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[EXUlIIREB—] Room Reservation fiii]EIH

[ Unit Objectives and Importance 25T 321l BErFIE N ]
i ARSI 22 A N AR AR BT T K E B A R H AR

After studying this unit, you should be able to.

@ Name different room categories RE1 H A [] ) F7 ] 28 7Y

@ Make reservation for group guests REfif[A{AFIIT

@ Make reservation for FIT guests REfHZ FiiT

@ Revise and cancel reservation REPCAF T FIBUH LT

@ Make and maintain reservation records REM(F1]IC 744

@ Master professional routines and language skills #4217\ 15 fl1E 5 HfE

@ Master the following words and expressions for service HE#A%iz F il 55 17)i
Restaurants Name i J; 44 FK/Star Hotels in Xichang 74§ & -5 B 44 |5/ Time-favored Res-

taurants in Xichang 4 5 &5 51445 ¢/ Locations of Restaurants g 5 {i # /House Categories
1 527/ Room Categories [ [H] 25K/ Room Structures 7 [8] 4544
@ Do practical writing fE#E4T W 35 /£ (Fill out hotel reservation form 3 5 jf JE i

1) .

[ Working Process and Language Skills T {Eif f2 015 = 8k ]

Unit 1 Working Process and Language Skills TAE i fE 1115 = H ik
Hotel Reservation Reservation Reservation
Hotel Rooms | — . —
System Service Record
! . ! !
Training by Professional
Reservation Warming-up Reading Routines & Useful Writing
T B (A Dialogues
Group Reservation,
Central P : Fill out
Room ) FIT Reservation, .
. Reservation . Reservation
Categories s and Reservation
System . ) . Form
’ Revision and Cancellation
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BAICSEYIE B

A BTSN BRI 5 v f) A 55 WA L A SRR SR, A 4R T BT s el X — iR 55
B,

(1) FHERLAEBUTIRS H , BUT R 7 E0E & AR E BT 5 a8

(2) WIEBT RS : BUT GUE A B RBUT RGO E ABT B 3 4E4 &% AR BT
{EIE\O

(3) BUTHRS AR R AR R, BT 010 & AT AA ST BCE BU T BHTE
AT HCH e 55 o

(4) BUTICR AR E A B BT Z G, BT 67 2B BT e, 1S BT %
ic&.

[ Service Situation %172 )

L IS HGHT .

(1) HLIEIRAER W =/ A HGE, I MR A ) BT

(2) AT & NI TI0TER D $ % A B HRRT JE I ] 5 L i BB @ e e R %
ABIBUTESR . @ iERITH ARIRER AL K R AL

(3) RO W F AKX FFER THITR L. @ AERFSKNE
NEE THRERAFS, DHEETUT. @ &R RE R RAHTT, B0 F1T 5 R A T
G, 55 ] AR B BAE S KT AR

(4) HRIE W O WA AL G ] . @ & AU, 0 IRk e ] & TC PR
UES BT, 15 HAEOR B b5 o) B A K P 7S A

(5) HAFHRER : © R ER LIRS . @ XAFHRERE , HHiICwK.

(6) HRBHTAZE:© H MUBEHERE, @ BRIk . @ & A4 (%X
PE). @ TR, @ FHERER, © iTH AWML,

(7) & NBUA, SERTT .

2 R H BT .

(1) HWEEBOT AN RN ER O fEaN &R R TLA
R @ AFNALEED L, EEH RN

(2) [EE.© YH EEEIMERBIT. @ 2 LEE . O f Fbs R X FE i
UECP

(3) TCRAFEY M 1% FOR R 5 ol HL R AE— R , 5 4 T T80, ARG H B IA#S

(4) WGl AT, AR A 2 NI R ILA I, U R &

[ The Procedure of Reservation FiiT iR &4 5 ]

1. Greet the guest.
2. Ask for the date and room type the guest wants.
3. Check room availability.
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4. Ask for the guest’s name, telephone and fax number, address, ete. .
5. Confirm the reservation details with the guest.
6. Ask for any special requests.

