwant.

P:Whatarethechances?

A:Ican’tsayforsureatthemoment,butwe’llseewhatwecando
foryou.

P:OK.Pleasewaitlistmeonthe15th.
A:Howdoyouspellyourname?

P:JeanCarver.It’sJ-E-A-N,andC-A-R-V-E-R.
A:Andmaywehaveyourtelephonenumbersothatwemaycontactyou?

P:It’s18630297164.
A:Thankyou.I’dliketoconfirmyourinformation.I’veputyournameon
thewaitinglistforMU608onthe15th.YournameisJeanCarver,your
telephonenumberis18630297164.Isthatright?

P:Yes,that’sright.
·21·



A:WewillcallyouwhenwecanreserveaseatonMU608onthe15th.Is
thereanythingelseIcandoforyou?

P:No,thankyouverymuch.
A:ThankyouforchoosingChinaEasternAirlines.Goodbye.
P:Goodbye.

Newwords
Atlanta   [æt̍læntə]   n.   亚特兰大

tourist [̍tʊərɪst] n. 旅行者

cancellation [̩kænsə̍leɪʃn] n. 取消

waitlist [̍weɪt̩lɪst] v. 把……列入名单

contact [̍kɒntækt] v.&n.联系

Usefulexpressions 
ChinaEasternAirlines  中国东方航空公司

touristseason  旅游旺季

putsb.onthewaitinglist  把……放入候补名单

$PODMVTJPO

1.预定机票程序及相关表达法 (有座位)
(1)接电话。(略)
(2)询问预定信息 (时间、地点)。

Whenwouldyouliketogothere?
您打算什么何时去那?

Wherewouldyouliketogo?
您打算去哪?

Whatdateandwhatnumberoftheflightdoyouwanttobook?
你想订哪一天、哪次航班的机票呢?

DoyouwanttotaketheflightfromNanjingtoShanghai?
您想坐从南京到上海的飞机吗?
(3)等候并查询。(略)
(4)告知查询结果并选择合适航班。

Thereare2flightsgoingtoShanghaithatday.Oneleavesat8:30inthe
morningandtheotherdepartsat16:45intheafternoon.Whichonedoyou
prefer?
那天有两个航班到上海。一个是早上8点半起飞,另一个是下午4点45
起飞,你想要哪一个航班?
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SeatsareavailableonCA1849onDec.20th,nextThursday.Itdepartsat
10:30a.m..IsthatOK?
国航CA184912月20日 (下周四)有空位子,起飞时间是上午10点半。
这个航班可以吗?

IcangiveyouareservationonMU017accordingtoyourneed.
根据您的要求,我可以为您预定东航 MU017航班。
(5)预定航班 (票数、舱位、单程/往返、打折信息)。

Howmanyticketsdoyouwant?
您想要几张机票?

Wehavefirstclass,businessclass,economyclasstickets,whichonedo
youwant?
我们有头等舱、公务舱、经济舱的机票,您想要哪一种?

Doyouwantaone-wayticketorroundtripticket?
您要单程票还是往返票?

Wedon’thaveanydiscountavailable.
我们现在没有折扣。
(6)询问旅客基本信息 (姓名、电话、身份证号)。

What’syourname?Canyouspellit?
您叫什么名字? 能拼写一下吗?

What’syourtelephonenumber?
您的电话号码是多少?

What’syourIDcardnumber?
您的身份证号码是多少?
(7)重复航班信息和旅客信息。

I’llrepeatyourreservation.Youhavereservedoneeconomyclassseaton
FlightCA981for6th,onewaytoNewYork,leavingBeijingat1:00p.m..Any
problem?
我重复一下您的预定信息:您预定了一张6月的从北京到纽约的单程票。
航班号是国航CA981,下午一点从北京出发。有问题吗?

I’llrepeatyourpersonalinformation.YournameisAnnaSmith.Yourtele-
phone number is 15942913792. Your ID card number is
210106198412103769.Isthatright?
我重复一下您的个人信息。您的名字叫 AnnaSmith。您的电话号码是

15942913792。您的身份证号是210106198412103769。对吗?
(8)提醒取票并询问旅客是否有其他要求。
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Pleaseconfirmyourorderlater,oritwouldbecancelledwithin24hours
beforethedeparturetime.
请尽快确认您的订单,否则在起飞前二十四小时之内会被取消。

Andyoushouldpickupyourticketasearlyaspossible.
请您尽快取票。

Anythingelse?
还有其他的事情吗?
(9)告别。(略)

2.预定机票程序及相关表达法 (无座位)
(1)接电话。(略)
(2)询问预定信息 (时间、地点)。(略)
(3)等候并查询。(略)
(4)告知查询结果。

Sorry,seatsforthe25tharefullybooked.
不好意思25日的票都订出去了。

Theseatshaveallbeenoccupied.(completelyreserved)
所有的机票都已经订出去了。

Iamafraidthereisnotasingleseatleftonthatflight.
恐怕这个航班一个座位都没有了。

Theticketyouaskforissoldout.
您要的机票已经售完了。
(5)列入候补名单/选择其他航班。

MayIputyouonthewaitlist?
我可以把你放入候补名单里吗?

MayIwaitlistyouonthe20th?
我可以把你放入20日的候补名单里吗?

Wouldyouliketochangeanothertime?
您愿意换其他航班吗?
(6)询问旅客基本信息 (姓名、电话、身份证号)。(略)
(7)重复旅客信息。(略)
(8)询问旅客是否有其他要求。

Whenwecanreserveaseatonthatflight,we’llcallyou.
如果我们能订到那个航班,我们会给您打电话的。
(9)告别。(略)
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  &YFSDJTFT

Ⅰ.Fillintheblankswithwordsgivenbelow.Changetheformwhen
  necessary.
identity tourist vegetarian cancellation
waitlist contact consideration reconfirm
1.I’lltakethatinto ,captain.
2.The tradehasbecomearealindustry.
3.Hello.Iwantto ourflighttoLondon.
4.Iprefer food.
5.Butthegoodnewsis,ifastudentisona heorsheisstillinthe
game.

6.I’ll youbytelephone.
7.Thepoliceaskedhimtoshowhis card.
8.Her ofhertriptoParisupsetourplan.

Ⅱ.Completethefollowingdialogues. 
(A:attendant  P:passenger)

A:Hello.MayIhelpyou?

P:Yes,please.I’dliketobooktwoticketstoJakarta.
A:Whendoyouwantto ?

P:Tomorrow.
A:Waitforamoment.I’llcheckthecomputer.Sorry,therearenoseats .
P:Howaboutthedayaftertomorrow?

A:ThereisnodirectflighttoJakarta.TheonlyflightisSQ803,whichwill
stopatSingapore.IsthatOK?

P:OK. metworeservationsonthatflight,please.
A:Doyouwanta class, classor classticket?

P:Firstclass.
A:One-wayor ?

P:One-way.Whatisthe ?Doyouhaveanydiscount?

A:Sorry.Wehaven’tanydiscount rightnow,asitis
season.The is$5620.MayIhaveyournameandtelephone
number?

P:Sure,Wangxin,thenumberis13497162849.
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A:Whataboutthe number?

P:21060720000729467X.
A:AndmayIhavetheother’sinformation?
…

Ⅲ.Makeupdialoguesaccordingtothefollowingsituationsgiven.You
  mayrefertothetimetablementionedinthelead-inpart.
1.YouaregoingtotravelfromIndonesiatoSeoulwithyourparentson

Mar.10th.Thereareseatsavailableontheflightyouwant.
2.You’llgotoLondonfromNewZealandonOct.5th.Butunfortunately

thereisnotasingleseatleftonthatday.Youhavetowaitifsomeonewillcancel
theseat.

