1   The history and development of tourism

a) How would you describe history of tourism? (Jak byste popsali historii ČR?)

b) What were the key events? (Jaké jsou klíčové události-proč?)

c) Whou were a pioneers of modern travel? (Kdo byli průkopníci moderním cestováním?)

d) Name same of a mayor turist attraction of world? (Jména nějakých hlavních turisických atrakcí?)

1a+b

The oldest key event is building great pyramids, temples and cathedrals. It meant that people travelled to visit this places, but it was only for rich people, because travelling was very expensive.

The next great development of tourism are Olympic Games  in ancient Greece. There exist many legend about the origin of the Games. The Olympic Games was one of the first internacional tourist event. Many people from different countries visited this Games. 

The Second Worls War is also key event in the development of tourism. But this one didn´t bring anything good. People lost their homes, didn´t have money  to buy food and so on.. After the Second World War paid holiday were normal in many countries. 

The next key event is invention of television and motor car. This had important impact on individual traveling on tourism. It opportunity a lot of people to travel.

The introduction of computer technology is important key event for travel agencies, air companies, hotels and other people who work in tourism, because they started to use booking and reservation systems. For example:air tickets and tickets for other types of transport, stay in hotel, tickets for concerts, festivals, theatre etc.

1c

Thomas Cook

Thomas Cook lived in Leicester in the centre of England in the mid-19th century. For many people in the world, his name means “traveller´s cheques” and “ travel agencies”. He was the first person, who developed mass tourism, first organized tour along Switzerland and tours for middle class.

When the Suez Canal was opened in 1869, Egypt also became a popular destination for Cook´s tours. In the 1870s he organized the first tour around the world, lasting 222 days. 

Freddie Laker

He was born in England in 1922. As young he was interested about aircraft. He worked as an aircraft engineer during the Second World War and learnt to fly too. 

He worked in British United Airways from 1960 to 1965.In the 1960s and 1970s charter air travel increased because a lot of passengers wanted to go on package holiday.

He found independent companies and cheaper flights whitch were his main achievements.

César Manrique

He was born in Arrecife in 1919 and studied art in Madrid and New York. He studied surrealism. He was promoter of the island. He wanted attract tourists on beautiful nature of this island. (Byl podporovatel ostrova. Chtěl vábit turisty na krásnou přírodu na tomhle ostrově. ) He died in a car accident in September 1992. 

1d

Big Ben - is situated in front of the Houses of Parliament in Great Britain in London. It is a famous clock-tower. This building is symbol of London. It is tower with massive bell. Is very beautiful, maily in the night. 
Mona Lisa – can be found in France in Paris. A portrait Mona Lisa is in the Louvre, one of the most important art museums in the world. It is a famous work of art in the world, which was made by Leonardo da Vinci.

Sphinx – is located in Egypt. The Egyptian Sphinx is near the Cairo in Giza. Sphinx is a lion with a human head. Giza is most famous location.

Hollywood – is a district (oblast) in Los Angeles, California, USA.. It is a popular destination for nightlife and tourism. 

Eiffel Tower – is situated in France, in Paris. This is tower is a symbol of France and it is very beautiful mainly in the night. This place is very romantic attractions and this place is visited a many people. 

Opera House – the Sydney Opera House is situated in Sydney, in Australia. It is one of the most significant (významná) and famous 20th century buidings. 

Colosseum – is located in Italy in Roma. The Colosseum or Coliseum is the largest built in the Roma Empire (říše). 

