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Section 1. Shadow Repeating

C&" Situation 1. Job Description for Reservation Agent

@ English Text

Reservation Agent reports to Front Office Manager. His or her
position can be summed up as follows:

Responds to communications from guests, travel agents, and referral
networks concerning reservations arriving by mail, telephone, telex,
cable, fax, or through a central reservation system. Creates and maintains
reservation records-usually by date of arrival and alphabetical listing
prepares letters of confirmation and promptly processes any cancellations
and modifications.

Tracks future room availability on the basis of reservations, and
helps develop forecasts for room revenue and occupancy. Additional
duties may include preparing the list of expected arrivals for the front

office, assisting in preregistration activities when appropriate, and
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processing advance reservation deposits.

Knows the type of rooms the hotel has as well as their location and
layout. Knows of all hotel packages plans-meaning status, rates, and
benefits. Update availability of all distribution channels like GDS, OTA
and Web booking systems.

@ Vocabulary

Reservation Agent fili] 5

Front Office Manager Hij/T 434

travel agent JK {74t

referral network #fE # [ ¥

reservation [rezo'ver[(a)n] n. FiT
central reservation system H R i R4
alphabetical [eelfa'betik(2)1] adj. & M8 75 Y
letter of confirmation #fiA{5

cancellation [ keensa'leif(a)n] n. HUiH
modification [ imodifi'ketf(2)n] n. Bk
track [treek] v. BREF

room availability % 5 o 1% i

forecast ['forkaist] n./v. Tl

room revenue % B It A

occupancy [ 'pkjepensi] n. % 5 H L%
arrival [a'rarv(a)1] n. KJEE A
preregistration [ priiired3i'streifon] n. Tk
advance reservation deposit Tl £ 37 # 4
status ['steitos] n. RE

rate [reit] n. ()%

update [ap'dert ] v. B

distribution channel 434 4 &

GDS (Global Distribution System) 4 ¥4 &4
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OTA (Online Travel Agent) FEZR iR 174t

@ Golden Finger

DUTIES AND RESPONSIBILITIES:

Processes reservations by mail, telephone, telex, cable, fax or
central reservation systems referral.

Processes reservations from the sales office, other hotel departments, and
travel agents.

Knows the type of rooms available as well as their location and layout.

Knows the selling status, rates, and bencfits of all packages plans.

Knows the credit policy of the hotel and how to code cach reservation.

Creates and maintains reservation records by date of arrival and
alphabetical listing.

Determines room rates based on the selling tactics of the hotel.

Prepares letters of confirmation.

Communicates reservation information to the front desk.

Processes cancellations and modifications and promptly relays this
information to the front desk.

Understands the hotel’s policy on guaranteed reservations and no-shows.

Processes advance deposits on reservations.

Tracks future room availabilitics on the basis of reservations.

Helps develop room revenue and occupancy forecasts.

Prepares expected arrival list for front office use.

Assists in preregistration activities when appropriate.

Monitors advances deposit requirements.

Handles daily correspondence. Responds to inquires and makes
reservations as needed.

Makes sure that files are kept up to date.

Maintains a clean and ncat appearance and work area at all times.

Promotes goodwill by beings courteous, friendly, and helpful to
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guests, mangers, and fellow employees.

Walking around with the client and ecnsuring that they sccure
whatever services they are in need of.

Gets information about arcas of interest in order to target more
clients in particular scasons.

Makes arrangements for clients travel programs.

To be aware of all front office procedures and assist with reception
duties when required.

To be fully aware of and adherce to health and safety, fire and bomb
threat procedures.

Be willing to undertake any reasonable request made by management
in any other areas of the house.

Opens and closes the availability as and when required of hotel in all
the GDS channels, IDS channels and on the hotel website.

Configures rates on the hotels property management system.

@ Chinese version
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Distribution System) 5 = J5 7£ £k i 17 it %5 1L B OTA (Online Travel
Agency) TP £ 01T R 5 .

(&~ Situation 2. Group Reservation

@ Chinese Text
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@ Vocabulary

room type F il

reservationist [ ireza'veifonist | n. i1 5

TWB (twin-bedded room with bath) 7 % % i) SR R 5
vacant room %% J

equivalent [i'kwivelent] adj. #124F

meeting hall 27T

discount [ 'diskaont] n. #7401

@ Golden Finger

1. AR VIRE B A B % B LA < Single room (B A ), Double room (3%
AN Suite(E )%, Ho friE% & twin-bed room with bate G T
A TR] Y BN RS 55 5 TR #F TWB) .

2. B TAE AR ARG R AEKE T, T2 61,

BHaR ERAKS | BEHS EX AR
AR CNY RMB¥ Renminbi Yuan
HJt JPY ¥ Japanese Yen
i [ JT KRW Wn Won
B3k oo SGD $S Singapore dollar
7 HsTT HKD HK $ Hong Kong dollar
W0 MOP P Macao Pataca
& Kt CAD Can& C$ | Canadian dollar
Rt UsD Us$ The US dollar
i % GBP £ stg Pound Sterling
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@ English Version

Reservationist(R) : Good morning. Lake Hotel. Reservationist. How may
[ help you?

Guest(G): Yes. My name is Robin Smith calling from the Ali Computer
Company. I'd like to reserve rooms for my group.

What types of room do you prefer?

We have 30 people. Fifteen twin-bed rooms with bath please.

For which dates, Mr. Smith?

From January 22nd to 25th.

Faapapr

Just a moment, please. Fifteen TBWs for January 22nd, 23rd. 24th

and 25th. Yes. We still have those rooms available.

9

Then how much do you charge per room per night?

o

RMB Six hundred yuan, cquivalent to 98 US dollars.

G: Fine. One more thing, may we use the hotel meeting room during
our stay in your hotel? We are to have a meeting on the afternoon of
January 23rd, from 3.:00 p.m. to 5:00 p.m.

R: No problem. We can make it for you, but we charge 400 Yuan RMB
per hour for the use of the hotel meeting room.

G: Oh, I see. Any discount?

R: Since yours is a group booking, there is a 15 percent discount. And

we’ll send you a confirmation by fax within five days. May I know

your fax number, plcasc?

g

You may send a fax to us at 27323465,
R: Thank you, Mr. Smith.

i

i@

e

1.9
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»‘ Section 2, Sight Interpreting

(&~ Situation 1. An FIT Room Reservation

@ English Text

Reservationist(R) : Lake Hotel. Reservations. How can I help you?

Guest(G) : Yes. This is Henry Smith calling from Paris. I'd like to book a

2 o

P

papQ

&

RELPFEPR

room, please.
Yes, Mr. Smith. For when?
From June 14th.
How long will you be staying?
About a week.
What type of room would you likes, Mr. Smith?
I'd like a double room for my wife and myself. By the way. what’s
the rate of a double room?
It’s RMB 480 yuan for a double with bath and RMB 430 yuan with
shower. Which one do you like?
RMB 430 a night is OK. It is about 70 US dollars, isn’t it?
Yes, Mr. Smith, a double with shower, from June 14th to Junc 21st.
Am I correct?
Yes. That’s right.
What time will you be arriving?
Around 3:00 p.m. By the way. do you have the airport shuttle bus?
Yes, Mr. Smith. We have airport representative desk. Just contact
them and they will help you.
That’s fine. Thank you. Goodbye.
Thank you for calling, Mr. Smith. We arc looking forward to your

coming. Goodbye.



