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Section 1 Front Office Department

Unit 1 Reservation

Objectives

(1) To answer questions concerning reservations.

(2)To take a reservation.
(3)To cancel a reservation.

(4)To confirm a reservation.

Part 1 Lead-in

Reservation Procedures

Date of arrival and departure

Room types |
Name l
| Greet the guest
| Address |
[ Ask about reservation information
l Telephone number j
[ Check the room availability

l

E-mail address

| Confirm the reservation/Refuse the reservation I

Cultural Background

Payment

A N R e

Any special request

Hotel usually receives reservation requests in the following ways.

—By telephone. It is the most common way in many hotels.

—By fax. It is fast and the confirmation is made immediately.
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—By E-mail and computer terminals. Hotels can link their reservation systems with other

hotels, with airline seat reservation systems and with terminals in the offices of important travel

agents.

—By letter.

—By personal contact.

Part 2 Conversations

Conversation 1 A Reservation Call

Scene: Mary Karini (M) calls the Grand Hyatt Hotel to make a reservation. The receptionist

(R) receives the phone.

F2FEx

Good morning, the Grand Hyatt Hotel. May 1 help you?

: Good morning. 1’d like to book a room for next month, please.
: When will you be arriving and how many nights will you be staying?
: Arrival on the 8" September, departure on the 12",

: Hold on a second. Let me check for you. Mm, no problem with four nights. Then how

many people would be in your party?

M:
R:

Just two. Could you please have a room with two queen beds?

Wait a moment. Let me have a look for the availability. Yes, a double-queen beds room

with 210 U. S. dollars per night. Could you spell your name please?

M:

il

M-a-r-y K-a-r-i-n-i. And how could I guarantee the reservation?

Your credit card is needed. Please read out your card number.

: My credit card number is 6227 1101 1345 2234 654.

When does that expire?

: The expiration date is August 15, 2016.
R:

Fine. Mrs. Karini. Your reservation is from 8" to 12" September, one double-queen

beds room. And your confirmation number is PH248. Will there be anything else, Mrs. Karini?
M: No, thanks. Everything is fine. Goodbye.

R:

Goodbye. See you on the 8"

Words & Expressions

make a reservation i} hold on  J|HEHLTE
receptionist  n. $E{% 1 party n. Fl{k

arrival  n. fIKIK queen bed KSR
departure n. B availability n. 7] FAR AL

e



Front Office Department m

guarantee . {filF credit card
expire v. 171 expiration n. i 1t
confirmation n. fifjiA

Notes

1. Grand Hyatt Hotel 7§ A )5

2. EEZHRIETUT —REW LHTH B 8] A5 KB AB B RE k4 (5 R
A, B A X R, LIARAS DS A S TS

3. queen size FE[E:1.5m x2. 05m;H[E . 1.5m x 2m; B AF| W :1. 5m x 2. 05m; KR -
1.6m x2m

king size JE[E:1.95m x2.05m;#[E . 1.85m x2m ; AH| IV : 1. 85m x 2. 05m ; BRI .

1.8m x2m

4. will be doing  HfiAKE KT —E SR A F

5. guarantee a reservation {RUETIT , F7m HIE 4 50 8005 R 5 X R 0T 0%

Useful Expressions

1. I’m calling to reserve a triple room ( = A[H]) from tomorrow for 3 nights.
2. What kind of room do you want?

3. Which date would that be?

4. Which kind of room do you prefer?

5. May I have your name, please?

Conversation 2 Requirements of the Room

Scene ; John White (J) wants to reserve a room, and talks with the receptionist (R) about the

requirements of the room.

R: Good morning. Rose Garden Hotel. May I help you?

J: Good morning. Have you got any vacancies for the nights of October 12" and 13"7 1'd
like to make a reservation for two nights.

R: All right. Single or double room?

J: Double room, please.

R: Yes. We have a double room available.

J: Is that with a king-sized bed?

R: Yes, it’s a room with a king-sized bed, sir.

J: That sounds fine. Is there any access to the Internet?
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R: Yes, of course.
J: How much will it cost for one night?
R: Let me see. A double room is $1300 per night.
J: Does that include breakfast?
R: Yes. That includes a continental breakfast and a morning newspaper.
J: Do you accept Visa Card?
R: Yes, we do. What time will you be arriving?
J: I should be there around 5:30 p. m. on the 12",
R: OK, sir. Could I take your name and telephone number, please?
J: Yes. It’s John White and my telephone number is 15464680934.
R: Could you spell that, please?
J: J-o-h-n W-h-i-t-e.
R: John White, a double room with bath and Internet access for the nights of October 12"
and 13".
J: That’s right. Thank you.

R: Thank you for your reservation, sir. Goodbye.

Words & Expressions

single room B A [i] access n. A ,i#iH
double room XA [H] continental  adj. K[f
available adj. P15, vl £ FH T

Notes

1. Rose Garden Hotel — F{ ¥l ¥ Felivg 5

2. Have you got any vacancies for the nights of October 12" and 13"7
10 H 12 HA 13 HIX MR A %8 b a2

3. We have a double room available.
FATAH XN [EF] LA

4. That includes a continental breakfast and a morning newspaper.
AL — 3 BN Kl X A T — 1y R4
continental breakfast KRy A fti 4, LARINMEA A0 5% 4 3

Useful Expressions

1. Would you like a room with a bath or a shower?

2. Do you want a single room or a double room?
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3.1’d like a twin room facing the garden.
4.1’d like a room on the sunny side, please.