2    The organization of tourism, holiday types, package holidays

a) Describe the roles of travel agents and tour operators (Popiš role travel agenta a tour operátora)

b) What kind of holiday types do you know and how would you characterise them? (Jaké hlavní typy prázdnin znáš a jaký budeš charakterizovat?)

c) What are their advantage and disadvantages? (Jaké jsou jejich výhody a nevýhody?)

d) What are package holidays? (Jaké jsou prázdninové balíčky?)

e) What are your personal experiences with defferent times of holiday? (Jaké jsou tvoje osobní zkušenosti s různými dovolenými?)
2a

Travel agents 

· sells product and other services to the public (veřejnost) in a shop or office

· give informations about resorts and travel facilities

· send invoices (faktury) to customers

· issue (vydává) tickets and vouchers

· provide travel insurance

· plan itineraries for customers (places which will be visited on a journey)

· arrange car hire

· sell inclusive tours (if the customer wants to tour including travel, accomodation and meals), holiday, air ticket

· travel agent is in direct contact with customers

Travel operators

· buys the separate elements of transport, accomodation and other services and combines them into package

· charter aircraft

· send rooming list to hotels

· sign (podepisuje)contracts with hotels, airlines

· research new markets

· plan advertising and promotion strategy

· organize inclusive tours

· doesn´t usually have so much direct contact with the customer.

2b+c   Types of holiday
1)Camping – it is cheaper typ of holiday. People sleep in tent in camping sites or in caravans in special places. In this places are usually by some water – river, pond, lake or sea. People stay in nature, it is the big advantage of this type of holiday. People have also more freedom and independent. The worst disadvantage is if you have bad weather. Rain and cold wether isnt good for this type of holiday. 
2)Safari, wildlife – it is for adventurous people and people who are interested in nature and animals. During this holiday people go around the park with wild animals and flowers. Especialy the wild animals in their origin space. People must have a good guide, becouse if not, wild animals can attack they (for example lions, snakes etc.). People can see on the own eyes animals which they know only from TV or some magazine. I think, that it is a big advantage.

3)Cruise – it is holiday in boat. It is good for a relaxing. They stop in ports and people can know lot of places in a little time.. Bigger ones are very luxury and very expensive, they offer many services, like fitness, casino etc. if you travel on boat you can get seasickness.
4)Trekking – this holiday is for people who like walk and likes long trek in nature or in mountains. They can go yourself or in group. They often go to mountains because there is beautiful nature. It is very difficult and people who do this sport have to have a good condition. People have to carry a map if they don´t want to get lost and good weather is also important. Trekking is good for health. 

5) Skiing – it is for lovers of winters sports. They go to the winter centres. Nowadays it is very expensive holiday because there are prices very expensive. For example: town and funiculars, accommodation which is not also cheap in season. It is good for health and it is funny. People can not do this sport all year, they have to go to the mountains if they want to ski and also can have an accident and break their leg. 
6)Snowboarding – it is the adrenalin sport for adventurous people who like snow too.i love this sport.  

7)Fly, drive – it is two types of transport. For many people is popular fly because it is faster and confortable but it is expensive. However for other people is acceptable to go by car because they don not want to be limited by time. 

8)Independent, backpacking – it is for lovers of nature and independent style of life. They go by train and their holiday spend in wood, sleep in tent. They are very thrifty to nature. People can pay only what they want, they can do what they want and when they want, it is for me two big advantages. Other disadvantage can be that your backpack is very heavy.

2d   Package holiday
A package holiday is a type of holiday. A package holiday or a package tour consists of transport and accomodation advertised and sold together. Other services may be provided like a rental car, activities and another tourist facilities during the holiday. Packafe holiday must be longer than twenty-five hours or includes overnight accommodation. Transport can be via chartet airline to a foreign country. Package holidays are organized by a tour operator and sold to a customers by a travel agent. 
2e    Backpacking
I thing that this type of holidays is for everybody. It´s cheaper kind od holidays. You can only také a tent and you can go. I like this holiday very much because you can do everything what yyou want, relax, see some new places, trekking, rambling, swimming, etc. I go camping every year with my friends to camp Sedmihorky it is near town Turnov. Sedmihorhy is in the heart of Český Ráj. There are many castles, rocks, woods, lakes,  ponds, etc. I lik ë r¨this because you can open your mind I thing.
3. My Diploma Thesis

Theme of my diploma thesis is Foundation of travel agency in Prague 1. (Založení cestovní kanceláře na Praze 1).  I chose this topic as one of three possibilities which were offered to me. I chose this topic because I like travelling and I study travel industry. Prague 1 I chose because I like this part of Prague and I lived in the centre of Prague 22 years and I thing that on Prague 1 is many tourists which are very rich often and they have much many and they can buy my products.  

