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Booking a Table

- @ Teaching Objectives

Let the Students

—know SOP of Taking Table Reservation

—know Guidelines for Taking Reservation

—know What You Should Do after You Greeted Guests

# Work Tasks

Task 1 Receiving a Table Reservation on the Phone
Task 2 Declining a Table Reservation Call

Task 3 A Table Reservation Call

Task 4 Booking a Table

Task 5 Booking a Private Room

Task 6 Two Roll-Playing

ﬁ% Subject 01 F & B SOP—Taking Table Reservation (Phone)

Restaurant Manager/GRO/Supervisor/Waiter/Waitress/Trainee

[ Pick-up phone within 3 rings.

rTT T 1y

|

: Coffee shop and lobby

| lounge, only answer in

| English /

1 |
|

P Speak slowly and clearly, say: “Best Western,Jane speaking!”

Ju

-
L Listen to speaker first.
J

]

' _____________ al
I Speak in a friendly and |
j polite manner. Converse !

1

If the call is for a reservation, prepare the reservation log book.

:in English for foreign;
| guests, in Chinese for "//

: domestic guests. / ﬂ




e R F

Ask name: “Your name, please!”

U

Ask: “Which day and time, Miss Brown?”

U

Ask: “How many people?”

U

Ask: “Your contact number, please?”

U

-

*“Smoking or non-smoking table?”

U

“Any special requests?”

Repeat reservation

I

guest’s approval /

Repeat reservation: “Miss Brown, can I repeat your reservation?”

I

|

|

: clearly and wait for
I

|

i

|

I

“We will keep your reservation for 30 delayed minutes.
Thank you for your reservation. See you soon! Good bye.”

J
J
J
)
J
J
J
J

{4

Wait until speaker hung up.

U

Hang up phone.

_J L

g‘ Subject 02 F & B Situational Expressions—

Attending the Guests

—Good morning. Best Western. How may I help you?
—Good evening. Best Western. Mary speaking. What can I do for you?

Receive Details of Reservation

Dining Time

— When would you like your table, sir?
—What time would you have your dinner, sir?

—For what time, madam?

— When should we expect you, sir?

2



Module One Booking a Table ™ ==

Party Number

—For how many people, sir?

—How many people are there in your party?

—Could you please tell me the number of diners?

—Is it only two of you, sir?

—So you are four?

—In whose name is the reservation made?

—Do you take reservation?

—Hi. I’d like to make a reservation for this Friday, the 25%

—Id like to reserve a table for four, tonight, at 7:30. The name is John.

—Do you have a table available for two, tonight, at 8:00?

—Hello. I was wondering if you have a table available for six people right now. Could you
save it for us? We’ll be there in about 15 minutes.

—For how many?

—How many in your party?

— What time?

— We’re all booked up at 7:30, but we do have a table available at 9:30. Is that ok?

— Your name?

— What name should I put that under?

—Smoking or non-smoking?

— Would you prefer the smoking or the non-smoking section?

—Ok. Thank you. See you then.

—So, sir, that’s a table for four this Thursday evening at 7:00.

Special Requirements or Not

— Any other requirements?
— Anything special, please?
—Only a table near the window?
— Will a corner table/private room be OK?
— We’d like to have a table by the window, if possible.
Certainly. I’d be happy to arrange that for you.
—Do you have a private room available?
Yes, we do. There’s a 15% surcharge for the room in addition to the service charge. Is that
ok?
—Could you have a bottle of champagne waiting for us? Of course, madam.
—I was told to call ahead if we want a whole roast duck.
Yes, that’s right. The duck serves up to four people. Will one be enough?
—Ireserved a table for 7:00 tonight, but we’re running a little late. Can we change our reservation to

3
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7:307
Normally we can hold a table for only fifteen minutes, but I’ll see what I can do.

Confirm after Reservation

—So it is Mr. White, a table for five at 6:30 p.m. this evening. Am I right?

— A table near the window for Mr. White for 5 at 12:30. Am I right?

A table near the door at 8 o’clock this evening under the name of Mr. Ducan. Will that table
be all right?

No Vacant Seat

—1I am sorry, the restaurant is full now.

—1I am afraid all the tables/seats have been reserved/booked.

—1I am afraid there is no vacant seat/table left.

—I’m sorry, that table is already reserved.

—1I'm afraid we cannot seat you at the same table. Would you mind sitting separately?

— Would you care to have a drink in the lounge while you wait? We’ll accommodate your
party as soon as possible.

— Sorry, we do not have reservation service today, because we have a banquet tonight.

—Sorry, we do not have reservation service for morning tea.

Confirmation and Alteration

—1I"d like to confirm my reservation for tomorrow night, please.
— Your room is confirmed.

— When did you make the reservation?

—In whose name was the reservation made?

—1I"d like to change/cancel a reservation.

Introducing the Restaurant

— We’re open around the clock.

—We’re open 24 hours.

— We’re open from 9:00 a.m. until 2:00 a.m.

—We open at 6:00, and we take last orders at 2:00 a.m.