5. By the way, I want to have a corner room with windows facing south.

Conversation 3 Suggesting Alternative Accommodation

Scene: Mr. Johnson (J]) calls the Pine Hotel for reservation. But the hotel is fully booked for

the large meeting. Then the receptionist (R) suggests an alternative accommodation.

J: Good morning. 1 am calling to reserve a room of July 16" for one night.

R: Good morning. Reservations of Pine Hotel. Hold on please. I'm sorry, but we have no
vacancies on that day.

J: How about July 17" or 15"

R: I'm really sorry. None on either day because of the large meeting held in our hotel.

J: That’s all right. But is there any other way to solve the problem?

R: Would you like me to put your name on the waiting list for a room?

J: Hmm. No, thanks.

R: Then how about calling another hotel—Hill Inn nearby?

J: That’s a good idea.

R: Please call 46333256 and ask for Miss Green. She will help you.

J: Thank you. But is that room rate the same as yours?

R. Almost. Theirs are a bit smaller than ours.

J: That’s acceptable. Thank you for your help.

R: My pleasure. Enjoy your stay. Bye-bye.

Words & Expressions

alternative adj. |1, B4 ask for 4%
accommodation n. {¥15 room rate Mt
vacancy n. 55 4% [H] acceptable adj. W] BEAZ )

waiting list 2544 5

Notes

1. I’'m calling to. . . LI AP A H I RS, 2RI THLIEHY H AT
2. waiting list SR8, YE BT , U5 LB ABUT, 8 % 21151
AR B, R B L BUT IR AT REAR , B0 BB T 6] % 5 BE 55
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Useful Expressions

1.1’m sorry, but we are all booked for next week.

2. I’m afraid we have no double rooms available.

3. We are fully booked for all types of rooms on that night.
4. We don’t have any single room available.

5. Can you book me into another hotel in the area?

Conversation 4 Changing a Reservation

Scene: Mr. Miller (M) is making a telephone call to change the dates of his former reservation

of a hotel room. The receptionist (R) recetves the phone.

R: Hello, Reservation Desk, can I help you?

M: Yes, I have a reservation from May 12" to May 15" for a double room with bath and
balcony.

R: And your name please, sir?

M. Mike Miller.

R: Could you spell that for me, please?

M. Yes, that’s M-i-k-e, Mike, and M-i-l-l-e-r, Miller. I would like to change the dates, if
possible, from May 14" to May 17".

R: Hold the line a moment and 1’1l just check, Mr. Miller, but I think that’s possible. . . .
Did you say from the 14" to the 17" of May?

M: Yes, that’s right.

R: I'm just checking. .. from the 14" to the 17".... Yes, that’s fine, Mr. Miller, a
double room with bath and balcony for three nights, from the 14" to the 17".

M. Thank you, so that’s fixed up then?

R: Yes, it’s done, Mr. Miller. We look forward to welcoming you on the 14",

M. Thank you. Goodbye.

R: Goodbye.

Words & Expressions

former adj. AR, \ETHY balcony n.fH&
Reception Desk  (JiRfH IS5 ) I 5 , #EAFAL fix up ZHE, #ixE
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Notes

1.1 have a reservation from May 12" to May 15" for a double room with bath and balcony.
BT 7 —[a)H7 BH & FIs EE O E], HRM S A 12 HE[15 B,

2. Hold the line a moment.
TH AL,

3. look forward to  “to” NAMiA]l, S MHIHN44 R4 H

Ex: I look forward to hearing from you in the near future.

Useful Expressions

1. Is it possible for me to change my reservation date?
. Would you mind a double room instead?
.1’d like to change my reservation for March 20".

. We'll change the reservation for you.

S S

. We hope we’ll have another opportunity of serving you.

Conversation 5 Canceling a Reservation

Scene: Mr. Segel(S) is making a call to cancel his former reservation of a hotel room. The

receptionist (R) receives the phone.

R: Hello, Room Reservations, may I help vou?
: I'd like to cancel my reservation.
: May I have your name, sir?

: Tom Segel.

S
R
S
R: How do you spell your last name, please?
S: It’s S-e-g-e-l.
R: What is the reservation date?
S: From July 27" for 2 nights.

R: Thank you. I will cancel your reservation from July 27" for 2 nights. We look forward to
another chance to serve you.

S: Thank you.

R: You’re welcome.

Words & Expressions

cancel v. BUH serve  v. A RS
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Notes

We look forward to another chance to serve you.

AR FA LS AR

Useful Expressions

1.1°d like to cancel my reservation and make a new reservation.

2. Something unexpected happened, so 1 have to postpone ({fEiR) my departure (FFE).
3. Well, Miss. I’ll cancel it then.

4.1’m afraid I have to cancel the reservation.

