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Front Office

Project 1 Room Reservation

%l B # Objectives

BEAEAEY, BRFAERLEZEBETIT (FIT reservation) . HARFIT
(group reservation) . 14 #= B AT (revising and cancelling the reservation) #&9
B8 A1, ARG Mt BA B A #9457 & K (handling special requests) VAR & 5 &
iTi#% (fully booked) #4%#kthoL; # & HJEFITH TR (reservation form) #3f
5; RAFRITIRS ¥ RS AE,

Sl 1§ & Situations

e FIT reservation # % 3T 5

e Group reservation HF] AT B+

® Revising and cancelling a reservation 42 F= Bl 3T
e Fully booked & 5 €.iTi#%

% | # % Preparation

e Vocabulary
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reservation [,reza'ver fon] n. TR3T discount ['diskaont] n. 4o
available [o'veilobl] adj. THIJA&; A =8 revise [ri'vaiz] v %&

suite [swiit] n. £ 5 deluxe [d1'laks] adj. #4464
charge [tfa:d3] v cancel ['kaensl] v. UK
executive [19'zekjutiv] adj. 178 &, #ATH TWB (twin-bed room) kK 5
guarantee [,geran'tiz] v. f24% standard room #7 /& 4]

vacancy ['veikansi] n. =&k be booked up 3T T

rate [reit] n. B

e Warm-up
Match the two forms in the box with their corresponding pictures.

Confirmation Notice Room Reservation Form

L B L i e S e R e MR s sy

4 +
} Form 1 i
} [ONew Booking [JAmendment [Cancellation

; Guest Name Arrival Time; id
Jlr No. of Adults: No. of Children:

1 Telephone T
1 :
t SPECIAL REQUEST: [Non-smoking [JKing-sized [Twin beds T
! ROOM TYPE NO. of Room Required 1
! : . quired

1 [JStandard Room: RMBI1250 net per room per night

} - «
: [Junior Suite; RMB1850 net per room per night

! p per nig i
=\

B e e S R S e
+ Form 2. 1
Guest’s Name Departure Date :
T Arrival Date: Rate .

: Type of Accommodation ;

Remarks .

+

{ P> Please present this confirmation to the reception desk. ]
t t
| Dear Guests, it

e,

4
1 Thank you for your reservation at New Century Hotel. If you have any questions or any changes |
4 to your reservation, please contact us as soon as possible.

1 Confirmed by: Date . t
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¥ il £ i% Conversations

Read and practice the conversations.

Conversation 1 FIT reservation

(Mr. George Smith is calling Shangri-La Hotel to reserve a room. The Reservationist

receives his phone call. )

Reservationist (R) : Good morning, Shangri-La Hotel Reservations. Can I help you?

Guest (G): Yes, I'd like to reserve a room.

R:
G:
R:

G:

For which dates?
For the nights from April 5" to 8".
From April 5" to 8. Could you hold the line for a moment, please? I'll check if

there is a room available for those days.
OK.

(The Reservationist checks the hotel’s reservation system for room availability. )

R:

=~ Q

G:
R:

FrRrEaRreF g

Thank you for waiting. We have double rooms and suites. Which do you prefer?
How much do you charge for a suite?

A junior suite is at 1290 yuan per night, and an executive suite 1690 yuan.

I'd like to take the one at 1290 yuan.

Certainly, sir. May I have your name, please?

George Smith.

George Smith. Do you have any special requests, Mr. Smith?

Oh, if possible, I would like to have a room with a garden view.

Well, let me check... Yes, Mr. Smith, we still have a junior suite with a garden
view. So I have booked you a junior suite with a garden view for four nights from
April 5" to 8", Is that right?

: Exactly.
: Thank you, Mr. Smith. For the unguaranteed reservation, we can only hold the

room by 6 p. m. If you make a guaranteed reservation, we can hold the room over-
night. Would you like to make a guaranteed reservation by credit card?

No, I will be there before then.

Thank you very much, Mr. Smith. We look forward to seeing you.