I think, that work in the travel agency have much advantage - I can meet new people, new cultures, new custome, new destination and places. In future I would like work in travel industry or in the travel agency.

My diploma thesis begins with an introduction and my diploma thesis is finishes with conclusion. My diploma thesis consist of four main chapters and every main chapter has three subchapters.

An introduction is the definition of domestic tourism. 

The first main chapter is named Travel agency and its  subchapters describe development of travel agency and its activities.

The second main chapter is named Foundation of travel agency and its subchapters describe legal rules,  powers and objectives. Objectives are very important in the travel industry. Without objectives cannot be good business.

The third main chapter is named Manual of travel agency and its subchapters consits of insurance, clients, deal with clients, equipment (for exapmle PC, monitor, chairs, table, internet and so on...). Next importat thinks in these chapters are:  partnership, prospectus, many for start of business and place for foundation of travel agency.

The last main chapter, the fourth chapter is named Incoming produkt of travel agency and its subchapters describe preparation and sale of product. 

Conclusion of my diploma thesis describe competition in the market and positron and situation on the Czech market.

My diploma advisor was Ing. Josef Zurynek- a specialist on tourism. My diploma advisor was very helpful for me. He told me how to write it and how to style it and he gave me some materiále and documents for my diploma thesis. 

3. Moje absolventská práce

Téma mojí absolventské práce je Založení cestovní kanceláře na Praze 1. Toto téma jsem si vybrala jako jednu ze tří možnost, které mi byly nabízené. Toto téma jsem si vybrala, protože mám ráda cestování a studuji cestovní ruch. Prahu 1 jsem si vybrala, protože mám ráda tuto část Prahy a žila jsme v centru Prahy 22 let a myslím si, že na Praze 1 je mnoho cizinců, kteří jsou často velmi bohatí a mají mnoho peněz a mohou koupit moje produkty. 

Myslím si, že pracovat v cestovní kanceláři má mnoho výhod – můžu potkat nové lidi, kulturu, zvyky, destinace a místa. V budoucnu bych chtěla pracovat v cestovním ruchu nebo v CK.

Téma založení cestovní kanceláře jsem si vybrala, protože mám ráda cestovní ruch (průmysl), cestování a poznávání nových destinací. Myslím si, že pracovat v cestovní kanceláři má pracovat v cestovnímu ruchu nebo pracovat v cestovní kanceláři.

Moje absolventská práce začíná úvodem a končí závěrem. Moje absolventské práce se skládá ze čtyř hlavních kapitol a každá jednotlivá hlavní kapitola se skládá ze tří podkapitol.

V úvodu je uvedena definice domácího cestovního ruchu.

První hlavní kapitola se jmenuje Cestovní kancelář a její podkapitoly popisují vývoj cestovních kanceláří a jejich činnosti.

Druhá hlavní kapitola se jmenuje Založení cestovní kanceláře a její podkapitoly popisují právní normy založení cestovní kanceláře, pravomoci a cíle. Cíle jsou v cestovní ruchu velmi důležité.  Bez cílů nemůže být dobrý business.  

Třetí hlavní kapitola se jmenuje Manuál cestovní kanceláře a skládá se z pojištění, klientů, jednání s klienty, vybavení (např….) Další důležité věci v těchto kapitolách jsou: společenská smlouva, pravomoci, peníze pro začátek podnikání a místo pro založení CK.  

Poslední hlavní čtvrtá kapitola se nazývá Incomingový produkt cestovní kanceláře. Jednotlivé podkapitoly popisují přípravu a prodej produktu.

Závěr mojí diplomový práce popisuje konkurenci na trhu a pozici a situaci na českém trhu.  