5. That can be arranged ( ZZff) .

Part 3 Tasks

Role Play

Discuss the following situations with your partner and make dialogues accordingly.

Situation A; Imagine that you will go on business to New York next Monday and you need to
send an E-mail to book a single room in advance in the hotel. Please write the E-mail and your

partner as a hotel reservationist will reply to you.

Situation B: Anna is a tourist guide. She will receive a touring party from Canada and make

a group reservation for the travelers tomorrow. Make a dialogue to make the reservation.

Situation C; John has booked a room in Mega Hotel in advance, but now he needs to cancel
the reservation. Therefore, he plans to make a telephone call 1o the hotel. Make a dialogue

between John and the receptionist.

Part 4 Extensive Reading

Advance Reservations

The advance reservationist shoulders several job responsibilities, which include answering
questions concerning reservations, booking and assigning rooms for guests who ask for rooms in
the hotel. It also includes taking reservations, cancellations and revisions, and writing and
sending E-mails for confirmation of reservation.

There are different ways of making advance reservations. Some people send E-mails to the

.8 -
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hotel on the Internet to make reservations; some make telephone calls to book their rooms; and

some still go to the hotel directly to make face-to-face reservations.

Nowadays, with the increasing popularity of the Internet, E-mail reservation has become
more and more common. Message can be sent and received from one corner of the world to
another in just one or two seconds. And the hotel can also confirm a guest’s booking immediately
with a reply E-mail, which will save much time and paperwork.

The first thing a reservationist should do after receiving a reservation request is to check
whether the hotel has any vacancies or not during the particular period. If the hotel is able to
accept the booking, the reservationist will fill out a reservation form and put the reservation

information into the computer.

Vocabulary
advance adj. FHEH), FCH) receive v. W F], B2
responsibility n. 3T, Bl confirm v. #5E ,IUE
include v. fI§E & immediately adv. 3T, 5 |
concerning prep. J= T reply n. &% ,[F%
book v. B, T paperwork n. P TAE, X
assign v. 43B0, 5 IR request n. 3K, BoR
cancellation n. BUH check v. ¥ ¥ 5L
revision n. &1, I1E whether  conj. &5
confirmation n. 1A , IESE particular adj. 58 1, F55K 1
way n. F3, &% accept . %5 IAT]
directly adv. H#EHL, 7B information n.{Z 8., HH
send . &, 1%

Notes

1. The advance reservationist shoulders several job responsibilities, which include answering
questions concerning reservations, booking and assigning rooms for guests who ask for rooms in
the hotel.

BTN R A S U TAEIRST , He b 4% S T BETIT s ) B B2 i 25 IRl e F oA
I

2. Tt also includes taking reservations, cancellations and revisions, and writing and sending
E-mails for confirmation of reservation.

( TAEERTT ) R dE 8 BOH B BHIT , LA R ARE UK i T IR BT (F B .

3. There are different ways of making advance reservations.

INEBOTH ZFARB I
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4. face-to-face reservations [H] X [ Fil 3] 5 8]
5. And the hotel can also confirm a guest’s booking immediately with a reply E-mail.
75 05 0 AT LA ek 1] A MR X B 2 A T T A T A
6. The first thing a reservationist should do after receiving a reservation request is to check
whether the hotel has any vacancies or not during the particular period.
BTN R R BT K5 B0 58— P SR AT S A E R B A 2 57
7.1f the hotel is able to accept the booking, the reservationist will fill out a reservation form

and put the reservation information into the computer.

NS RS HUT, M BUT A R T EHS M UTR P BUTE SR ATH R,

Part 5 Appendix

1L EERITHERLERX

(1) G FT (simple reservation ) S48 & A AE RVEFK 1A SR 7EHKIE B9 24 KA A HIT .
5 ABAE T4 6 AT

(2) HHIAETIT ( confirmed reservation ) f2 451 ik i A T 1T {4 B &% B 25 5 — st [, {E.4n
RENE T #AEBT ] (cut-off time ) /3RALIE , A FIH JE A SCHEBHEE 15 50 49, 18 5 v]H
HAOTHI% B RS HAE A

(3) {& HIE 7% 1 1T ( guaranteed reservation ) . LA b P9 # 7 X &K )@ F 3F O/ Uk % i 3T
(unguaranteed reservation) , UM% N\ ZEAf ORI 5 R B8 LT 169 s 18], B0 0 R FHARIEMERTLT
HERERR BT TS A RISE A2, R0 PR 5 A RIOA 5 T s 0 2 250 ORI K
HRMIrRNE G, BRAEED T BT EBGHE T 5 A 0, & 0 B 5 A KHCE , iR 8 &
55 2K H B B4 et BR A 1k o

2. iTEBIAB R

TN
Reservation Confirmation Form
2. M :
To: From
RS
Fax No. :
EEMIER .

BETIOT x < WG 7o FAIXT T B AT BN, A7 A Ao S () 25 4n 5 Ao
i, ESRATER.

Dear Guest(s) ,
Thank you for your reservation at x x Hotel. If you have any questions or changes about

your reservation, please contact us as soon as possible.

s 16 =



