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Room Reservation

Part 1 3 Text

Job Description of the Booking Service
SUMMARY

The booking service is all dedicated to providing the guests with a professional
service in a relaxing and welcome manner.

ESSENTIAL DUTIES

Responsibilities vary considerably in details depending on different positions.

The Reservationist’s primary responsibility is to book and upgrade group telephone
reservations, and process individual telephone sales. This includes entering group(s)
in the Gateway Ticketing System, mailing out confirmations. Other responsibilities
include contacting groups in the event in which advance payment is not received by a
specified deadline, soliciting information from groups as to their future plans and/or
other sales related information, general maintenance of reservations files, and general
office and clerical duties as needed. Reservationists will be trained to perform as box
office cashiers and telephone operators, and expected to perform those and other
general guest service duties as necessary.

Assistant reservation manager is responsible for the day to day and long term

planning for inbound operations. Responsibilities also include budgeting, forecasting,
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management and development of staff.

Reservation supervisors’ key responsibilities involve supervising the operations
of the Reservations Department during shift, conducting shift briefings and attending
hotel meetings in line managers, absence, converting bedroom accommodation
enquiries into bookings on the phone in person or by letter, recording and processing
using a computer booking system, cancellations and amendments via phone, fax or
email promptly and in line with company standards, managing hotel selling strategy
by opening and closing to specified rates linked to hotels’ business plans and as
directed by the line manager, liaising and communicating special requirements to
other departments e. g. Cots, VIP’s and late arrivals, preparing reports using both
computerized reservation system and other computer sofiwares such as Word and
Excel, recording and managing bookings that fail to arrive.

Reservation/PBX manager; Responsible for implementing revenue management
systems, standards and practices to control rooms inventories and rates. Participate in
strategic hotel marketing plans by monitoring future room’s occupancy and revenues in
addition to managing the hotel reservations.

Reservation agent’s primary responsibility is to handle guests’ room reservation
requests for the hotel, provide guests with hotel facility information and answer

questions related to the hotel and local area,
Function 1 Reservation by telephone

(R = Reservationist, G = Guest)

R: Advance Reservations. May I help you?

G: Yes. I want to book an adjoining room for my family from July 15" to 29",

R: Excuse me, wait a moment, 1"l check...We can confirm one from July 15"
to 20". After that I’ m not sure. For we’ 1l be busy with the International Kite
Festival. However, we will try to put your family in another hotel. There will be no
problem. .

G: Very well. Please reserve one for me.

R: For whom is the reservation?
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: Mr. Leacock.

: Ok. An adjoining room from July 15" for seven days for Mr. Leacock.
: That’s right. Thank you very much.

: Thank you for calling, madam. Good-bye.

You are welcome. Good-bye.

Function 2 Reservation on the spot

( R = Reservationist, G = Guest)

R:
G:
R:

Can I help you?
Yes, I’ d like to book a single room with a bath for next Friday.

That’s fine, sir. We do have a single room available for Friday, with a front

view or rear view?

G:
R:

What is the price difference, please?

The current rate for a single room with a front view is $50 per night, one

with a rear view is $35 per night.

G:
R:

Suppose 1’ 1l take the one with a front view, what services come with that?

For $50 you’1l have a radio, a color television, a telephone and a major

international newspaper delivered to your room every day.

G:

: Very good. Could you tell me your name, sir, please?

/O = 0 ™

That sounds not bad at all. 1’1l take it.

: Yes, it is Kern.
: And what is your address, please?
: It is 3,600 Montague Boulevard, Hattiesburg , Mississippi 39401 U. S. A. .

: Excuse me, sir, but could you speak a little more slowly, please?

G:

Sure, no problem. It’s 3,600 Montague Boulevard, Hattiesburg, Mississippi

39401 U.S. A.. Have you got it?

R:

Yes, so it is 3,600 Montague Boulevard, Hattiesburg, Mississippi 39401

U.S.A..

G:
R:

That’s right.

What about your telephone number?



. (601) 264-9716.

. OK. We look forward to seeing you next Friday.

Good-bye.