Můj vedoucí absolventské práce byl Ing. Josef Zurynek, je specialistou v cestovním ruchu.Můj vedoucí absolventské práce mi byl velmi nápomocen. On říkal mi jak psát, jak stylizovat a dal mi nějaké materiály a dokumenty pro mojí diplomovou práci.  
4  Air travel

Why is air travel popular? (Proč je letecká doprava populární?)

How would you expalin the airport procedur? (Jak bys popsala letištní proceduru?)

What can the passanger expect on board? (Co může cestující očekávat na palubě?)

What happends when the aircraft takes off on lands? (Co se stane, když letadlo přistane na zem?)

What are customs regulations in UK and Czech Republic? (Co jsou celní nařízení v UK a CZ?
4a   Why is air travel popular?

Air travel is popular because flying by aeroplane is very quickly and is saves lot of a time.

I can travel very quickly from one place to another one. Travelling by aeroplane is comfortable because of large seats, clean environment and movies avalable on board. Also there is pleasant service provided by flight attendants. Air travel has got an interesting advantage to transport hundres people transcontinentally. And travellers can book and pay (purchase) an air ticket (via internet) on-line.

Not every flight is confortable and agreable. Sometimes it happens some misfortune but we have to expect it when we want to fly. Turbulances are very usual and also disagreable but we can expect much worse experiences (may be the worst or last experience in our life). The most frequent accidents are e.g. lack of oxygen, engine failure, to run out of fuel, but hijacking or bomb on board too. 

4b   Letištní procedura

At the first, we arrive at the terminal building. Then we go to the check-in desk where they weigh our luggages. Usually we can have 20 kilos, but if our bags weigh more, we may have to pay excess baggage The airline representative(zástupce) cheks our tickets and gives to us a boarding card for the plane with our seat number on it. We can take small bag as hand luggage it into the plane.

Then we go through passport control where is cheks our passport (if it is valid) and check our visa and if I havent any dangerous or illegal items. 

After this we go into the departure lounge. It is place where we can relax and spend free time before our flight. Here we can also buy things in the duty-free (as parfume, alcohol and cigarettes). It is usually cheaper than in another shops. When we are afraid of our flight we can spend free time in some restaurants or bars too where we can by a little bit drinking of alcohol (but we should not drink a lot). 

About half an hour before take-off, we have to go to a gate number, where we wait before we get on the plane. When we are on board the plane, we find our seat. If we have hand luggage, we can put it under our seat.

Cabin crew procedure

At first, flight attendant usually saies: “welcome.. etc.” Next he/she shows to passengers their seats. Before this he/she checks numbers of passengers seats. Then he/she assists passengers with savings their cabin baggages. Then he/she gives them information about flight (for example how long the flight takes) and gives them safety announcement –where are a life jackets or emergency exit and how to use oxygen mask. Then he/she to serve  meals and drinks, tea or coffee. Finaly he/she assists passengers with leaving plane. If the flights are longer, passengers can watch some movies.
Flight attendants

· Age between 19 and 29 years old

· Height between one metre 55 ans one metre 85

· Weight proportionate to their height

· Good health

· Education: we have completed secondary school. 

4e

The customs allowance(povolené) for travellers from outide the EU:
· Cigarettes, Cigarillos (krátký doutník), Cigars (doutníky) 

· Tobacco

· Stil table wine

· Spirits or strong ligueurs 

· Parfume

· Toilet water

Prohibited goods(zakázané):

· Unlicensed drugs

· Offensive weapons

· Obsene materials

· Counterfeit and copied goods

Restricted goods(omezené, musím na něj mít doklad):

· Forearms, explosive and ammunition

· Dogs, cats and other animals

· Live birds

· Meat and poultry

· Radio transmitters

5 Travel by road and rail

a) What rae the advantages and disadvantages of travelling by rail and road?

(Jaké jsou výhody a nevýhody cestování autem nebo vlakem?)

b) What is a fly-drive holiday? (Co je fly-drive holiday?)
c) What are motorhome and how can you explain car hire arrangements?