— There is no corkage fee for bringing in liquors.

—There isn’t a minimum charge for a private room from 13:30 to 16:00.

Thanks For Calling

—Thank you for calling us, Mr. White. We look forward to your visit.
—Thank you for your calling, Mr. White. We expect to see you then.

4



Module One Booking a Table v

— Thank you, Mr. White. Looking forward to serving you soon.

2

Subject 03 F & B Tasks of Practice—

Sample of Task 1 Receiving a Table Reservation on the Phone

(4 groups of people would be invited to the front and perform. Here is the sample.)

Jane:

Rose Restaurant, Jane speaking!

Mr. White: Well, then I"d like to reserve a table for 6:00 tonight if that’s possible.

Jane:

Certainly. May I have your name, sir?

Mr. White: My name is John White. Just book it under my name.

Jane:

And your phone number, please?

Mr. White: I am staying in your hotel in Room 8411.

Jane:

Ok, sir. And how large is your party, sir?

Mr. White: Uh ... including myself, there will be five of us altogether.

Jane:

So it is Mr. White, a table for five at 6 tonight. Will that be all right?

Mr. White: Exactly.

Jane:

And do you have a preference, sir?

Mr. White: Huh ... excuse me?

Jane:

Is there any place you would prefer to sit at? We do have a smoking section out on

the terrace.

Mr. White: Oh, I see! Um, would it be possible to reserve a table next to the window? You

Jane:

have a good view of the city.

Yes, we can arrange that.

Mr. White: Thank you very much.

Jane:

No problem. We look forward to seeing you then. Goodbye.

Sample of Task 2 Declining a Table Reservation Call

(4 groups of people would be invited to the front and perform. Here is the sample.)

Staft:
Guest:
Staff:
Guest:
Staff:
Guest:
Staff:

Guest:
Staff:

Good afternoon. The Big Steak House. Lily is speaking. May I help you?

What are your restaurant hours?

We open at 6 p.m., sir, and we close at 12:00 p.m..

Good. I would like to reserve a table for five.

Yes, sir. What time would you need the table?

I .am not sure...Perhaps around 7 p.m..

Oh, I am so sorry, all the tables have been reserved at that time. Shall I contact the

‘other restaurant for you? We have very good Chinese restaurant in our hotel.

That’ll be fine. It will be much appreciated if you could arrange it for us.

So, would you please tell me your name and room number? I will call you back as

5
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soon as possible.
Guest: It’s Mary Smith, in Room 8012.
Staff: Thank you, Mr. Smith. Goodbye.

Sample of Task 3 A Table Reservation Call

(4 groups of people would be invited to the front and perform. Here is the sample.)

Captain: Renaissance Hotel, Susan speaking. Can I help you?

Guest: ~ What time do you open this evening?

Captain: We open at 7:30a.m., sir, and we take last order at 11:30 p-m.

Guest:  Good. I'd like to reserve a table for 2.

Captain: Yes, sir. What time would you like your table, sir?

Guest:  I’'m not sure.... Perhaps around 8 p.m.

Captain: Fine. I’ll reserve a table for 2 at 8:00,sir. May I have your name, please?

Guest:  Smith. Tom Smith.

Captain: Thank you, Mr. Smith.

Guest:  Oh, is there any chance of a table by window? My wife loves the harbor view. One
more thing, as it is her birthday, I want it to be a celebration.

Captain: I see. We have already received many bookings and though I can’t guarantee
anything, please be assured that we’ll try our best, Mr. Smith. I hope you’ll
understand.

Guest: I do, but I would appreciate it if it could be arranged.

Captain: I’ll try my best. We look forward to having you with us tonight, Mr. Smith. Thank
you for calling.

Guest:  Good-bye.

Captain: Good-bye, and have a good day!

Sample of Task 4 Booking a Table

A guest in Room 2430 wants to book a table in the hall for four at 11:20 this morning, but the
tables have been fully booked for that time. So the waiter suggests that the guest make the
reservation at another time.

Waiter: Good morning, Chinese Restaurant. How can I help you?

Guest: I'd like to make a reservation in your restaurant.

Waiter: For how many people, and when will you be coming?

Guest: Four people, and today.

Waiter: Would you like a table in the hall or a private room?

Guest: A table in the hall.

Waiter: What time would you like your table?

Guest: At 11:20.

6



Waiter:

Guest:

Waiter:

Guest:

Waiter:

Guest:
Waiter:

Module One Booking a Table - ~wmmrmmm

I’'m afraid the tables have been fully booked for that time. Would you like to make the
reservation at another time?

At 11:20 tomorrow morning.

May I know your name and your room number?

My name is John Brown and my room number is 2430. If possible, try to arrange a
table by the window.

No problem. Mr. Brown, you’ve booked a table by the window for four people at
11:20 tomorrow morning. Your room number is 2430. Is that right?

Exactly. Thanks for your help.

You’re welcome. We look forward to your arrival tomorrow. Thank you for calling.

Sample of Task 5 Booking a private room

A guest in Room 1906 would like to reserve a private room in Rose Restaurant for fourteen

people for next Saturday, May 16.