7. Say goodbye.
[ Warming-up 35\ ]

Match the word or words with the related picture.

D E F
1. double room 2. key card
3. credit card 4. single room
5. hotel 6. front office

[ Professional Routines 1T\ EiF ]

1. Good afternoon! Oriental Hotel Reservation. What can I do for you?

TR RTTEEBUTAL . B AT
2. Are you with a company?

ANEEFE 77

3. How many guesls will there be in your party?

(SRR EZOIN
4. How long will you be staying?

BHEREZ AT

5. For what dates?
AR L AfE?

6. What kind of room would you prefer, a single room or a double room?
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R B AR 7 BN RN ?

7. May I know your name and address?

T [ A )k 22 At 2

8. What about your telephone number?

R S SR

9. We don’t have a single room available. Would you mind a double room instead?

HMREBABNG . DMABELRE?

10. I'm afraid we won’t be able to guarantee you a single room after the 18th, for this is the
busiest season. However, we can get you on a waiting list or find a single room in another hotel for
you.

AR, 7 18 5 UG FRATIRME ) GARIES A A B 8], RO BRAE R e 21y . i, &
(AT LA SEHE 08 10 B0 1 ) 00 B8 1R R 4R — ] B A 5

11. I’m sorry, but we are fully booked for all rooms on that date. Would you like to call us
later again this week? We may have a cancellation.

ARHLMK , LE LB HB, AT 19 53 (0] © 22 2T 1 AT LATEAS Ja] e 26 i {6 25
FATHIED? KA B AT RE 24 AJBOH BT BT /9 53 ]

12. What sort of price did you like to pay?

REM A ML B ?

13. For a double room, the price would be $60 one night.

BN i3 B 60 T

14. For $70, we will provide you with a telephone and a mini-bar.

70 FEITHY 7 A] B, FATARCA — R H A F— ik A .

15. We offer you 15% discount for group reservation.

AT T LS 3Z 15% R

16. Could 1 book a single room with a private bath for this weekend?

RER BUT— R AAR W FAAB Z R HBAD

17. 1 wonder if you have any vacancies for three nights.

AHRA T A R =it 5 B [l 7

18.1'd like to make a reservation for two nights for my family and myself.

Foss g MM RABGT G, fESEP I .

19. Could you manage 4 doubles and 6 singles for a week that would be.

AR 4 R BF 6 T8l A B E— 1~ 3

20.1’d like a room on the sunny side, please.

FRABEL—[a] m] FH Y 5 8]
[ Useful Dialogues 3£ F 311% ]

1. Accepting Reservation (52 1ili]).
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Dialogue ; G = Guest & A
C =Clerk % 51

C:Good morning, madam. This is Room Reservation. May [ help you?

BEGE, b BHEIRS . BENBRMOTE?

G:Morning. I'd like to reserve some rooms for a tourist party.

g AN — A RWEA T A

C:All night. We have various types of rooms. What kind of room would you like?

Ui, FRATA A FNEELE) 8], AT TOR A e 7

G:You see, we are tourists whose requests are different, so please tell me more about it, will
you?

PRAE , FATRAARBE R , BR % AR, 52/ 41X 7 i 1 L5 7

C:It’s my pleasure. We have single rooms, double rooms, suits and deluxe suits, etc. .
Well, here is an introduction to our hotel.

WARRE . BAVEBND DN B FERERE. XRRIEHANR.

G:That’s great. ['d like to book three single rooms, five double rooms and two suits.

bt T, FRAEIT 3 [ BB ,S AL 2 [RIE B

C: All right, madam. For which dates do you want to book the rooms?

bpiy, et AITIRILR A7

G :From tomorrow till October 28th. That’s five days in all.

MBIKE]10 A 28 H, &35 K.

C:I see. Now please fill out the form while I'm preparing your key cards for you.