(Co je velký karavan a jak můžeš vysvětlit půjčování aut?)

d) Describe travel and luxorious type of train.(Popiš luxusní cestování vlakem.)
e) Can you explain how coach tours are organized and give some examples?

( Můžeš vysvětlit, jak jsou organiyovány busové zájezdy+příklad?)
Travelling is method how to get from one place to another place.  There is types of trvaelling road and rail:

Cars and motorcycles are very popular however they are quite expensive because the petrol is not cheap. In our country and in the most countries of Europe people drive on the right  side, but in Britain and some other countries people drive on the left side. There are also taxis and bus. Taxi are very comfortable but expansive.

In our country going by train is cheaper but also slower that going by bus. If you want to travel faster you have to pay a 

In big cities there is a very favourite way kind of public transport – underground. In our country it is only in Prague and it is quite small, it has only three lines A, B, C. 

5a   Jaké jsou výhody a nevýhody cestování autem nebo vlakem 

RAIL

Disadvantages of travelling by rail

· If you don´t have any discount, tickets are expensive

· Train can be delayed

· You are dependent on the time table

· Isn´t easy to find free seat

· Carriage are often dirty and toilets too

· Trains are not so fast as a car or plane (czech trains)

· Trains have a lot of stations where they stops. And if the train goes for example to Russia, they must to exchange the wheels, because they have different railroads and it takes a lot of time.

Advantages of travelling by rail 

· It is really comfortable

· There is a dining-car

· You can use wagon-lit (sleeper car)

· You can walk during the journey

· You can meet new people

· You can observe nature

ROAD 

Disadvantages of travelling by road

· You have to pay a petrol

· If you go by car or coach you can get into the traffic jam

· You can have an accident or car can break down, because Sometimes it is dangerous go by road, because a lot of drivers don´t respect rules

· You can have some technical problems and if there is not any servis, you must call someone and it is too expensive and it takes a lot of time

Advantages of traveling by road

· It is a comfortable

· When you go by car you can stop when you want

· It is quite fast if there is not traffic jam

5b   Fly-drive holiday

Fly-drive holiday is type of individual holiday. It means that fly to an airport where the car is waiting for you. This service is included in price of your holiday. When holiday is finished a car will be returned.
5c   Motorhome

Motorhome or caravan is a big car where you spend your holiday. Practically it is smaller copy of yout house. There are kitchen conner, bathroom, bedroom and livingroom. But disadvantage of motorhome is that there aren´t any walls and doors among parts of motorhome.

If you do not have your motorhome you can hire one. Motorhome hire company offers many types of them. If you want to hire one, you have to know something about: age of driver, special licence, place and time of pick up, what is included in the price, insurence, size and equipment of various cars.

5d   Luxurious train
Luxurious rail is for example pendolino. The train consist of seven cars that are clearly mark.

The first twoi cars are first class, the remaining five cars second class. The interier is very nice and clean, with fully automatic doors, confortable seats, spacious shelves for coats and bags. All cars are air conditioned and they have a big space. A place for smoking people are separated by non smoking people in first and last cars. A announcement is made in Czech, English, and Germa. 

5e   Coach tours

Coach tours are one typ of travelling. This type of travelling is organiyed by travel agency. For you it is travelling by luxorious bus to destination which you choose from offer of travel agency which offer you many types of tours with different programs. You can travel one day or a few days and see something from history, culture, beautiful naturem spas, famous towns, castles, chateaus, buy souvenirs and much more.

6 Travel by sea and river

a) What types of water holiday do you know?

(Jaké typy vodní dopravy znáš?)

b) What types of ferries holiday do you know?

(Jaké typy přepravní dovolené znáš?)

c) How do greek ferries operate?

(Jaké  znáš přepravní řecké fungování, obsluha?)

d) Give general passangers information about cruise.

(Dej hlavní pasažérské informace o Cruise.)

e) What kind of accomodation and services can passangers expect on the cruise ship?