3.YouareleavingforCairofrom Chicago.Butalltheseatsarefully
booked.Youtrytochangeanotherflight.

'VSUIFS�3FBEJOH

TheReservationsAgent
Mostpeoplewanttomaketheirflightreservationsbytelephoninganairlineres-

ervationsoffice.Areservationsagentisresponsibleformakingorconfirmingreserva-
tionsforpassengerswhotelephonetheairline.Beforegoingtoreservationscontrolto
checkwhetherornotthereisaspaceavailable,thereservationsagentwillhavetode-
terminewhattimeanddayaremostdesirableforthepassengers,findoutwhether
passengeristravelingaloneorwithotherpeopleandgetthenameofthepassenger.In
addition,hemustfindoutwhichclassofservicethepassengerdesires,thatis,first
class,businessoreconomyclass.Ifspaceisnotavailableontheflightthatthepassen-
gerdesires,itisadvisablethattheagentsuggestsanalternateflight.Besidesreserva-
tions,areservationsagentisalsosupposedtogiveanyotherinformationthe
passengermayneed,suchasweatherconditionsandfoodservice.

Themainjobofareservationsagentistomakeasale—thatis,toconfirm
spaceonhisownairlinethatisascloseaspossibletothepassenger’sneedsand
desires.However,theairlinesreceivealargenumberofcallsthatdonotresult
insales.Thesecallsthatendwithconfirmedreservations.Manypassengerscon-
siderthevoiceontheotherendofthephoneasthevoiceoftheairlineitself.

Amongthemostcommoncallsaretherequestsforinformationonsuchsub-
jectsasweatherconditions,baggageallowance,check-intime,andarrivaltime
offlights,etc.Areservationsagentwillhavetohandlemanykindsofsituations.
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Hemustreallyknowalmostalltheproceduresandbepreparedforanykindofcall.
Passengersmaycallintoconfirmtheirongoingorreturnreservations.Most

airlines,especiallyoninternationalroutes,requiretheirpassengerstoconfirm
theircontinuingorreturnreservations.Thatis,theymustcalltheairlineto
checkthereservationandindicatewhethertheywilluseit.Thisprotectstheair-
lineagainstno-shows,anditprotectsthepassengeragainstthelossofhisseat.

Inmanycases,thereisanautomaticcancellationifthereisnoconfirmation
(orreconfirmation,asitissometimescalled)within24hoursofflighttime.In-
ternationalreconfirmationis72hours.Inadditiontocheckingthepassenger’s
reservation,theagentshouldalsoobtainatelephonecontactwherethepassenger
canbereachedsothattheagentcaninformthepassengerifthereisachangea-
bouthisflight.

Questionsfordiscussion
1.Whatisareservationsagent’sprincipaljob?

2.Whatotherinformationshouldareservationsagentgivethepassengers
besidesreservation?

3.Whydoesareservationsagentsometimesaskapassengerforhistele-
phonenumber?

4.Whymustareservationsagentknowalmostalltheairlineprocedures?

5.Howsoonwillthereservationbecancelledifthereisnointernational
reconfirmation?

TaskThree
PurchasingTheTicket

  Knowledgegoal:acknowledgethebasicserviceprocedureofpurchasingthe
ticket;mastertheusefulsentencesaboutpurchasing
theticket.

Abilitygoal:improvetheEnglishcomprehensiveabilityofpurchasing
ticketsattheairport.
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1.Doyouknowthemeaningofthefollowingterms?

duration onboard snack equipment
2.Whatinformationcanyougetfromtheflightschedule?

%JBMPHVFT

Dialogue1:Purchasingtheticket 
(A:attendant  P:passenger)

A:Hello,canIhelpyou?

P:Yes,Ihavealreadymadethereservationoverthetelephonethedaybe-
foreyesterdayandnowIcometopickupmyticket.

A:Allright.Couldyoutellmeyournameandtheflightnumber?

P:Linda.FlightnumberisCZ9302onJanuary26th.
A:Yes,Miss.It’s$286.Wouldyouliketopayincashorwithyourcredit
card?

P:Withmycreditcard,please.
A:OK.MayIhaveyourpassport,please?

P:Sure.Hereyouare.
A:Pleasesignyournamehere.Andhere’syourticket,passportandcredit
card.Pleasecheckinattheairportnolaterthan4:25p.m.thatday.

P:OK.Thankyouverymuch.
A:IsthereanythingelseIcandoforyou?
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P:No,thanks.
A:Haveanicetrip.Goodbye.
P:Goodbye.

Newwords
cash   [kæʃ]   n.   现金

credit [̍kredɪt] n. 信用

sign [saɪn] n.&v. 记号;签字

Usefulexpressions 
overthephone  通过电话

payincash  现金支付

paywith/bycreditcard  信用卡支付

paybytraveler’scheck  用旅行支票支付

Dialogue2:E-tickets 
(A:attendant  P:passenger)

A:Hello,ma’am.CanIhelpyou?

P:yes,please.Imadeareservationoverthephonecallafewdaysago.Now
I’dliketohavemyticketissued.

A:MayIhaveyournameandpassportnumber?

P:HelenMayer.Hereismypassport.
A:Well,Ms.Mayer.Pleasewaitaminute.I’llretrieveyourreservationre-
cord...

Ms.Mayer,I’vegotyourreservationrecord.Youbookedaneconomyclass
seatontheflightMU515fromShanghaitoOsaka,leavingat9:30a.m.on
September5th,Isthatcorrect?

P:Yes,that’sright.
A:Isthereanythingthatyouwanttomakeachange?Doyouwantareturn
ticket?

P:No,thankyou.
A:Well,thenI’llhaveyourticketissuedrightnow.Wouldyouliketopay
incashorbycreditcard?

P:Creditcard,please.
A:Ma’am,it’salldone.Here’syourpassport.
P:ButIhaven’tgotmyticketyet.
A:Well,asyouknow,mostairlinesissuee-tickets.Yourelectronicticket
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hasbeenstoredinourcomputer,whichmeansyoudon’thavetocarry
ticketstogetonboard.

P:ButhowamIsupposedtocheck-informyflight?

A:Allyouneedtodoisshowyourpassportandouragentwillcheck-in
foryou.

P:Thatsoundsquiteconvenient.ButI’mtakingabusinesstripandthepa-
perticketisrequiredfromourcompany.

A:Noproblem.I’llprintoutyoure-ticketreceipt.Hereyouare.Wishyou
apleasantjourney.

P:Thankyou.Goodbye.
A:Goodbye.

Newwords
retrieve   [rɪ̍triːv]   v.   检索;恢复

issue [̍ɪʃu:] v. 发布;流出

Osaka [əu̍sɑːkə] n. 大阪

electronic [ɪ̩lek̍trɒnɪk] adj. 电子的

store [stɔ:] v. 存储

receipt [rɪ̍siːt] n. 收据;发票

Usefulexpressions 
retrieveone’sreservationrecord  提取订座记录

e-ticket  电子客票

printout  打印出

e-ticketreceipt  电子客票行程单

$PODMVTJPO

1.购买机票程序及常用语句 (略)

2.问候

Hello,canIhelpyou?
您好,有什么需要吗?

3.需要旅客提供相关信息 (姓名、护照、航班号等)

MayIhaveyournameandpassport?
请您告诉我您的名字并把护照给我。

What’syourflightnumber?
您的航班号是多少?

4.等候并查询
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Waitamoment,I’llretrieveyourreservationrecord.
稍等一下,我要提取您的订座记录。

5.告知查询结果并核对信息

I’vegotyourreservationrecord.
我已经找到了您的预定记录。

YoubookedaneconomyclassseatontheflightMU515fromShanghaito
Osaka,leavingat9:30a.m.onSeptember5th,Isthatcorrect?
您预定了一张东航 MU5159月5日的从上海飞往大阪的经济舱的机票,
飞机起飞时间是早上9点半。对吗?

