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[

An FIT Reservation

& 1. Task Objectives

* Make an FIT room reservation for guests in English;
* Communicate effectively with guests over the phone;
* Use appropriate English to ask for specific information to finish the

reservation.

'S 2. Task Situations

Mr. Bush wants to reserve a double room at Beihai Hotel. He calls the Room
Reservation from the United States, indicating that he will stay at the hotel from
May 1% to May 5. And he wants his reservation guaranteed.

The reservationist answers the phone and asks for certain information to help

with the reservation.

...........................................................................................

Mr. Bush Reservationist
Double room: Phone call: Greeting: Name:

May 1 to May 5™; Date of arrival and departure;

Confirm the information.

...........................................................................................

; ' ;
) ) 1
1 ] )
: ? :
| | |
i From the United States; i Phone number: Room type: 1
: | :
) 1 )
] ) )
: i :
i Guaranteed room reservation. ; ;
1 ) 1

& 3. Task Preparation & Instruction

(1) The teacher will lecture on the working procedure of an FIT reservation,

emphasizing specific language skills and maintaining the logic of finishing a room

@



Unit One Room Reservation

reservation.

(2) Students will form teams of 6 persons, and they need to sit together. Students
will discuss the service English of an FIT reservation after the teacher’s lecture.

(3) Situational role-play: students will form pairs of 2, one is the guest, the
other the reservationist. They imitate the situation of a workplace in the hotel. The

teacher will supervise the whole process.

4. Working Procedure of an FIT Reservation

(1) Greet the guests through the phone
* Good morning. Beihai Hotel. Room Reservation. May 1 help you?
* Good afternoon. Beihai Hotel. I’'m the reservationist. What can I do for you?
(2) Ask for reservation information
¢ What type of room would you like?
¢ May I have your name, sir/madam?
* When will you be arriving, sir/madam?
* When will you be leaving, sirmadam?
* How many nights would you stay at our hotel, sir/madam?
® May I have your phone number, please?
(3) Mention the room rate and payment
e What’s room rate per night?
¢ It’s 1,200 Yuan per night.
* How will you be paying, sir/madam?
(4) Confirm the reservation information
* Let me just confirm. A double room for Mr. Bush from May 1* to May 5"
and your phone number is 712-2345-0987.
(5) Bid farewell
* Thank you for calling. We look forward to having you as a guest.

® Thank you for choosing us. We are looking forward to seeing you soon.

€



‘Hotel English—Practical Task Training
l

;) 5. Demonstration Conversation

An FIT Reservation

Mr. Johnson calls the Great Wall Hotel from the United States to book a single

room. The reservationist answers the phone. (J: Mr. Johnson; R: Reservationist)

R: Good morning. Great Wall Hotel. Room Reservation. May I help you?”

J: Morning. I’m calling from the United States. I’d like to book a single room.”

R: Certainly, sir. May I have your name, please?®

J: Peter Johnson.

R: Mr. Johnson, when would you need the room??

J: From May 1" to May 4".

R: Please wait a moment. Let me check...

(Several seconds later)

R: Mr. Johnson, we have a single room available at that time.

J: Oh, that’s fine. What’s the room rate?

R: It’s 1,200 Yuan. Is that all right?

J: Yeah, I'll take it.

R: All right. May I have your phone number, please?

J: It’s 712-1002-1223. By the way, I want to have my reservation guaranteed.”

R: In that case, we only need your credit card number.

J: My credit card number is 0896-1453-2567-2376.

R: Thank you for choosing us, Mr. Johnson. Let me just confirm® the information.
A single room for Mr. Johnson from May 1% to May 4", guaranteed by 0896-
1453-2567-2376, and your phone number is 712-1002-1223, am I right?

J: That’s right.

R: Thank you for calling, Mr. Johnson. We are looking forward to seeing you soon.”

(D Good morning, Great Wall Hotel. Room Reservation. May I help you? &
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@ I'd like to book a single room. AR IT— 5 A J8]

VEJRTBENE BT, L 245X i Y B RIS B A 2 THT A9 T f## o

single room: A [A] double room: XA 8]
standard room: FRUE[E] business suite: Rj5EH
family suite: FKEEE deluxe suite: ZEEES

presidential suite: SHEH

double room with twin bed: 5K B A PR FIBRUER]

@ May I have your name, please? i 7] 5 A4 144 7

TR S, 2 SR AL IR 55 B SR AL SR S . AR A A
What’s your name? Your name? % [1iEAL #5558 A5 4]

@ When would you need the room? &5 [ 834 B 1 75 22X 4™ 18] 7

VH 15 1 2 T 25 1R T o 0 0 P 4 B 38

(® I want to have my reservation guaranteed. FAH B —AMFIEFMTIT .

— R E R R SRR, B AT LA T Oy SARIETT .