Conversation 2 Group reservation

(Helen Blair is a tour guide. She needs to make a reservation for her tour group. Now she

BEEEE R )3
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is calling the hotel. )

Reservationist (R) : Good morning. Room Reservations. How may I help you?
Guest (G) : I am calling from the International Youth Travel Agency. I'd like to know
if you have any rooms available for the nights from December 2™ to 6™. A tour
group of Americans will visit Beijing next month.

May I know how many people there will be in your party?

28 people.

What kind of rooms would you like?

Twin-bed rooms.

L T

Just a moment, please. Let me check the reservation list and see if we have enough
vacancies. . . Sorry to have kept you waiting, madam. I can book 14 TWBs for you
for those days.

Thank you very much. What's the rate, please?

880 yuan RMB per night per room, with breakfast.

Is there a special rate for a group reservation?

Yes, there is a 10% discount.

That sounds good.

May I have your name and phone number, please?

312-5541412, Helen Blair.

312-5541412, Helen Blair. That’s 14 TWBs for Helen Blair from December 2™ to
6" , and the rate is at a 10% discount of 880 yuan with breakfast. Is that correct?
That’s right.

FopepPpOFR

& B

: Thank you for calling. We're looking forward to serving you soon.

Conversation 3 Fully booked

(Mrs. Brown calls the Reservation Department. She wants to reserve a double room. )

R: Room Reservations. What can I do for you?

G: I'd like to reserve a double room on August 3™.

R: Wait a moment, please. I'll check the room availability for that day ... I'm sorry
to tell you that all our double rooms are booked up on that day.

G: Oh, what a pity!

R: What about a deluxe suite? We still have one vacant deluxe suite. It has more ad-
vanced equipment with a king-size bed and you can enjoy the view of the sea. The

rate is 1880 yuan.

B BEEEELRT SR
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G: Oh, that’s too expensive.

R: Since it’s the peak season now, we don’t offer any discount. Then is it possible for
you to change your reservation date?

G: I'm afraid not.

R: Do you mind telling me your name and telephone number? We’ll call you if we have
a cancellation.

G: That’s very kind of you. It’s Jessica Brown, and my number is 245-5690.

R: Jessica Brown, and the number is 245-5690. Thank you very much. We’ll let you

know if there’s a cancellation.

S Bk %5 & & Job Procedure

Please complete the chart with the correct steps for room reservation.
b A

o3

. Confirming the reservation details with the guest

. Asking for the date and room type the guest wants
. Telling the guest the specified rooms are booked up for those days
. Asking for any special request

A

B

C

D

E. Checking room availability

F. Asking for the guest’s guarantee method

G. Asking for the guest’s name and telephone number

H. Greeting the guest

I. Asking for the guest’s name, telephone or fax number, address, number of the
party, etc.

J. Asking whether the guest would like to be put in the waiting list, and telling the

BEEEBEVRIIGFTES <<
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guest the hotel will inform him/her if there’s a room available
K. Saying good-bye
L. Asking whether the guest would like to change to another room type or date

Kl # 4 Practice

Task 1 Mr. Simpson is calling the hotel to revise his reservation. He wants to

stay in the hotel for two more nights. Complete the following conversa-
tion with the information given in Chinese.

Reservationist (R) : Room Reservations. May I help you?

Guest (G): Yes, it's Mike Simpson. (1) (T —1
fii1T) last week. Now I'd like to modify it.

R: One moment, please. Let me have a check... You booked a single room for four
nights from February 15". How would you like (2) (&
BURAITIT ) 7

G: I'd like to (3) (FEK FiHE) until February 20™.

R: Wait a moment, please... Sorry to have kept you waiting. I'm afraid we only have
(4) (FA—AZEH RN ATHIT) on February 20°.
Will that be OK for you?

G: Fine.

R: So that’s a single room for five nights from February 15" to 19", and a deluxe sin-
gle for one night on February 20".

G: Right.

R: Could you (5) (Z 1} 1000 JG) to guarantee your re-

vised reservation?

G: OK. Can I pay by Visa?