6.询问客人支付方式

Howwouldyouliketopaythemoney?
您想怎么支付?

Wouldyouliketopayincashorwithyourcreditcard?
您是想付现金还是支票?

Pleasesignyourname,here.
请在这里签字。

Hereisyourchange.
这是找您的零钱。

7.归还证件 (机票)

Hereisyourpassportandhereisyourticket.
这是您的护照和机票。

8.询问是否需要打印客票行程单

Doyouneedthee-ticketreceipt?
您需要电子客票行程单吗?

I’llprintoutyoure-ticketreceipt.
我会打印出您的电子行程单。

9.告别

Goodbye.Wishyouapleasantjourney.
再见。祝您旅途愉快。

&YFSDJTFT

Ⅰ.Fillintheblankswithwordsgivenbelow.Changetheformwhen
  necessary.
cash retrieve receipt issue
credit electronic sign store
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1.Theworkersreceivedtheirwagesin .
2.MayIusemy card?

3.Willyou thecontractnow?

4. datafromthecookie,please.
5.Couldyou areplacementcard?

6.Youareabigproponentof records.
7.Instead theminacool,dryplace.
8.I’llwriteouta foryou.

Ⅱ.Completethefollowingdialogues. 
SophieMatson:Shanghai-SanFrancisco;CA981;economyclass;one-way

ticket;e-ticket
(A:attendant  P:passenger)

A:Hello.MayIhelpyou?

P:Yes,please.Imadeareservationoverthephonecallafewdaysago.
NowI’dliketohavemyticketissued.

A: ?

P:SophieMatson.Hereismypassport.
A: .
…

A:Ms.Matson,I’vegotyourreservationrecord.You leavingat
11:55a.m.onNovember24th.Isthatcorrect?

P:Yes,that’sright.
A: ?

P:Creditcard,please.
A:Ma’am,it’salldone.Here’syourpassport.
P:ButIhaven’tgotmyticketyet.
A:Well,asyouknow, .
P:ButhowshouldIcheck-informyflight?

A: .
P:Canyouprintoutmye-ticketreceipt?

A: .
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Ⅲ.Makeupdialoguesaccordingtothefollowingsituationsgiven.You
  mayrefertothetimetablementionedinthelead-inpart.
1.Youwanttopickuptheticketforyourflightattheairport.
2.Youwanttopickupyoure-ticketattheairportandyouneedthee-ticket

receipt.

'VSUIFS�3FBEJOH

AirlineTicket
Anairlineticketisadocument,createdbyanairlineoratravelagency,to

confirmthatanindividualhaspurchasedaseatonanairplaneflight.Thisdocu-
mentisthenusedtoobtainaboardingpassattheairport.Thenwiththeboard-
ingpassandtheattachedticket,thepassengerisallowedtoboardtheaircraft.

Itisnowcommonforatravelertopayafee,assessedbytheairlinecompa-
ny,forapaperticket.Infact,manyairlinesnolongerissuepapertickets.IATA
hasannouncedthatasofJune1st,2008,airlineswillnolongerissueanypaper
tickets.

Aticketisgenerallyonlygoodontheairlineforwhichitwaspurchased.
However,anairlinecanendorsetheticket,sothatitmaybeacceptedbyother
airlines,sometimesonstandbybasisorwithaconfirmedseat.

Usuallytheticketisforaspecificflight.Itisalsopossibletopurchasean
“open”ticket,whichallowstravelonanyflightbetweenthedestinationslisted
ontheticket.Thecostfordoingthisisgreaterthanaticketforaspecificflight.
Someticketsarerefundable.However,thelowercostticketsareusuallynotre-
fundableandmaycarrymanyadditionalrestrictions.Aticketismadeupofone
ormoreflightcoupons.Intheoldpaperticketsystem,theseflightcouponswere
theactualticketsthatwereusedfortravel.Oneflightcouponwasusedforeach
legoftheflight.

Thecarrierisrepresentedbyastandardized2-lettercode.Forexample,

ThaiAirwaysisTGandBritishAirwayisBA.Thedepartureanddestinationcit-
iesarerepresentedbyInternationalAirTransportAssociationairportcodes.For
example,MunichisMUCandBangkokisBKK.TheInternationalAirTransport
Associationisthestandardsettingorganization.

Onlyonepersoncanuseaticket.Ifmultiplepeoplearetravelingtogether,

theticketsarelinkedtogetherbythesamereservationnumber,whichareas-
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signed,iftheticketswerepurchasedatthesametime.Ifnot,mostairlinescan
connecttheticketstogetherintheirreservationsystems.Thisallowsall
membersinapartytobeprocessedinagroup,allowingseatassignmentstobe
together.

Questionsfordiscussion
1.Whatisanairlineticket?

2.Whatdoesthepassengerneedtohavebeforeboarding?

3.Whendidtheairlinesnolongerissueanypapertickets?

4.Whatisan“open”ticket?

5.Whatisthecarrierrepresented?Canyougiveanexample?

TaskFour
ChangeofTicketandEndorsement

  Knowledgegoal:acknowledgethebasicserviceprocedureofticketsales;
mastertheusefulsentencesaboutchangeticketanden-
dorsement.

Abilitygoal:improvetheEnglishcomprehensiveabilityofprovidingthe
ticketserviceattheticketoffice.
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1.Doyouknowthemeaningof“USED”?

2.Underwhatconditionscanpassengerschangetheirtickets?

%JBMPHVFT

Dialogue1:Reservationchange(Voluntarychange) 
(Mr.Poehas madehisreservationfrom Beijing—SanFrancisco—New

York.Nowhewantstomakeachange.HewantstogotoSeattlefromSan
FranciscoandthengotoChicago.HemakesaphonecalltoAirChinaBooking
Officeforachange.)

(A:attendant  P:Poe)

A:Hello,theAirChinaBookingOffice.MayIhelpyou?

P:Yes.I’vemadeareservationonyourFlightCA981toNewYork,butI
wanttoflytoChicagobywayofSeattle.Canyouarrangeanewitinerary
forme?

A:Yes,sir.Wouldyoupleasegivemeyournameandthedateofyourres-
ervation?I’llmakethechangerightnow.

P:A-L-V-I-NAlvin.P-O-EPoe.ThemiddleinitialisM,bytheway.
A:Thankyou,sir...Oh,yes.I’vegotyourreservationrecord:Beijing—

SanFrancisco—NewYork.FirstofallI’llcanceltheportionofSan
FranciscotoNewYorkandmakeanewreservationforyou.Howlong
willyouwanttostayinSanFrancisco?

P:OnenightinSanFranciscoandtwonightsinSeattle.
A:Isee.Pleaseholdthelineamoment.I’llchecktheschedule.Well,Mr.
Poe,UnitedAirlineshasaflightfromSanFranciscotoSeattleleavingat
7:15a.m.ThatwouldbeTuesday,February19th.OnThursdaythere’s
alsoaUnitedAirlinesflightleavingSeattleforChicagoat8:30a.m.

P:Aretheybothnonstopflights?

A:Yes,theyare.
P:Canyoutakecareofthereservationsforme?

A:Yes,sir.MayIaskwhichclassofserviceyouwillbetraveling?

P:Bookmethesameclass,economy,please.
A:OK.I’llrequestyourreservationsimmediately...Hello,Mr.Poe,your
reservationshavebeenconfirmed.Nowallow metorepeatthewhole
reservationforyou.YouroriginalreservationfromBeijingtoSanFran-
ciscoremainsunchanged.I’vemadeanewreservationonaUnitedAir-
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linesflightfromSanFranciscotoSeattleonTuesdayat7:15a.m.On
ThursdayaUnitedAirlinesflightleavesSeattleforChicagoat8:30a.m.
Bytheway,haveyougotaticket,Mr.Poe?