(Jaké hlavní druhy ubytování a služeb mohou pasažéři očekávat na Cruise?)

6a Types of water holiday 

· Caribbean cruise

· Mediterranean cruise

· Speed ride off the south coast of France

· Round.the-world cruise on the  Queen Elizabeth II.

· Hovercraft trip across the English Channel

· Rowing boat on a moubtain leke

· Sightseeing trip down the River Seine in Paris

· Gondola ride in Venice

· Canal holiday in the UK

· Transatlantic voyage to New York

· White-water rafting trip

· River Nile cruise

· 24-hours Baltic booze-cruise 

6b   Jaké typy přepravní dovolené znáš 

Luxorious Cruise around the world on a big ship with restaurants, hotel rooms and other services.

Sightseeing trips on city river for example in Prague, Moscow, Paris, London, where we can see a lot of historical places. There can be also disco like on the Vltava in Prague, which makes Fain radio.

Rowing boat on a lake, its good for family trips to nature, its only for spending a free time on water.

Compulsory trips from one place to another one, like the connect with England and France, which using people who live for example in England but work in France.

Canoes holidays – it can be extreme riving on a mountain with your friends. 

6c   Jaké  znáš přepravní řecké fungování, obsluha

car ferries-it is largest blata whitch ferry cars and passangers of this cars.

Hydrofoils(křídlový člun)-is faster than other ferries, but it is expensive.

Catamarans-are normally associated with high-speed ferry services. This boats have a flat deck, only operatér (pracující) only in the high season.

Passangers boats- operatin as "taxi boats".

6d   Dej hlavní pasažérské informace o Cruise
Embarkation-all passangers should be on board one hour before sailing and their luggage has to be labelled (passangere´s name, ship, port of departure and cabin number).

The Cruise includes-full board accomodation, early morning coffee or tea with continental breakfast in the cabin or full breakfast in dinning room. Coffee and tea with lunch and dinner is not included.

Vaccination-it isn´t obligation for any Cruise, but please check final vaccanationl requirements.

Pregnance-women up to their 28th week of pregnancy may travel.

Entertainment-there is a different programme of activities and entertainment on board.

Library-you can borrow books for free time

Pets – there is a special area on the outside decks for your pets. 

Smokers – smoking is only allowed in specially reserved areas.

6e   Kind of accommodation on the cruise ship
The cruise ship has several types of cabins, which depends on the sites, facilities and services. The cheapest type of accomodation is economy class, which is equipped with four and more bads and is located on the lowest floors of the ship.

On another hand the most expensive accomodation represent the luxurious class and honeymoon aparments.

These apartments are located on the hightes floors, equipped with two bathrooms and the terrace. They are provided with individual steward services.

Most companies offer deluxe cabins. Your cabin looks like hotel room. In your cabin there is toilet, bathroom, mini bar, TV, living room, bedroom and other things. 

Kind of services on the cruise ship

Reception –Reception is located in the main hall and there is qualified personnel to help you 24 hours a day and they provide all basic information about the trip. 

Room service –Room service also provides food, drinks and decorations for special drinks for events such as birthday parties, romantic dinners or name days. 

Bar – there is bars on the ship with a 9 – 10a are open 20 hours a day and the service is quick and professional.

Casino – this is the fun department on the ship. It includes all kinds of table games, card games, also poker machines, slot machines, video games and even the pool table.

Spa – if you need a massage or fitness instructor this is the right place. 

Photographers – if you want to get the picture of your family during the cruise trip you can do it. 

Children – there is a special department just for kids. You can leave your kids there. 

Passengers can also visit swimming pool, beauty salon, hairdressers, fitness centre, gift shops, disco, cinema, theatre, etc. ¨

7 Dealing with Clients, Providing Information
a) How would you deal with potentional clients or business partner in oral and written form?

(Jak by ses dohod s potencionálním klientem nebo business partnerem v ústní a písemné komunikace?)

b) Describe stages in booking a holiday. (Popiš body v rezervování dovolené.)
c) How would you handle complains? (Jak byste naložili se stížnostmi?)
d) How would youprefer for negotiations with you business partner? 