G
R
G: Thank you and good-bye.
R

Part 2 ifC #1415 [ New words and expressions ]
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. dedicate

. professional
. upgrade

. deadline

. confirmation
. confirm

. inbound

. strategic

., confaci

. implement
. Tevenue

. solicit

. supervise

. maintenance
. clerical

. occupancy
. briefing

. convert

. process

. standard

. enguiry

. cancellation

[ 'dedikeit |
[ pro'fefanl ]
[ 'apgreid ]
[ 'dedlain |

[ ikonfa'meifan ]

[ kan'foim )

[ linbaund ]

[ stro'tizd3ik ]
[ "konteekt |

[ 'implimant ]

[ ‘revinjuz

[ so'lisit ]

[ 'sjuzpavaiz ]

[ 'meintinans ]
[ klerikal ]

[ 'okjuponsi |

[ 'brizfig ]

[ kon'vast ]

[ 'prouses ]

[ 'staendad ]

[ in'kwaiori |

[ keensa'leifon ]

v BR(H) Bl
adj. T8, BV HY
vt LR, R T

n. fJE B

n. WESE, BAIA

vt. W %E

adj. RHEAY, IR
adj. fREGRY, KRG LY
ut. Befh, BK AR

vt. I, 3

n. q&)\,ﬁ-qﬁi

v. BoR

v B E

n. g3 RIF

adj. it

n 5H

n. faj4lR

vt (HFE7E et

we. J L, A0

n. ApiE

n. #]A]

n. BUH



23. amendment [ o'mendmont | n W& OE
24. via [ 'vaia, 'vira] prep. 2,381t , 4
25. liaise [ liz'eiz ] vi. BR4K%
26. file [ fail | n. XY
27. adjoining [ 9'dzoinig ] adj. SRILHY ., FRRERY
28. available [ o'veilobl ] adj. T HEIR, A 25K
29. rear [ria] adj. JRTEHY, T A
30. Mississippi [ misi'sipi } n. 9 PG PG LU, A5 PO P E AN ( EEN &)
31. booking service FITH
32. Ticket System ITRRS
33. advance payment Wift
34. solicit information & AR
35. participate in e
36. marketing plan LiRZE=%::01 B
37. reservation manager Bl FREHE
38. assistant reservation manager i ER 3
39. reservation supervisor TR EE
40. reservation agent ITEEEA
41. COTS( customer order tracking system) BriTRBRE RS
42. VIP( very important person) B
Part 3 %[ Notes]
1. R ps EIZE R
single room L YN L
double room H—TKDUA PRI 5 (8]
twin room G 3= YN 3: )71 1
triple room = A[H]
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Continued

family suite KEED

junior suite —BE

standard suite VR B
presidential suite BBER

royal suite HRER

deluxe suite FAEE B
honeymoon suite ERER

adjoining room HARE I 5 18]
studio room A U R K H By ]

2. with a front view:BAPHE , with a rear view : §9FHHE
3. Gateway Ticketing System : P3¢ &4

Part 4 IjBER][ Top 10 of Functional Sentences ]

.I’ d like to book a single room for next Friday.

. What's the price difference?

. I’ 1l take the one with a front view.

. For whom is the reservation?

. We’ 1l try to put your family in another hotel.

. What services come with that?

. What about your telephone number?

. What’s your address, please?

1
2
3
4
5. We can confirm one from 15" to 20",
6
7
8
9

10. We look forward to seeing you next Friday.
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Part 5 % Hi5 [ Sentences for Various Scenarios ]|

Scenario 1 Recommending another hotel nearby

R: I’ m sorry, but we’ re fully booked.

G: Oh, then can you recommend another hotel nearby?
Scenario 2 Recommending another room that is available

R: Let me see. Sorry, the adjoining room has been reserved. But we have a twin
room available and the current price is $600 a night, plus tax, but supper is included.

G: That sounds terrific. 1’1l take it.
Scenario 3 Confirming a reservation

G: I’ d like to confirm a reservaiion.

R: Certainly, sir. May I have the date of your reservation, please?

Part 6 % ][ Exercise ]

1. Role-play.

(1) Information; Mr. David, a guest calling from Paris, make a reservation, a
standard suite from May 1* for ten days.

(2)Information: Ms. Keller, makes a reservation at the booking service,
honeymoon suite for her friends, from Oct. 10™ to Nov. 5".

2. Listen to the conversation and answer the questions.

Questions ;

(1) What kind of room does the guest want?

(2) How long will the guest stay?