FAGH T o HEHUIFX KR, A EEH R,

G :Here you are. Is everything ok?

T T XTI

C;Just a minute, madam. You should pay a deposit of 800 yuan beforehand.

WS —2, b BRI 800 JCIT 4.

G:No problem. Here you are.

AT L 8 4R

C:Thank you. Please keep this receipt and check in tomorrow morning.

A TR B A TR, K B e =

G:Thank you. By the way, is there any preferential rate for the party?

W IO ] — T, AR A e

C:Yes, there is a 15% discount.

A1 ,H 15% HIHEE .

G :That’s wonderful. Thank you very much.

FURMEN T o oM altR .

C:You’'re welcome. I hope all of you will have a good stay here.
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A A AR E X LB Lo
2. Canceling Reservation ( JUJH T1T) .
Dialogue : G = Guest & A
C =Clerk #7557
C:Room Reservation. What can I do for you?
BHBOTAL . FRAT LARS St f T2 W7
G:Yes. 1'd like to cancel a reservation, because the travel schedule has been changed.
SEIXFER . FRAIOH C 2 W T Y B3], P OA R R0 s .
C:That’s OK. Could you tell me in whose name the reservation made?
AT, il UR R RAETT A 7
G ; Thomas. T-H-O-M-A-S.
S, T-H-0-M-A-S
C:And the date of the reservation?
i [T T Y H 307
G :From September 16th for 4 nights.
9 716 5,4 1 L.
C;Excuse me, but is the reservation for yourself or for another party?
TR AN I T A A NI B S R 7
G:It’s for my boss.
R E
C:Well, may I have your name and phone number, please?
AR 2, 5 VR S 22 L IS S0
G:Yes, it’s Ellen Green, and my number is 345-6972.
G, FIE SRS - ARAR, RIS SR 345- 6972,
C:Thank you, ma’am. I will cancel Mr. Thomas’ reservation from September 16th for
4 nights. My name is Wang Ying and we look forward to another chance to serve you.
B, . FORBURIC ST 9 A 16 S 4 Mg ERY BT, FRE %, Wl T
el
C:Thank you all the same, Miss Wang,.
WHHAHAR , £/
G:It’s my pleasure. Goodbye.
XA NLIZ I, UL

[ Reading %4744 ]

Direction ; Read the passage, then answer the following questions.
1. Why is reservation very important in the work of front office?

2. How can the Central Reservation System facilitate the reservation work ?
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Central Reservation System

Since most people make reservations before their stay, the Reservation Department usually
becomes guests’ first contact with the hotel. Therefore, reservation performs an important front
office function. Efficient and high-quality reservation service helps create higher levels of satisfac-
tion and bring hotel profitability in return.

People can book hotel rooms in a number of ways, by telephone, E-mail, fax, etc.. The
introduction of the Central Reservation System ( CRS) greatly facilitates the reservation process.
The CRS is a computerized system that stores and distributes information on a hotel, resort, or
other lodging facility.

The information commonly stored in the CRS includes the room rate, room allotments, room
categories, room availability, hotel information ( such as address, phone number, fax number,
room features, and hotel features), hotel cancellation, deposit and minimum stay information,
nearby International Air Transport Association( IATA) cities and airports, on-site or nearby res-
taurants, bars and attractions.

The CRS links different hotels in a hotel chain with each other. It also links the major airline
seal reservation systems and the computer terminals in the offices of important travel agencies.
Thus the guest’s reservation is very much facilitated. For now the guest can simply go to either a
travel agency or an airline office or a hotel and have all his travel arrangements made.

“The Internet is becoming more and more important for hotel bookings. However, | wouldn’t
say overall it is going to increase our bookings. We have to be aware of it because it’s a different
method of the way guests can book,” the sales manager John from one five-star hotel says, " So,
we have to make sure we are offering the right rates, at the right time and in simple English, so
that everyone around the world can understand, as now it is not just travel agents accessing the

hotel information, it’'s somebody sitting at home. ”

[ Writing Rz I 3 5 1 ]

Task 1 The following is a written record of a guest’s reservation call. Read this record.