(Čemu bys dávala přednost v jednání s business partnerem?)
e) If you were a to, how would you deal of principal? (Jestli můžeš, jak bys popsal hlavní dohodu?)
f) What are the basic negotiones techniques? (Jaké jsou základní jednací/vyjednávací techniky?)
g) How can you bake a succesful presentation for your travel agency? (Jak můžeš „upéct“ úspěšnou prezentaci  pro tvoji cestovní agenturu?
7a  Dealing with client can be in oral form or written form:

Written communication
You have lot of time for preparation. You can discuss about form of the communication with your colleague. There are lot of people of communication which you can choose, email, fax, letter and so on. You have to choose suitible form. It means you should know if you are write formal or informal letter and also you have to know the object of your letter. You can do lot of changes before your letter will be send. Your letter has to be polite. Written communication is good because you have a time for problem solution.

Oral communication

You shlould be prepare well before the oral comminacation besauce there is a small chance for discussion with your colleague during the corversation. There are two possibilities of oarl communication, you have meeting with other person or your use telephone. When you meet people you should be well dress and you have to be polite.

7b   body v rezervování dovolené 

For the travel agent there are many different stages involved in the booking of holiday for a client:

1) Confirm booking on computer systém

2) Tickets send by tour operator to the travel agency

3) Notify client that tickets are ready – by phone or lette

4) Tickets collested- client can come to the travel agency and take his tickets or tickets can be send by post

5) Issue „Welcome home“ feedback letter

7c Jak byste naložili se stížnostmi?

There are some phrases used when responding to written complaints:

Zde jsou nějaké fráze užívané respondentem při psaní stížností:

· Thak you for your letter ...

· I´m sorry to hear that ...

· Certainly. I´m really very sorry. 

· Could (mohl by) you describe...

· I just need a few details.

· Please accept my apologies for the problems

7d  jednání s business partnerem 
Preparation for negotiation with your partner can has 3 stages:

1) Preparation- it is very important, without good preparation you will be wasting time 

a) you have to know the place and time of meeting

b) know your objectives- what you want to achieve?

c) Have prepared all documents, materials, people

d) Dress in comfortable and confident clothes, power-dressing may help

2) Language and behaviour- your behaviour should be polite and respectful, don´t be rude, in international negotiation know mother languae

a) for pleasant atmosphere allow time for social conversation

b) be polite and civil in every situation

c) other person has to understand you
d) show respect for different cultures, knowledge of them can help you get what you want

e) Don´t use body language or gestures. 

3)  Achieving your objectives

a) prepare a strategy or game plan 

b) avoid an atmosphere of coflict

c) avoid say NO

7e   deal of principal (hlavní dohoda)

Providing information

Providing information, it is information about possibilities of accommodation, transportation to destination and travel documents and insurance. It is also information about tourist attractions (amusement park, theme park, gallery, shopping mall, monuments), history of destination, its culture etc.

Travel documents

It is air ticket (to passenger from airline company), hotel key card (to guest from hotel), receipt (to customer from shop), hotel bill-účet (to guest from hotel), train ticket (to passenger from railway company), boarding pass (to passenger from check-in desk).

Insurance 
We can buy products with insurance. We can also buy insurance as separate service. Some types of insurance:

· life and health insurance (životní)
property insurance (majetkové)

· travel insurance (cestovní)

credit insurance

But we also can buy supplementary travel insurance, for example:

Ale můžeme koupit doplňkové pojištění, například:

· Loss of money, traveller´s cheques and traveler´s tickets
٭ Loss of passport

· Missed departure



٭ Personal accident 

· Winter sports or risk sports

7f   basic negotiones techniques (základní vyjednávací techniky)

Succcesful negotiation   Stejné body jako u 7d
7g  úspěšná prezentace  pro tvoji cestovní agenturu

I have to chose comfort place and good time and I have to have what I need- documents, materials, people. Then I have to have pleasant atmosphere and good idea and I have to be talkative and friendly. Very important is good dress too. I shoud be employ computer technology.
8 Correspondence and Communication in travel industry

a) What are the most typical documents travel agencies use?