F

PFRFE

Certainly, Mr. Simpson. Your (6) (EHEES),
please?

8500-6900-1188-3360.

What’s the expiration date?

November, 2017.

What'’s the exact name on the card?

Mike Simpson.

BEEEEE LRI GIFEH
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Task 2 Make up a conversation according to the information provided in the boxes.

p %)
9w Afit i e

k4 : Mike Jackson ¥ ”Mﬁb’jﬁ;_%.
CHLENAI : 10 ] 27 H ¥ 10:45 2 IS0,
fiiBES : CA961 P C-INE
i merryy ! FH R T
bﬁfr%‘f{é_ﬂhtﬂ. 104290 & BEHEEL

HX R LI : 626-780-7552 :

BT DA : BB Wiz, %55t

T Visa f ¥ 300JC

5 : 650088889600237
ATOM: 2017469 J
|| W,

Task 3 Miss Wood reserved a double room from Oct. 1* to 7. But she has to
cancel the reservation for some reasons. Make up a conversation accord-
ing to the procedure provided below.

Reservation Cancellation Procedure

Greet the guest

Y

Ask about the guest’s name

Y

Ask about the dates

Y

Confirm the cancellation details with the guest

Y

Ask if the guest wants another reservation

4
Say Goodbye

BEEEE RSB
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Eﬂll Eﬁ $ﬁ] Useful Eiﬁpreés’i(ms
1. Making reservations

(1) For which dates, please?
RRETTWRR 4 B 8] 7
(2) May I know your arrival date and departure date?
TH R SRR RE H AR S H 57
(3) How many nights are you going to stay?
EATE A LA L7
(4) What kind of room would you like?
AR TV VR 55 1] 7
(5) The room rate is 800 yuan RMB per night per room, with buffet breakfast.
Pt g A5 a] 800 STE AR, & ABRE.

(6) How many guests will there be in your party?
B—1THEL LN
(7) Could you hold the line, please? I'll check our room availability.
HAHNEG? RRE—-TREAZFH.
(8) May I know your name/telephone number/email?
RE SRR R 40/ L T/ v T IR 7
(9) Do you have any special requests?
T [B) BE A BA H A FFIRESR 7
(10) For group reservation, there’s a 10 percent discount.

RIBAFIT AT LAST Sudro

(11) We will send you an e-mail to confirm the reservation.
RN SEEKERAFINXKITIT

(12) We are looking forward to seeing you.

RNV
2. Revision and cancellation

(1) How would you like to change/revise/modify your reservation?
BATHE T SRR T T 7
(2) Certainly, sir. We'll make the change/cancellation for you.

LRATLL, Seh. BATS MEE R/ BEH BT,

B EEEEERTSIHEH
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(3) Could you pay 800 yuan more to guarantee your revised reservation?

TRREFFAC 800 JLAH R B U B T 7
3. Booked up

(1) I'm sorry, but we are fully booked up.
AR, RITEECZLITHT .

(2) I'm afraid we have no TWBs available. Would you mind two singles instead?

BMINTAEBA ZRERHER T, BABIGTHNRARZG?
(3) Is it possible for you to change your reservation date?
LA ] DABUETRIT H B9 ?
(4) We can put you on our waiting list just in case we have a cancellation.
RAVEBICEFRA R, HABIHIT b i i L.
(5) We hope we'll have another opportunity to serve you.

HAVYIEF T KBEN T o

Ll % B &k Assessment

Self-assessment Total Score | Your Score
Being familiar with the job procedures for FIT and 10
group reservations
Being able to handle guests’ special requests 5
Room Being able to fill in reservation forms correctly 5
Reservation | Being familiar with the procedures for reservation revi- 10
Practice | sions and cancellations
Knowing what to do properly when there is no vacancy 10
Having good communication skills 10
Being able to get guests’ reservation information correctly 5
Fluency in English 10
English Accuracy in English 10
y g
Language -
Skills Appropriateness in English language use 5
Appropriate communication strategies 5
Sweet voice and proper speaking speed 5
Others
Knowledge of different room types 10
Total 100
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