® Thank you for choosing us, Mr. Johnson. Let me just confirm... /B 1%
BERATE, Ao, RBEHHIA—T

BIABUTE B X AR

@ We are looking forward to seeing you soon. JATFERHIEIE o

= 6. Workshop Activities

In workshop activities, students will choose one or two activities to practice
their oral hotel English. They need to concentrate on practicing so that they can
move on to the evaluation section.

(1) Activity One: Pair-work of oral practice

Students form pairs of 2 persons, one is the guest, the other the reservationist.

<D,



Hotel English—Practical Task Training

Create a conversation according to the information cards given.

i Guest ; Reservationist §
§ Name: Miss Yang i Name: Li E
i Purpose: reserve a double room i Tasks: ask for reservation information: i
; Time: July 21* to X ; name, time, phone number, etc. ;
§ Request: a quiet room : :

(2) Activity Two: Peer correction practice
Students form teams of 6 persons. Each team will be split into three pairs.
When one pair presents their conversation of the FIT reservation, the other two pairs

will listen and correct the mistakes. And then they take turns to do the practice.
Reservationist

Name: Mrs. Chen Name: Jane

Time: October 1* to 6" date, departure date, and provide

Request: a room facing the sea

1

1

1

1

1

1]

1

)

1

)

)

| p ) L
' urpose: reserve a famll suite
i Purp y

)

)

)

:

)

1

| room e, room rate, etc.
, type, A

1}

1
1}
1
1}
1
1
L]
1
1
1
1}
Tasks: get name, phone number, arrival ;
1
1
1
1
)
)
)
1
]
1]

(U S ——

(3) Activity Three: Team contest

Students form teams of 6 persons. They will discuss and create a conversation.
And then each team will recommend a pair to take part in the oral presentation
contest. Their performance will be evaluated by the teacher or the evaluation

committee. And there will be an evaluation form.
Reservationist
Name: Mr. White Name: Jenny

Time: May 18" and departure, special request.

- e o 0 e o

i Purpose: a double room
; Request: a bunch of flowers

Tasks: get name, room type, date of arrival é



7. Evaluation

Evaluation can promote class learning by giving the students critical feedback
on how well they have learned the material over time. It not only encourages those

who did their best, but also reminds those who did not so well that they need to

Unit One Room Reservation

work harder on it in their spare time. We give four evaluation methods as bellow.

Method One: Teacher Evaluation.

Method Two: Evaluation Committee. It may include the teacher and several

excellent students.

Method Three: Cross-team Evaluation. Each team recommends one student to

listen and evaluate the conversations presented by other teams.

Method Four: Self-evaluation.

You may choose one or two of them during classroom teaching. And it is a

good idea to use an evaluation form.

Evaluation Form on an FIT Reservation

Date: (MM) (DD) Team Name:

FIT Reservation
Evaluated by (teacher, students, self)

Maximum score

Score Obtained

Student A Student B

1 Greet the guest through the phone 10
2 Ask for reservation information 20
3 Mention the room rate and payment 10
4 Confirm the reservation information 15
5 Bid farewell 10
6 Pronunciation 10
7 Intonation 10
8 Fluency 15

Total 100
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A Group Reservation

& 1. Task Objectives

* Make a group room reservation for guests in English;
* Communicate effectively with the guests through the phone;
* Use appropriate English to ask for specific information to finish the

reservation.

S 2. Task Situations

Miss Yang wants to reserve 10 double rooms at the Hilton Hotel. She calls
the reservation section from the Yanshan Travel Agency, informing them that
the reservation will be from Oct. 1" to Oct. 7". And she wants the reservation
guaranteed.

The reservationist answers the phone, and asks for certain information to help

with the reservation.

............................................................................................

Guaranteed room reservation.

E Miss Yang % Reservationist §
E Phone call: E Greeting: Name: ;
E 10 double room; § Phone number: ___ Roomtype: §
; From the Yanshan Travel Agency; E Date of arrival and departure; E
; Oct. 1* to Oct. 7% E Confirm the information. E

............................................................................................
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& 3. Task Preparation & Instruction

(1) The teacher will lecture on the working procedure of a group reservation,
emphasizing specific language skills and maintaining the logic of finishing a group
room reservation.

(2) Students will form teams of six persons, and they need to sit together.
Students will discuss the service English of a group reservation after the teacher’s
lecture.

(3) Situational role-play, students will form pairs of 2, one is the guest, the
other the reservationist. They imitate the situation of a workplace in the hotel. The

teacher will supervise the whole process.

& 4. Working Procedure of a Group Reservation

(1) Greet the guests through the phone
¢ Good morning. Hilton Hotel. Room Reservation. May I help you?
* Good afternoon. Hilton Hotel. I’m the reservationist. What can I do for you?
(2) Ask for reservation information
e What type of room would you like?
* How many people do you have in your group?
* May I ask the name of your travel agency?
® When will you be arriving?
® When will you be leaving, sir/madam?
e How many nights would you stay at our hotel, sir/madam?
* Are there any special requirements?
* May I have your phone number, please?
(3) Mention the room rate and payment
* What’s room rate per night?

¢ It’s 400 dollars per night.