P:Yes,Ipurchasedtheticketinyouroffice.
A:Isuggestthatyoutakeyourticketandvalidtraveldocumentstooneof
ouroffice.We’llcanceltheSanFrancisco—NewYorkportionofyour
ticketandreissueitforSanFrancisco—Seattle—Chicago.Theremaybe
anadditionalchargeforthisnewitinerary.

P:Doyouchargememuch?

A:I’mafraidwedon’thavethenewfareforyouatthemoment.Anyway
wewillrecalculatethefare.MayIhaveyourtelephonenumber,please?

P:Yes.Youcanreachmeat45221366,extension255.
A:ThankyouMr.Poe.
P:Thankyou.

Dialogue2:Changingthereservationduetooverbooking 
(InvoluntaryChange)

(A:attendant  P:passenger)

A:Goodafternoon.MayIspeaktoMissBenson,please?

P:Yes,speaking.
A:ThisistheAirChinaReservationsSection.I’mcallingaboutyourreser-
vationonFlightCA957toFlightat9:20tomorrowmorning.

P:Yes?

A:Iregrettosaythattheflighthasbeenoverbooked.Isitpossibleforyou
tochangeyourreservationtoFlightCA977? That’sthedayafterto-
morrow.

P:ImademyreservationthreeweeksagoandjustreconfirmeditthisMon-
day.WhyshouldIchangeit?

A:Well,duetosomeclericalerrorsinourreservationssystem,wehave
sixmorereservationsthanwecanaccommodateonFlightCA957.Ifall
thepassengersshowupattheairport,theflightwillbedelayed.Of
course,wedon’twantanybodytobeinconvenienced.We’renowcon-
tactingpassengersandrequestthemtoconsideranotherflight.

P:Thatwon’tdo.IhavetobeinSingaporeforabusinessconferenceon
Wednesday.Allthehotelreservationsandotherarrangementshaveal-
readybeenmade.
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A:Oh,Isee,MissBenson.Sorrythen.

Newwords
itinerary   [aɪ̍tɪnərərɪ]   n.   旅程;路线

initial [ɪ̍nɪʃəl] n. 首字母

portion [̍pɒrʃən] n. 一部分;航段

extension [ɪk̍stənʃən] n. 电话分机

clerical [̍klerɪkl] adj. 书写工作的

error [̍erə] n. 错误

alternate [̍ɔːltəneɪt] adj. 交替的;另一的

notify [̍nəʊtɪfaɪ] vt. 通知

Usefulexpressions 
showup  到机场 (乘机)

flightdiversion  改变航程

noshow  误机 (没到机场)

refundoftheticket  机票退款

toendorsetheticket  机票签转

duetooverbooking  由于超售的缘故

analternateflight  (改乘)另一航班

toadvisesb.ofsth.  通知某人某事

$PODMVTJPO

Duetosomeclericalerrorsinourreservationssystem,wehavesixmore
reservationsthanwehaveseatsonFlightCA957.
由于我们在订票工作中出了一些差错,CA957航班多定了六张票。

Wedon’twantanybodytobeinconvenienced.
我们不想给任何人带来不便。

Thatwon’tdo.
那不行。

personalcheck  私人支票

CanyouschedulemeforthreedayseachinBangkokandDjakarta?
你能为我在曼谷和雅加达各安排三天吗?

revisedfare  航程变更后的票价

Iregrettosaythattheflighthasbeenoverbooked.
很抱歉,航班已超订了。

Duetosomeclericalerrorsinourreservationssystem,wehavethreemore
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reservationsthanwehaveseatsontheflight.
因订票工作中的某些差错,该航班我们已多订了三张票。

TheflightonWednesdaytoBeijingisfullybooked.
星期三去北京的机票已订满了。

Isitpossibleforyoutochangeyourreservation?
您可以改变一下订座吗?

Canyouchangeyourreservationtoalaterflight?
您可以改变一下订座,乘坐稍晚的航班吗?

Wearetryingtorequestpassengersshouldconsideranotherflight.
我们正设法请旅客们考虑其他航班。

I’dliketochangetheBeijing—Shanghaireservationandreserveaseatto
Guangzhou.
我想把北京至上海的订座改为去广州。

IwanttohavemyoriginalreservationchangedsothatIcangovia
BangkokinsteadofManila.
我想改变原订座,这样我可以取道曼谷而不是马尼拉。

I’vecancelledyourBeijing—Shanghaireservationandconfirmedareserva-
tiononFlightCZ3116forMay3rd.
我已经取消了北京至上海的订座,并为您订妥了5月3日CZ3116航班的

座位。

I’llconfirmyourreservationsandthencalculateyourrevisedfareandreis-
sueyourticket.
我会订妥您的座位,然后把变动的票价计算出来,重新为您开张票。

internationalreservationssection  国际订票处

domesticreservationssection  国内订票处

baggagesection  行李处

duetoaclericalerror  因工作中的差错

toshowupattheairport  到机场

tocancelthereservationandconfirmareservationonanotherflight
取消原订座,改订另一架航班

overbook  超订

oversell  超售

tomakethreemorereservationsthanwehaveseatsonaflight  比原航

班座位多订了三张票

torequestpassengerstoconsideranotherflight  请求旅客们考虑另一架
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航班

topersuadepassengerstoconsideranalternative 劝说旅客想其他办法

revisedfare  航程变更后的票价

arevisedschedule  修订后的时刻表

&YFSDJTFT

Ⅰ.Fillintheblankswithwordsgivenbelow.Changetheformwhen
  necessary.
portion bywayof schedule additional nonstop
accommodate itinerary showup reissue consider
1.IwanttoflytoChicago Seattle.
2.Canyouarrangeanew forme?

3.I’llcancelthe ofSanFranciscotoNewYorkandmakeanew
reservationforyou.

4.Pleaseholdthelineamoment.I’llcheckthe .
5.Aretheyboth flights?

6.We’llcanceltheSanFrancisco—NewYorkportionofyourticketand
itforSanFrancisco—Seattle—Chicago.

7.Theremaybean chargeforthisnewitinerary.
8.Wehavesixmorereservationsthanwecan onFlightCA957.
9.Ifallthepassengers attheairport,theflightwillbedelayed.
10.We’renowcontactingpassengersandrequestthemto another

flight.

Ⅱ.Completethefollowingdialogues. 
(A:attendant  P:passenger)

A:Good morning.ThisisAirChina.MayIspeakto Mr.Andrews,

please?

P:Yes.Mr.Andrewsspeaking.
A:Mr.Andrews,thisisInternationalReservations.I’mcallingaboutyour
reservationonFlightCA931toFrankfurtthisafternoon.I to
informyouthattheflighthasbeencancelledduetobadweatherconditions.

P:Well,that’sawful.Can’tyouputmeonanotherflight?

A:Yes,we’rethinkingofan flight.Icanmakea for
youonLufthansaFlightLH651,leavingBeijingat7:30tomorrowevening.
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P:Canyougivemeonanearlierflight?

A:TheLufthansaflightistheearliestone ,I’mafraid.
P:Allright.Please meaneconomyclassseatonthatflight.
A:I’lldothat.NowI’ve oneeconomyclassseatonLufthansa
FlightLH651.Itleavesat7:30p.m.tomorrowevening.Bytheway,

mayIaskifyou’vegottheticket,Mr.Andrews?

