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Item 4 Reception

Model 1T Room Reservation Service

Lead-in

Hotel industry is also called hospitality industry. Hospitality can be felt by the
way a reservation call is answered. A hospitable receptionist opens the door of

business. Then, how to open this door is a vital question.
Task 1 Professional Picture Talk

The following pictures show different types of rooms. Now, one student plays the
receptionist, while the other plays the customer. The receptionist recommends a

proper room to the customer according to his or her requirements.



Task 2 Vocabulary Building

Types of rooms according to guest capacity and beds available

Type Beds available Guests allowed

Single 1 1

Double 1 2

Twin 2 2

Suite It contains a bedroom and a lounge. The bedroom has a spacious double bed.

According to luxury
Chinese English
205 ] Economic Room
5@ [R] /A ] Standard Room
SE A Superior Room
ZEAE(A] Deluxe Room
T 55 Hr A Business Room
AT BUbR [H] Executive Room
T B2 Executive Floor
According to location
Chinese English

Wit b Front View Room
RV Rear View Room
W City View Room
el 5 b Garden View Room
jiz3=97 Sea View Room

5 b

Lake View Room




Hotel grade

One-star (economy) hotel Two-star (some comfort) hotel

Three-star (average) hotel Four-star (high comfort) hotel

Five-star (deluxe) hotel

Suppose you work for http://www. ctrip. com/ and one day you receive the
following reservation calls. Select proper hotels and rooms for the guests and try to use
the above vocabulary as much as possible.

Situation A: A couple from the Middle East need a room for the Canton Fair.
Their schedule is tight and have to attend plentiful activities.

Situation B: Some business representatives from Canada come to Guangzhou to
attend an important seminar. They have heard a lot about the fabulous night view along
the Pearl River.

Situation C; Four students plan to stay one night over for the next day’s interpretation

aptitude examination.
Task 3 Sight Interpretation
E-C
Please translate the following sentences into Chinese.
I have a reservation for three nights. My name is Roger.
They are facing the street but have a lovely view.
I can put you all on the same floor.

1

2

3

4, Can I help you with anything else?
5. Can I see your credit card, please?
C-

E

Please translate the following sentences into English.
Lo B bg, JUINAELE s . 3 A 2] LU Bl iR 2
FRAHFRATHY B3 18] 12—k

T 1) o 6] AT A o 2 A K i e 2

PR AT LA VR — 8] L 22 /b i 2

FRA TR A A7 (1LY

[ S I A )
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Task 4 Model Dialogues

Dialogue 1

(Ms Patrisik is planning to attend the 107th Canton Fair. She is dialing the

hotline number of Ctrip.com. )

P. Patrisik R: Receptionist

R: Good morning, Ctrip. com. How may I help you?

e,

o

rPRPRPAEZ

: Good morning, this is Rose Patrisik from the United States. I'd like to make a

reservation.

: Whom is booking for, please?

Patrisik, P=—A—T—R—I1—S—I—K.
P—A—T—R—1—-S—1—K, Patrisik, is that right?
You got it.

May I ask which city you would like to stay in?

Guangzhou, I am going for the 107th Canton Fair.

: I see. What kind of rooms would you prefer, Ms Patrisik? We have single room,

double room, twin, suite.

: I prefer a deluxe room for two. My secretary is coming along. How much do you

charge per night?

: It depends. Do you have our membership card?

: Yes, I do. Is there any discount with it?

R: Yes, we charge RMB 600 per night for our loyal customer, a 20% discount of the

7P RAT

T

average price. How long would you like to have it, please?

From May 2 to 7.

: Can I help you with anything else?

Yes, please get me a quiet room. I have to work at night.

: All right, T will see to it right away. May I have your airline and flight number,

please?

Pan Am Flight # 005 and we’re arriving at 3 pm local time on May 2.

: Ms Patrisik, you book a quiet deluxe room for two from May 2 for five days and

you are arriving at 3 pm on May 2 on Pan Am Flight #005. Am I right?

: Right.

R: Then, Ms Patrisik, your reservation has been confirmed and we’re looking forward

to your coming.



P: Thank you. Goodbye!

R: See you!

Dialogue 2
C: Clerk G: Guest

C: Good morning. Can I help you?

G: TI'd like to make a reservation for my friends. They want to book a double room for
November 12.

C: Just a minute, please. I'm sorry, sir, but all rooms are booked out on that date.
Is it possible for you to change your reservation date?