Waiter:
Guest:
Waiter:
Guest:
Waiter:
Guest:
Waiter:
Guest:

Waiter:

Guest:

Waiter:
Guest:

Waiter:

Guest:
Waiter:
Guest:
Waiter:
Guest:
Waiter:
Guest:

Good afternoon. Rose Restaurant. Can I help you?

Yes, could I make a reservation for next Saturday, May16?

Certainly. What time would you like to book your table?

What time do you open and close?

At 5:30 a.m. and we close at midnight.

I’d like a private room in the evening. We’ll arrive at your restaurant at 5:40 p.m..
For how many people?

Let me see, eleven people. We need a bigger table. Maybe three more people will
come at 7:00.

We have three private rooms, but each of them can be seated for eleven at most. We
have a private room facing the east, which can be seated fourteen people. This
private room is called White Rose. It is decorated elegantly.

Ok. I'll take it.

And what is it going to be, the Chinese food or the Western food?

The Western food.

How much for the food per person would you like? By the way, the minimum charge
for a private room in the evening is 200 Yuan per person.

Well, 350 Yuan per person.

350 Yuan. And what drinks are you going to have, Budweiser or Champagne?
Champagne, please. And we want to try some Chinese wine?

Which one would you like, Dynasty or Great Wall?

Great Wall, please.

In whose name is the reservation made?

Please reserve it under my name John Brown.
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Waiter: Thank you. What about your telephone number and your room number?

Guest: My cell phone number is 13899008800, and my room number is 1906.

Waiter: Thank you, Mr. Brown. You’ve booked the private room White Rose for fourteen
people for next Saturday, May 16. The time of your arrival is 5:40. The price of the
western cuisine is 350 Yuan per person excluding drinks. Your drinks are champagne
and Great Wall wine. Your cell phone number is 13899008800, and your room
number is 1906. By the way, we can only keep your private room till 7:30 p.m., since
that will be the peak season.

Guest: Ok. Thank you.

Waiter: We look forward to having you with us.

Task 4 Roll-Playing

Reservationist—Your partner is a potential customer. He wants to reserve a table for
this evening. There will be four of your partner. They want to have their dinner at 7‘
o’clock.

Guest—You pick up the receiver with appropriate greeting, followed by the name
of your hotel and your full name, asking the caller what type of food they like, the
number of diners, the name of host, phone number and the time, and then repeat the

booking.

Task 5 Roll-Playing

In a group of three or four, work out a restaurant reservation form first by yourselves and

then play different roles as waiter/waitress and guests to make reservation in a restaurant.

5" Subject04 F & B How-To’s & Tips

Guidelines for taking reservation

e Start with an appropriate greeting: “Good morning,” “Good afternoon,” or “Good
evening.”

e Note the name of the guest or the party

e Request the date of the reservation. If the date is booked, offer an alternative date. If all
tables are booked for an evening and the guest is firm about coming on that particular
evening, he might be placed on a waiting list. Generally there are no more than four parties
held on the waiting list. They will call or be called on the day of the tentative reservation
for confirmation or rejection.

¢ Request the time. If the time is booked, again offer an alternative. The policy on holding
reservation might be explained at this point in the conversation. It might be suggested that

the party arrive early.



Module One Booking a Table =

Request the telephone number. This should be taken for two reasons: to reconfirm with the
guest on the day of reservation; and so that they can be reached, should unexpected
problems arise.

Note the number of the guests in the party and any special requirements.

To create good feeling in the host who has reserved a table, be it for two or twenty, a
“reserved” card can be placed on the assigned table prior to the guest’s arrival.
Printing the host’s name on the “reserved” card makes the party feel especially
important.

The length of time it makes to dine must be estimated. This is done by tabulating the time
it will take for each course to be served and consumed. And hereby, the intervals between
reservations will be arranged reasonably, which undoubtedly will help to ensure a smooth
flow of the restaurant.

When a large group wishes to dine, several suggestions might improve the quality of their
meal:

Recommend that the group arrive early, before the bulk of the business starts.

Try to establish a set menu for the group. Mail the person in charge several menus from
which to choose, or create a set dinner. Set menus make it easier for the kitchen to handle a
large party and ensure faster service in the dining room.

Arrange the wine selection in advance.

Before their arrival, establish a plan for handling gratuities and payment of the check.

After you greet guests, you should do the following:

Ask if they have reserved a table—*“Do you have a reservation?” When they answer “yes”,
please ask for the name and check with the reservations record for the size of the party,
table number and any special requirements.

For guests you know by name, large parties and VIPs, you should be able to show them
straight to their table without referring to the booking in their presence.

For guests without a reservation, confirm the number of people—*“For how many people,
please?”

If no tables are available, give an estimated waiting time. If this is not too long, the guests
will usually welcome your suggestion that they have a drink in the bar—*I’1l bring the
menu and we can take your order at the bar, if you like.”

Keep in contact with guests waiting for a table. Tell them of any change to the estimated
delay, ask them:” Would you like to have more drinks?” ’