P:Yes,AirChina theticket.
A:Pleasetakeyourtickettoourofficebefore .We’llreissueyour
ticket.Anythingelse? Anybodytobe orhotelreservationsto
becancelled?

P:Iwasgoingtobemetattheairport.CouldyoucallDavidsonCo.Frank-
furtofficeandadvisethemofthe change?

A:Certainly.

Ⅲ.Makeupdialoguesaccordingtothefollowingsituationsgiven.You
  mayrefertothetimetablementionedinthelead-inpart.
1.Mrs.Whitehasmadeherreservationfrom BeijingtoParis.Nowshe

wantstomakeachange.ShewantstogotoZurich.Shemakesaphonecallto
southernAirlines’BookingOfficeforachange.

2.Duetooverbooking,SU527hasthreemorereservations.Nowsupervisor
LihastomakeatelephonecalltoMr.Brownwhomustchangethereservation
duetothisoverbooking.

'VSUIFS�3FBEJOH

ChangestoPassengerTickets
Normally,onceatickethasbeenissuednoalterationtothatticketmaybe.

However,theremaybetimeswhenapassengermayrequestachangeofcarrier(s),

reservationsand/orroutingafterthetickethasbeenissuedbutbeforecompletion
ofthejourney.wecallthisavoluntarychange.Incertainconditionspassengers
mayrequestthefollowingchanges:

1.Thechangeofflightanddeparturedate
Apassengermaychangehis/heroriginalplanandstarthis/herjourneyear-

lierorlater.Thisrequiresthechangeofthereservation.Thedateshouldbere-
visedandthesameclassshouldbeconfirmedastheoriginalinPassengerName
Record.Thefaredifferencewillbecollectedifanewreservationisconfirmedina
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higherclass.
2.Thechangeofacarrier
Suchchangesrequestedbythepassengerrequireendorsingtheflightcoupon(s)

concernedfromoneairlinetoanother.Theendorsementshallbeobtainedfrom
anauthorizedcarrierandshallbeauthenticatedbyastampidentifyingthecarrier
andofficemakingtheendorsement.

3.Thechangeofclass
Thiscanbemade,afterthepurchaseoftheticket,withtheavailabilityand

permittedtime.Upgradingrequiresthepassengerrequiresdowngradingthe
ticketshallfirstberefundedandthenanewticketneedstobeissued.

4.Thechangeofrouting
Whenaticketispresentedforreroutingandtheonlycouponsremainingin

theticketarefordomestictransportation,suchticketshallnotbereroutedfor
furtherinternationalcarriage.Fortotallyunusedticketthatispresentedforre-
routing,itmustberefundedandthenanewticketwillbeissued.Thefarefor
thenewjourneyshallbecalculatedusingthefareswhichapplyatthetimeof
commencementoftravelunderthenewticket.

Wheneverachanceintherouting,withorwithoutachangeinthefare,is
required,ticketsmustbereissued;withdrawnflightcouponsmustbestamped
with“EXCHANGED”acrosstheface.

Whenthecarriercancelsaflight,failstooperateaflightreasonablyinac-
cordancewithschedule,isunabletoprovidepreviouslyconfirmedspaceandcau-
sesapassengertomissaconnectingflightonwhichheholdsareservation,then
involuntarychangeoccurs.Intheforegoingcircumstancestheforwardingcarrier
shallarrangeforinvoluntaryrefund;provideonwardcarriagewiththeleastpos-
sibledelayorinconveniencetothedestinationorpointofstopovernamedonthe
ticket,ifnecessaryatahighercostand withoutadditionalchargetothe
passengeronthesameoranotherofitsownaircraft.Upgradingshallbepermit-
tedonlywhenspaceisnotavailableintheclassoriginallypaidfor.Therewon’t
beanycollectionforupgrading.Whereapassengeriscarriedinalowerclassof
service,theairlineshallarrangeforthedifferencetoberefundedtothepassen-
ger.Thepassengershallbeentitledtothefreebaggageallowanceapplicableto
thefareoriginallypaid.Theforwardingcarriershallmakeeveryefforttoreturn
checkedbaggagetothepassengerortransferthecheckedbaggagetothenewre-
ceivingcarrier,asrequired.
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Questionsfordiscussion
1.Whatisavoluntarychange.

2.Incertainconditionspassengersmayrequestwhatkindsofchanges.

3.Ifinvoluntarychangeoccurs,whatshouldthecarriersdo?

TaskFive
TicketEndorsement

  Knowledgegoal:acknowledgethebasicserviceofticketendorsement;

mastertheusefulsentencesaboutticketendorsement.
Abilitygoal:improvetheEnglishcomprehensiveabilityofprovidingthe

ticketendorsementserviceattheticketoffice.

-FBE��*O

1.Doyouknowthemeaningof“endorsement”?

2.Underwhatconditionsisendorsementforbidden?

%JBMPHVFT

Dialogue1:Ticketendorsement 
(Mr.YanghasboughtanAirChinaticketfromLosAngelestoBeijing.He

hasjustreceivedafaxfromhisbrotheraboutanurgentbusinessmeetinginOsa-
kaandwasaskedtoflytoBeijingviaOsaka.AsAirChinahasnoflightsfrom
LosAngelestoOsakahehastogothereviaJapanAirlines.Thereforeheneeds
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tohavehisticketendorsed)
(AttheAirChinaLosAngelesBookingOffice)
(A:attendant  P:passenger)

A:Hello,sir.WhatcanIdoforyou?

P:IboughtaticketforFlightCA984fromLosAngelestoBeijingacouple
ofweeksagoinyouroffice.YesterdayIreceivedafaxfrommybrother
DWinOsakaandwasaskedtogotoOsakaforanurgentbusiness.I
wanttomakeastopoverinOsakabeforegoingontoBeijing.Iwonderif
youcanreroutemeonyourflight.

A:I’mafraidnot,becauseFlightCA984nolongerstopsatOsaka,butI’ll
seewhatwecandoforyou...we’llrearrangeyouonaflightonJapan
AirlinesorNorthwestAirlines,whichwillgoviaOsaka.

P:YoumeanthatIhavetochangetooneoftheseairlines.
A:That’sright.
P:Changingairlinesmaycausealotoftrouble,right?

A:Notreally.MayIaskwhatkindofticketyouareholding?

P:AirChinaeconomyclass.CanIusetheticketfortheJapanAirlines
flight?

A:Yes.Theyhonorourticket.Howevertheyneedanendorsementform
ourairlinesbeforeusingtheticket.

P:Idon’tquiteunderstand.
A:Well,whenapassengerrequestsachangeofacarrieranauthorizedper-
missionshouldbeobtainedfromissuingordesignatedcarrier.Sinceyour
ticketindicatesAirChinaasyourdesignatedcarrierfromLosAngelesto
Beijing,nootherairlinescanbecomeyourcarrierunlessAirChinaper-
mits.

P:Isee.ThencanyouendorsemytickettoJapanAirlines?

A:Noproblem.I’llaskmysupervisortodoit.Pleasewaitamoment.
A:Hereisyourticket.Mysupervisorhasagreedandsignedhere.“EN-
DORSEDTOJAL”isenteredinthe“endorsementbox”oftheticket.
PleasetakeyourtickettotheJapanAirlinesOffice.Theywilltakecare
ofyourreservationsfromLosAngelestoOsakatoBeijing.Ofcourse
theyexchangeyourticketandrecalculatethefare.Theremightbean
additionalcharge.

P:Well,Idon’tcareaboutthechargeaslongasIcango.NowIreallyap-
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preciateyourhelp.
A:Don’tmentionit.WehopethatflyAirChinanexttime.