G: No, Tcan’t.

C: We might have some cancellations. Could you call us again near the date?

G: I'm afraid not. They like to have the room booked today.

C: Isee. Sir, then I would suggest you try our chain hotel, just two blocks away.
It’s as convenient as ours. Besides, it stands by the Pearl River. Your friends can
enjoy the lovely night view there.

G: Thank you. It’s very kind of you!

C: You're welcome.

G: Could you give me the phone number of that hotel?

C: Yes, of course. It’s 020-86753218.

G: I really appreciate your help. See you.

C: See you.

Notes:
e Canton

Influenced by culture, history and languages, some Chinese cities bear a
popular English name, instead of being literally translated into Pinyin. Take
Guangzhou as an example, it is called Canton otherwise. Other examples
include: Jt T Peking; K Tientsin; = & Chungking; B &t Nanking; Ji%#B
Chengtu; PG4 Hsian or Sian; My/R#E Harbin; 3 Tsinan; &[] Amoy; M
Fiyk ks Hohhot or Huhhot; & dt Taipei; 7 # Hong Kong; M [] Macau or
Macao.
o Canton Fair

The official translation of J7 384> reads “China Import and Export Fair”, but
people tend to call it Canton Fair. It’s simple and easy to understand. And {H{#

2> is translated into World Expo, and W.4%<: Asian Para Games.
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e It/That depends
spoken used to say that you cannot give a definite answer to something because
your answer will be affected by something else. 5 FH -+ I
Eg: A: How long are you staying?
B: I don’t know; it depends.
® Joyal
Be loyal to somebody/something; remaining faithful to somebody/something
and supporting them or it. X} 3 A B I I BRI .
Eg: He is a loyal customer of the hotel and therefore enjoys some preferential
treatments.
Attention; loyal and royal are similar in spelling while the latter means

relating to or belonging to a king or queen.
Task 5 Role Play

® Situation One

Suppose you were manager of a garment manufacturer and plan to hold a conference
to celebrate the 10th anniversary of your company’s foundation in Guangzhou on
October 1. After the conference, your company intends to stay in White Swan Hotel.
You ask your secretary to book rooms in advance. 50 standard double rooms, 10
deluxe double rooms, two suites are needed for four days from October 1 to October 4.
Please act out the scene.

® Situation Two

A couple from Dubai call to book a deluxe double room for three days in Garden
Hotel. They bring their two-year-old son along. Suppose you were the receptionist,
how would you help them reserve the room?

® Situation Three

Suppose you were Mr John’s colleague and now walk into a hotel to book a double
room for him for three days. The receptionist tells you that no double rooms are
available on that date. After talking to John, you decide to book a standard room

instead. Besides, you ask about if discount is possible.

Task 6 Cultural Link

b

“Hi, man,” the receptionist greeted the guest who walked into for reservation.

The guest felt a bit awkward. He felt even more so, when the receptionist abruptly



asked him “ What’s your name?” The guest was not pleased even though the
receptionist smiled “Do you want some tea?” What on earth makes the guest awkward?

It is the speech style that makes a difference. Now that hotel is a formal social
site, people are advised to speak formal language to show respect. Students of English
had better avoid casual tone and mimicking the guest’s speaking way. Otherwise the
guest may feel offended.

To avoid the above errors, you shall say instead “May I have your name, please?”
“Would you like some tea?” Then, if the receptionist offers to lead the way, what

should he say?
Internet Resources

Audio

http://www. kekenet. com/kouyu/200706,/14312. shtml
http://www. kekenet. com/kouyu/200706,/14313. shtml
http://www. kekenet. com/kouyu/200708,/16536. shtml
http://www. kekenet. com/kouyu/200708,/16537. shtml
Video

http://v. youku. com/v_show/id_XNzcIMDY10ODg=. html
http://www. tudou. com/programs/view/2Bm3cQKvOcg/
http://video. sina. com. cn/v/b/29290346-1688183855. html

Keys to Task Three

-C

AT T =40 . P,
X B ] . A KR AN
FenT DA AT 98 5 2 ] — 2 BE
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Good morning, Garden Hotel Guangzhou, what can I do for you?
We want our rooms together.
Excuse me, is there an alarm clock in the room? A kettle?

Could you tell me how much one room charges per night?

gl o= W D =

We have rooms available at that time.
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