Reservation( R ) ; Room Reservation. May I help you?

Guest(G) : Yes. Do you have a double room available from September 21st to 26th?

R:Just a moment, please. I will check the computer for room availability. . .. Sorry to have
kept you waiting. Since it’s the peak season now, all our double rooms are booked up on Septem-
ber 21st. Would you mind having a junior suite instead? And from September 22nd, we do have a
double room available for you.

G:What’s the rate, please?

R: For junior suite, the current rate is 650 yuan per night including breakfast, and for double
room, it’s 480 yuan.

G :That sounds reasonable. I'll take it.
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:Very good. Could you tell me your name and telephone number, please?

:Yes, it is Douglas Keeler. (212) 734-1550.

:Thank you, Mr. Keeler. And what is your address, please?

.1t is 1470 1st Avenue, New York City, USA.

:Yes, so it is 1470 1st Avenue, New York City, USA.

:That’s right. By the way, 1'd like a room with a garden view if that is possible.

=T Q=™ o= a=

:A garden view room is preferred, okay.

)

:Can I pay when I arrive?

R:Yes. We can keep the room for you until 6:00 p. m. on September 21st. If you want to
hold the room, we require a 500 yuan credit card deposit. You can cancel up to five days in ad-
vance and we will refund your deposit.

G All right. I"'1l give you my credit card number. It’s 5509-0963-1589-8325, and the expiry
date is November, 2015.

R:We also have airport pick-up service if you let us have your flight number and arrival
time.

G:0h, that’s great, but I don’t need that.

R;0K. We’ll mail you a reservation and confirming your booking as soon as possible.

G :Just fax me for it. The fax number is(212) 734-1551.

R:(212) 734-1551.1 get it. We look forward to your coming.

Task 2 The following is a hotel reservation form. Please fill in the form with the informa-
tion given in the written record in Task 1.

Hotel Reservation Form

Last Name First Name
Number of Adults Number of Children
Company Passport No.
Address
City Country
Telephone Fax
Special Request ( ) Non-smoking ~ ( ) Quiet  ( )Garden View Others
Room Type Room Rate Arrival Date Departure Date
Standard Room ¥ 480
Double Room ¥ 480
Deluxe Single Room ¥ 580
Studio/ Junior Suite ¥ 650
Executive Suite ¥ 780
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—Rates are inclusive of 15% service charge and one daily breakfast
—100 yuan per person for additional breakfast

—Check-in time; 14.00 on day of arrival

—~Check-out time; 12:00 at noon

Transportation Service
[J Tax:from Beijing Airport at 200 yuan per way per car [ Do not require

Arrival Flight No. Arrival Time

Departure Flight No. Departure Time

Transportation Service arrangements must be on guaranteed basis and a 100% charge will be levied on No Toll
display.

Guarantee Method ( Please fill in details)
[J Master Card [] American Express [ Visa [ Diners Club [] JCB

Credit Card No. Expiry Date

Name as in Credit Card ( For Hotel Use Only) .
Confirmation Number
Signature/ Date ;

[ Simulated Exercises 1345 ]

Complete the following dialogue.

:Room Reservations. Good afternoon.

: Very good, sir. A double room for Wednesday, June 12th. With a front view or rear view?

:What’s the price difference?

:We’ll be leaving Sunday morning.
: That will be four nights, sir. Thank you very much,
:Good. That’s all settled then? Goodbye.
: Goodbye.
2. Put the following into English.
(1) Jelk  AREAT ARERY b H] 7
(2) A FRAT LALT— RIS B g2
(3) HAERW—IT RN,
(4) URATLALEFR T — (] B i L g 7
(5) W] SeA: stk
(6) EA—PIBILREBAHZHH.
(7) WA FA 5

1.

C

G

C

G

G .
G I think I'll take the one with a front view then.
C

G

G

G

G
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