Newwords
likewise   [̍laɪk̩waɪz]   adv.   同样地;也如此

accordingly [ə̍kɔːdɪ􀱻lɪ] adv. 相应地

convert [kən̍vʒːt] vt. 兑换为

honor [̍ɒnə] vt. 承诺

endorse [ɪn̍dɔːs] vt. 签转

endorsement [ɪn̍dɔːsmənt] n. 签转

authorized [̍ɔːθəraɪzd] adj. 经授权的,认可的

designated [̍desɪ􀱹neɪtɪd] adj. 指定的

carrier [̍kærɪə] n. 承运商;航空公司

supervisor [̍sjuːpəvaɪzə] n. 值班主任

Usefulexpressions 
1.around-trip  来回程

2.atraveler’scheckindollar  旅行支票以美元兑换

3.ChiefExecutiveOfficer(CEO)  行政总裁

4.amedium-sizeITbusinesscorporation  一家从事信息行业的中型公

司 (IT是InformationTechnology的缩写)

5.SmallandMediumEnterpriseMinisterialMeeting  中小型企业部长

级会议

6.asscheduled  如期

7.weneedadditionalcollectionfromyou  我们要向你收取票价差额

8.thebanker’ssellingrate  银行卖出价

9.topayincash (bytraveller’scheck)  现金支付 (旅行支票支付)

10.aneconomyticketwithanopenreturn  一张回程不定期的普通舱票

11.toleavethereturnopen  开回程不定期的票

12.toleaveitasoneway  开单程票

13.toconventUSdollarsintoRMBatthebanker’ssellingrate  以银行

卖出价,把美元兑换成人民币

14.issuing(designated)carrier  出票 (指定)承运人

Dialogue2:Ticketrefund 
(A:attendant  P:passenger)

A:Goodafternoon,Miss.WhatcanIdoforyou?
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P:IhaveboughtaticketonflightCA1606leavingforTokyotomorrow.
ButthereissomethingImustdonetemporarily,soIwanttorefundmy
ticket.

A:MayIchangetheanotherflightforyou?
P:ButIdonotknowwhenIcandealwithit.IamafraidIhavetorefund
theticket.

A:OK.Givemeyourticket,please.
P:HowmuchdoIhavetopayfortherefund?
A:YouhavetopayRMB400yuanfortherefund.
P:WhyshouldIpaysomuch?
A:Ifyouaskforarefundofyourticketwithin24hoursbutbefore2hours
aheadofflightdeparture,youhavetopay20%oftheoriginalfare.

P:Isee.Hereisthemoney.
A:Thisistherefundreceipt.
Newwords
transfer   [træns̍fʒː]   n.   中转站

refund [̍riːfʌnd] n. 退款

original [ə̍rɪdʒənəl] adj. 起初的,最早的

upgrade [̩ʌp̍􀱹reɪd] v. 使升级

within [wɪ̍􀱺ɪn] prep. 在 (一定时间)以内

unfortunately [ʌn̍fɔːtʃənətlɪ] adv. 令人遗憾的

urgent [̍ʒːdʒənt] adj. 紧急的,紧迫的

reservation [̩rezə̍veɪʃən] n. 预定

passport [pɑːspɔːt] n. 护照

documents [̍dɒkjʊmənts] n. 文件

Usefulexpressions 
1.taketheorder  点菜

2.settheschedule  安排日程

3.printitout  打印出来

4.YouhavetopayRMB400yuanfortherefund.您得支付400元人民币的

退票费。

5.RMB80yuanfortheservicecharge 80元人民币兑服务费

6.USdollars2000forthetuition 2000美元的学费

7.Euro600forthecommissionfee 1600欧元的佣金

8.Pleasekeepyourticket.请保管好您的机票。

9.creditcard  信用卡
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CouldIchangeflightanddateforyou?
我可以给你更改航班和日期吗?
AreyougoingtotaketheflighttoChangshawithNanjingasthetransfer?
您要签经停南京到长沙的航班吗?
Pleasekeepyourticket.
请保管好您的机票。
YouhavetopayRMB400yuanfortherefund.
您得支付400元人民币的退票费。
Ifyouaskforarefundofyourticketwithin24hoursbutbefore2hoursa-
headofflightdeparture,youhavetopay20%oftheoriginalfare.
如果您在航班离站时间24小时以内至两小时前退票,您得按原票价的

20%支付退票费。

Isitpossibleformetoupgradetobusinessclass?
能否帮我升舱至公务舱?

upgrade意思为 “升级,提升标准”,其反义词为downgrade。例如:

Itisimportanttoupgradeyouranti-virussoftwareintime.
及时升级你的杀毒软件十分重要。

Nobusinessticketisleftforflighttomorrow.
明天所有公务舱的机票均已售完。

leave意思为 “剩余,剩下”。例如:

Isthereanycoffeeleft?
还有咖啡吗?

Afterdinner,onlyvegetablewereleft.
晚饭后,只剩下蔬菜。

WehavetochargeyouRMB800yuanforupgradingfromeconomyclassto
businessclass.
从经济舱升到公务舱每人需加收人民币800元。

chargesb.somemoneyforsth.意思为 “因为某项服务收取某人费用”。
例如:

Youwillbecharged15%ofyourbillfortheserviceinthehotel.
酒店会收取餐费的15%作为服务费。

Theychargedme50yuanforthedictionary.
这本字典他们收了我50元。
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Unfortunately,Ihaveanurgentbusinesstodealwith.
但是我有件紧急的公务要处理。

dealwith意思为 “应付,处理”。例如:

Howwouldyoudealwiththesituation?
你会怎样应对这个局面?

Ihavemanyproblemstodealwithatpresent.
目前我有很多问题要处理。

Ifyouaskforarefundofyourticketwithin24hoursbutbefore2hoursa-
headofflightdeparture,youhavetopay20%oforiginalfare.
如果您在航班离站时间24小时以内至两小时前退票,您得按原价的20%
支付退票费。

aheadof意思为 “在……之前”。例如:

Therewasaroadblockstraightaheadofus.
在我们的正前方有路障。

&YFSDJTFT

Ⅰ.MatchthesentencesincolumnAwiththoseincolumnB.
A

1.Whatflightareyoutakingandwhat’syourname,sir?

2.Howdoyouwanttofly:economyorfirstclass?

3.Waitamomentplease.I’llissueyourticketandgetyourchange.
4.WhatcanIdoforyou?

5.WehaveonlyonefightaweektoSanFranciscoandalltheseatsarefully
occupied.

6.Wouldyouprefertopayincashorbycheck?

7.You’regotfourseatsinthenon-smokingsection.Andhereareyour
ticketsfortheairportbus.

8.Wouldyoulikeaone-wayorroundtrip?

B
A.(  )BookmetwoeconomyclassseatsonJLFight104toHong

Kong.
B.(  )I’dpreferaround-tripticket,butleavethereturnopen.
C.(  )Idon’tthinkIcanafforditincash.I’dratherpaybycheck.
D.(  )That’sright.Thankyoueversomuch.
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E.(  )I’vereservedTuesday’sfighttoPairs.MynameisJohnKeats.
F.(  )That’sperfectlyallright.
G.(  )Wouldyoupleaseputmeonstandby?

H.(  )I’monlyinterestedineconomyclasswhichischeaperthanfirst
class.

Ⅱ.Completethefollowingdialogues. 
(A:attendant  P:passenger)

A:Goodmorning,sir.AnythingIcandoforyou?

P:Morning,Excuseme.IhaveboughtaneconomytickettoChangsha
tomorrow.Isitpossibleformeto tobusinessclass?

A:Letmesee.Iamsorry,nobusinessticketisleftontomorrow’sflight.
CouldI flightanddateforyou?

P:Isthereanyotherflightleaving thefewdays?

A:Yes.AreyougoingtotaketheflighttoChangshawithNanjingasthe
thedayaftertomorrow?