( Jaké jsou nejtypičtější užívané dokumenty cestovních agentur?)

b) How would you describe formal letter, memo, fax and email?

(Jak bys popsal formální dopis, memo, fax a email?)

c) When do we use them? (Jak to mohou užít?)
d) What is the difference between written and oral communication?

(Jaký je rozdíl mezi psanou a ústní komunikací?)

e) How would you prepare and organize meeting and presentations?

(Jak bys připravil a organizoval setkání a prezentace?)

f) How would you deal with written complains?

(Jak by ses dohodl psanou stížností?)

g) Describe telephoning techniques.

(Popiš telefonické techniky.)

8a   Typical documents using by travel agencies-nejtypičtější užívané dokumenty CA
Travel agency use a lot of documents – printed documents, computer screens. Some of them are used in contact with clients ant the others are used when the travel agency deal with tour operators, hotels, airlines amd other provides of services (Carr hire, guides, insurances company etc…).

Examples of documents:

· Travelling contracts (cestovní smlouva)

· Voucher
· Insurance

· Invoices for customer (účtenky pro zákazníky)

· Contracts with provides of service (smlouva s poskytujícími službami)

8b+c   Jak bys popsal formální dopis, memo, fax a email? Jak to mohou užít? 

Formal (business) letter 

It is a letter sent by post. Usually we use formal letter when we write some complain, for example: an aplication for the job or as a communication with person who we do not know. Business letter should be written on  a good  paper, clearly  and without  mistakes. It should be polite and easy to read and to understand. It should consists of :

1. Head (heading) - it is usually printed, it consists of address and full  name of the sender.  Here can be also E-mail, phone, fax and other useful information.  hlava
2. Name and adress of recipied

3. Date  

4. Greeting -  for example: Dear Mr. Brown).  pozdrav
5. Signature. podpis
Fax 

It is written document and it is sent by fax machine. Information transmitted by fax may be presented in various formats (letter, memo, note), and the style can be formal, informal or neutral. It consists of name of company and particular person for who is fax send, from who it is, date, subject, number of pages, fax number, text and signature.

Memo

It is written message. It consists of from who it is, to who it is, date, text of the message and signature (your initials). 

E-mail 

It is very fast and popular types of communication. You just need a connection to internet. You can sent and get message (e-mails), documents, photos etc. The most often use is to communication with friends and business partners.

8d   Jaký je rozdíl mezi psanou a ústní komunikací

Written communication
You have lot of time for preparation. You can discuss about form of the communication with your colleague. There are lot of people of communication which you can choose, email, fax, letter and so on. You have to choose suitible form. It means you should know if you are write formal or informal letter and also you have to know the object of your letter. You can do lot of changes before your letter will be send. Your letter has to be polite. Written communication is good because you have a time for problem solution.

Oral communication

You shlould be prepare well before the oral comminacation besauce there is a small chance for discussion with your colleague during the corversation. There are two possibilities of oarl communication, you have meeting with other person or your use telephone. When you meet people you should be well dress and you have to be polite.

8e   Jak bys připravil a organizoval setkání a prezentace?

Stejné jako 7d

8f   Jak by ses dohodl psanou stížností?

There are some phrases used when responding to written complaints:

Zde jsou nějaké fráze užívané respondentem při psaní stížností:

· Thak you for your letter ...

· I´m sorry to hear that ...

· Certainly. I´m really very sorry. 

· Could (mohl by) you describe...

· I just need a few details.

· Please accept my sincere apologies for the problems you experienced ...

8g   Popiš telefonické techniky

In telephone corvensation is very importent to speak clearly and introduce yourself (představit se). Also you have to watch your language. Make sure that person on the other side understant you clerly and taht you are speaking about same think. Don´t forget to say good bye.