P:Thatisgreat.
A:Give meyourticket.Wehaveto you RMB800yuanfor

fromeconomyclasstobusinessclass.
P:Hereyouare.
A:Please yourticket.

Ⅲ.Makeupdialoguesaccordingtothefollowingsituationsgiven.You
  mayrefertothetimetablementionedinthelead-inpart.
1.Mr.FredhasbeenticketedonUnitedAirlinesfromSanFranciscoto

Shanghai.ButhewasarrangedtogoviaBeijingforabusinessmeeting.As
therearenoUnitedAirlinesflightstodayhe’dliketotakeAirChinaflighttogo
viaBeijing.Hethereforeneedstohavehisticketendorsed.

2.YourpassengerholdsaChinaEasternAirlinesticket.Hewantstotakea
JapanAirlinesflightfrom Shanghaito Tokyoasno ChinaEasternfights
availabletoday.EndorseCEAtickettoJAL.

'VSUIFS�3FBEJOH

TheTicketAgent
Theticketagenthandlesallthesamekindsofproblemsasthereservations

agent,butwithtwoimportantdifferences.First,hemeetsthepublicface-to-
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faceattheairlineticketcounter.Hiscontactwiththepassengerismuchmore
personalthanthedisembodiedvoiceoftheagentonthetelephone.Second,the
ticketagentisresponsibleforreceivingmoneyandmakingouttickets.

Airfareshavebecomeverycomplicatedinthelastfewyears.Itisnolonger
simplyaquestionofafirstclassversusaneconomy-classfareoveracertain
route.Manyairlines,forinstance,havehighseasonandlowseasonfares.Fares
arehigherandserviceismorefrequentduringthesummerthanthewinter,the
lowseasonwhentherearefewertourists.Andonsomeairlines,therearealso
specialfaresforfamiliestravelingtogether.Thereisalsoaroundtripdiscount,

whichisdesignedtoattractpassengerstobuyaroundtripticket.

Questionsfordiscussion
1.Whatarethetwoimportantdifferencesbetweentheticketagentandthe

reservationsagent?

2.Whatarethehighandlowseason?

3.Whyshouldtherebearoundtripticket?

TaskSix
TicketRefund

  Knowledgegoal:acknowledgethebasicserviceprocedureofticketsales;

mastertheusefulsentencesaboutchangeticketanden-
dorsement.

Abilitygoal:improvetheEnglishcomprehensiveabilityofprovidingthe
ticketserviceattheticketoffice.

-FBE��*O

1.Doyouknowhowtorefundticket?

2.Doyouknowthemeaningofthetableabove?
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Dialogue1:Refundfordomesticflight 
(A:attendant  P:passenger)

P:Excuseme,Miss.Iwanttocancelmyflight.
A:Fortoday?

P:Yes.Teno’clockflighttoBeijing.Imeanttogotheretomeetmypar-
entsfromSeoul.Butithappenedthattheywereunabletocomebecause
oftheillnessofmymother.It’sreallyshortnoticethatIhavetodothat.

A:That’sallright.MayIhaveyourticketandidentitycard,please?

P:Hereismytraveldocument.
A:Theticketisrefundable,butyoushouldpayacertainamountofcancel-
lationfee.

P:Doyouchargememuch?

A:Well,accordingtotheairlinerule,thepassengerwhoasksforarefund
within2hoursaheadofflightdeparture,shouldpay20%oftheoriginal
ticketfare.Youseetheinformationisprintedonthebackcoverofyour
ticket.It’snearlyhalfpasteightnowandthepassengersaregoing
thoughthecheck-inprocedures.Asyoumadeaclaimwithin2hours,

wehavetocharge20%ofthecancellationfeefromyourticketfare.
P:Isee.
A:Waitamoment.I’llcalculatethefareandgetyourmoneyback,But
firstofall,pleasefillinthisrefundformandsignhere...

Dialogue2:Refundforinternationalflight 
(Mr.WangboughtaroundtripticketfromshanghaitoBangkokandback

toShanghaiintheChainEasternAirlinesBookingOffice.However,hereturned
toGuangzhouviaDragonairandcamebacktoShanghaibyothermeansoftrans-
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port.AshedidnotusethereturnportionofhistickethewantsChinaEastern
torefundtheunusedpartofhisticket.)

(A:attendant  P:passenger)

P:MayIhavemyticketrefundedinyouroffice?

A:What’syourticketmayIask?

P:ChinaEasternAirlines.Iboughtitamonthago.It’sareturnticket.I
onlyusedthefirstpartandleftthereturnportionunused.

A:Didyougetithere?

P:Yes.IonceaskedfortherefundfromyourBangkokOfficebuttheytold
methattheticketcouldonlyberefundedintheofficewhereitwasissued.

A:Exactly,becauseoftherule,MayIalsoseeyourpassport? Youknow,

onlythepassengerwhosenameisdesignatedintheticketcanobtainarefund.
P:PleasewaitforamomentandI’llrecalculatethefareandseehowmuch
therefundis...
Hereisyourrefund2331ChineseYuan.

P:Ithinkitshouldbemorethanthat.Ipurchasedtheticketfor5661Chinese
Yuan.ForhalfoftotalamountIpaidtherefundshouldbe2830.

A:Well,Mr.Wang,theroundtripfareisnottwiceasmuchtheone-way
fare.Inordertoattractpassengerstobuyaroundtripticketwesellit
discountedwhichislessthantwicetheone-wayfare.Sointhiswaythe
fareoftheusedportionfromShanghaitoBangkokwas3330whichwas
effectiveatthetimeyoustartedthejourney.Thetotalfare5661minus
3330leaves2331astheremainingvaluefortheunusedportionfrom
BangkoktoShanghai.

P:Oh.I’vegotit.Thanksalot.

Newwords
replace   [rɪ̍pleɪs]   vt.   换取;补开

replacement [rɪ̍pleɪsmənt] n. 补开

finding [faɪndɪ􀱻] n. (复数)调查或研究的结果

process [̍prəʊses] vt. 处理,办理

indemnity [ɪn̍demnɪtɪ] n. 赔偿;补偿

reimburse [̩riːɪm̍bʒːs] vt. 偿还;报销

sustain [sʌs̍teɪn] vt. 蒙受;遭受

countersign [̍kaʊntəsaɪn] vt. 副签;确认

fraudulent [̍frɔːdjʊlənt] adj. 欺骗性的;欺诈的
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minus [̍maɪnəs] prep. 减

Usefulexpressions 
theissueofreplacementticket  补开客票

toverifysomeofthefindings  确认某些事实

torequest(askfor)therefund  申请退款

toholdtheairlineharmless  不损害航空公司

toguardagainstfraudulentuseandrefund  防止冒用冒退

togothroughthecheck-inprocedures  办理乘机手续

theremainingvalue  余额

$PODMVTJPO

Processthereplacement  办理客票补开

Fulfillyourrequest  满足你的请求

ApplicationandIndemnityAgreementForReplacement/RefundofLostTicket
遗失客票退款/补开申请和赔偿协议

anylossordamageitmaysustain
客票遗失可能带来的损失

句中的 “it”指 “客票遗失”。

...ifthelostticketwasorisrefundedorusedby...
如果遗失客票已经或将被其他人冒用或退了款……
条件句中的一般现在时即为一般将来时。

LostTicketAdvice  遗失客票通知

theroundtripfareisnottwiceasmuchastheone-wayfare
来回程票价不是单程票价的两倍

句中的 “twice”作 “两倍”解,比较下列短句中有关 “倍数”的译法:

twiceasmuchastheone-wayfare  是单程票价的两倍

twicetheone-wayfare  是单程票价的两倍

twicemoreexpensivethantheone-wayfare  比单程票价贵两倍 (是单程

票价的3倍)

astheremainingvaluefortheunusedportionfromBangkoktoShanghai
为曼谷至上海未使用航段的余额部分
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Ⅰ.Fillintheblankswithwordsgivenbelow.Changetheformwhen
  necessary.
cancellation write refund have check
accord of telephone cash kind
1.Please attheairportnolaterthan4:00p.m.thatday.
2.I’msorrytotellyouthatwecan’tanywords ontheticket.
3. CAAC’sregulations,whenapassengerwantstochangehis

flight,date,routeorhisnametoanother’s,histicketwillbehandledasare-
fundticket.

4.Ifheasksforarefundofhisticketwithin2hoursbeforethedeparture
time,he paymuchmore.

5.Wouldyoupay orwithyourcreditcard?

6.What seatdoyouprefer?

7.Hehastopay20% theoriginalfare.
8.Ifapassenger(exceptagrouppassenger)asksforarefundofhisticket

24hoursbeforethedeparturetime,the feeis10%oftheoriginalfare.
9.Hereismyticketandthemoneyforthe .
10.Mostpeoplewantstomaketheirflightreservationsby anair-

lineresevationsoffice.

Ⅱ.Completethefollowingdialogues. 
Setting:OnedaybeforeHeidi’sdeparture,shechangesherplandueto

someurgentmattersatherschool.Nowsheisattheofficedesk.
(A:attendant  P:passenger)

A:Goodmorning.AnythingIcandoforyou?

P:GoodmorningMissIhaveboughtaticketonflightCA939,flyingto
NewYorkat6:05p.m.tomorrow.But ,Ihavesomething
moreimportanttodoandIhavetostayhereforafewmoredays.Could
youpleasehelpmechangethedateforDecember25thandflightnumber
forCA913?

A:I’msorrytotellyouthatwecan’t anywordswrittenonthe
ticket. CAAC’sregulations,whenapassengerwantsto
changehisflight,date,routeorhisnametoanother’s,histicketwill
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behandledasarefundticket.Thatistosay,youhavetobuy
ticket.

P:Oh,Isee.DoIhavetopayforthe ?

A:Yes,youhavetopayRMB580fortherefund.
P:WhyshouldIpaysomuch? Wouldyoutellmethereason?

A:Yes,Miss.AccordingtoCAAC’sregulation,ifapassenger(excepta
grouppassenger)asksforarefundofhisticket24hoursbeforethe

time,thecancellationfeeis100%oftheoriginalfare.
P:Whatabout 24hours?

A:Ifthepassengerasksforafefundofhisticketwithin24hoursand2
hours thedeparturetime,hehastopay20%oftheoriginal
fare.

P:Ifheasksforarefundofhisticketwithin2hoursbeforethedeparture
time,hehastopaymuchmore.Right?

A:Yes,right.Thecancellationfeewouldbe50%oftheoriginalfare.
P:Thanksforyour .Hereis myticketandthe moneyfor
the .

A:Hereisyourreceipt.

Ⅲ.Makeupdialoguesaccordingtothefollowingsituationsgiven.You
  mayrefertothetimetablementionedinthelead-inpart.
1.YouaregoingtotravelfromShenyangtoShanghai.Butyou’relate.
2.Planeallreadyfilght,youwouldchangeticketrefund.
3.Youasksforarefundofhisticketwithin2hoursbeforethedeparture

time,youhastopaymuchmore.Thecancellationfeewouldbe50%oftheorig-
inalfare.

'VSUIFS�3FBEJOH

LostTicketandRefundPolicy
Skytoursisactingasissuingagentforairlines.Yourtransportationcontract

isdirectisdirectbetweenyouandtheairline.Allrefundproceduresandchange
regulationaresetbytheairlinesaccordingtothetariffs.99%oftheticketspur-
chasedonouronlinereservationsystemsarediscountedticketsandnearlyall
discountedticketshaveonethingincommon:

(1)Nonrefundable—nomoneybackifnotused.
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(2)Changeableonlyagainstaservicefeeof$70-100perticketplusthe
faredifference(ifany).

(3)Nottransferable—onlythepersonwhosenameisontheticketwithless
restrictionsandyouentitledtoarefundpleasefollowthoseinstructions:

Torequestarefundofanunusedpaperticket,youshouldsendtheactual
ticketandaletterexplainingyourreasonwhythisticketshouldberefunded
alongwithyournameandaddresstotheairlinesrefunddepartment.

Repayment
Ticketspaidforwithacreditcardwillberefundedintheformofacredit

backtothecreditcardusedtopurchasetheticket.Notificationwillbesentfrom
theairlinetothecreditcardcompanywithinonemonthofreceivingproperdocu-
mentation(theunusedpaperticketalongwiththecustomer’snameandad-
dress).Thecreditcardcompanyisrequiredtoposttherefundwithinthreebusi-
nessdaysafterreceivingnotification.

Norefundswillbemadefor‘nonrefundable’ticketsaswellasticketsafter
oneyearofissuance.Inadditionanyapplicablecancellationservicechargeof
USD$50-100willbeassessedtorefunds.

LostTickets
Passengerswhohavelosttheirticketorithasbeenstolenmusthavetheir

ticketreissued.Theairlinescanreissuetheticketatdepartureagainstareissu-
ancefeeortheycanrequestthatanewtickethastobepurchased.Inbothcasesa
LostTicketApplicationmustbecompleted.LostTicketApplicationsaresubject
hasnotbeenused.RefundsoflostticketsaresubjecttoaUSD$70-100pro-
cessingfeedependingontheairline.Whenalostticketisfoundandretunedto
theairlinespassengerrefunddepartmentwithin90daysfromthedateofthe
LostTicketApplicationtheprocessingfeegenerallywillbewaived.Ifyoudo
findalostticket,pleasereturnittotheairlineandbesuretoindicatethataLost
TicketApplicationhadbeenpreviouslyfiled.

Overcharges
Ifyoubelieveyouhavebeenerroneouslychargedanincorrectfareandyou

havenottraveled,pleasereturnyourtickettotheairlinewithyourexplanation.
Ifyouhavealreadycompletedyourtravel,writeabriefdescriptionofwhyyou
thinkyouareentitledtoanadjustment,andsenditwithacopyofyourticket
andflightinformationtotheairlinesrefunddepartment.
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Notes
1.Changeableonlyagainstaservicefeeof$70-100perticketplusthe

faredifference.
客票更改需支付每张票70~100美元的手续费另加票价额费。

2.Youfeelentitledtoarefund.
你觉得你有权利申请退款。

beentitledto  有资格;有权力

3.AnyapplicablecancellationservicechargeofUSD$50—100willbeas-
sessedtorefunds.

应从退款项中收取50~100美元的相应退款手续费。

beassessedto(on)  征收 (税款);收取 (费用)

4.reissuetheticketatdepartureagainstareissuancefee
出发前,为旅客重新开票,并收取手续费

5.LostTicketApplicationsaresubjecttoaholdingperiodofupto5~90
days.

旅客应持有 《遗失客票申请书》,期限为55~90天。

besubjectto...  以……为条件

6.processingfee  处理退款的手续费

Questionsfordiscussion
1.Whatmindofis“nomoneybackifnotused”?

2.HowtoChangeableonlyagainstaservicefee?

3.Ifyoubelieveyouhavebeenerroneouslychargedanincorrectfareand
youhavenottraveled,whatcanyoudo?

4.HowreturnittotheairlineandbesuretoindicatethataLostTicketAp-
plicationhadbeenpreviouslyfiled.

5.WhatisservicechargeofUSD$50—100willbeassessedtorefunds?
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