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Unit 1 | Room Reservations

Subject Description

Pl BUT R AR E &0 —, BUTH AR A ZMEE, WITHEE. 5F.
RAGE KT SE, ZEPUTHRESEICPRRES: BA Hm b, &fao
Sk BRgs BRA X ER, WA R, R, TAEASGEE % A G5 A
vt . BRI E KB, R, YRR —B )N BIRT 6 IR %5 A LA XL T An4E 4

The reservationists, who are part of the front office staff, work at the front desk (Fig.1-1)
in the lobby. They should provide information about available rooms in the hotel and accept
reservations, cancellations, and offer confirmations. When the guests are about to make reser-
vations, the reservationists should greet them and respond to their needs and requests in an
appropriate manner. They register guests by obtaining or confirming room requirements; verif-
ying pre — registration, assigning rooms, obtaining personal information and signatures and is-
suing appropriate room keys or cards. There are many ways for guests to make reservations,

such as by personal visit mail, phone, fax or the Internet.

Fig. 1 =1 Front Desk

Teaching Objectives

After learning this unit, you will grasp the procedure of hotel reservation, including
making reservation on the phone and writing reservation, learn to ask for details, and give
some suggestions according to guests’ request, then give guests confirmation.

MR ACAITHAE S, FAEBERERTEMBUTRF, SFEETHTABEIHT (W
E-mail HiiT), ¥ Tin (nEAGZHBES), HEaRIEEANT
PRI, MK E AFIABUTE R
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Have a Look and Think
Look at Fig. 1 —1 and fill in the blanks below (Fig. 1 -2) .

(d) (e)

Fig. 1 -2 Related content about hotel

1. double room 2. key card 3. credit card

4. single room 5. hotel - 6. front office
Tips

RGBSR 6 TiARdE: OBUL @B & BE A QBULEIRSTH; @R
JERF RGBT @BUEMIEGRE; ORJERFREMERKFE; @EF

P v
B,

Situational Case

Case 1 Receiving a FIT Reservation

Context: Zhang Li is the reservations clerk (Fig. | —3) for the Garden Hotel in Chi-
na. She is receiving a reservation call from a customer.

(S =Staff G = Guest)

S: Good afternoon, Room Reservations, Zhang Li speaking. May I help you?

G: Good afternoon. I'd like to reserve a room [or next Monday the 20th.



: All right. How many nights do you require the room?

: Four nights.

How many guests will there be in your party?

Qv A w

: Just my wife and myself.

wn

: And what type of room would you prefer? A double
or a twin?

G: A twin — bed room, please.

S: Could you hold the line, please? I'll check our room
availabilities for those days--- Thank you for waiting, sir. We
have a twin at 360 Yuan and another at 500 Yuan. Which
would you prefer?

G: We'll take the one at 500 Yuan.

S: Certainly, sir. May I have your name and initials,

Fig. 1 -3 Reservations clerk
please?

: Yes, my name is Tom Brown.

. Could you spell the surname, please?
:B-R-0-W-N.

: Mr. Brown, may I have your phone number?
: Yes, the number is 08 —321 - 6686.

: 08 —321 —6686. And how are you arriving?
: By air.

o wO®wo®wQo

: May I know the flight number and arrival time?

G: Yes, the flight number is NZ 869, arriving Longjia International Airport at 15: 00
p- m. Beijing time.

S: Let me confirm the detail with you, Mr. Brown. One twin room, check — in date Mon-
day the 20th, check — out date the 23rd, in the name of Tom Brown. The room rate will be
RMB 500 per night. Am I correct?

G: Yes, exactly. Thank you. Goodbye.

S: Thank you for your reservation, and we look forward to seeing you. Goodbye.
Tips
The basic ways of reservation are shown in Table 1 — 1.

Table 1 -1 The basic ways of reservation

AT Talk kT Verbal

{5 RTT Mail ARIHIT  Contract

HiE#iT  Telephone fEEBIT  Fax

HAEHHT  Telex HEHLMLh.»  Computer Network

4
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Case 2 Group Reservations

Context: A guest is calling the reservations of Noble Hotel to reserve rooms for a
group. A staff receives his requests.

(S =Staff G = Guest)

S: Good afternoon, reservations. May I help you?

G: Good afternoon. I'm calling from Huawei Company. I'd like to know if you have rooms
available for the nights from June 5th to June 10th. We are going to have a business confer-
ence.

May I ask how many people will be in your party?
: 16 persons.
What kind of room would you like?

G P oy

: Double rooms with twin beds.
S: A moment, please, sir. I'll check the reservation record on the computer:--Thank you
for waiting, sir. I can confirm 8 rooms for those days.
G: Thank you. Is there a special rate for a group reservation?
Yes, there is a 10 percent discount.
: That’s fine.
: By the way, how will you be settling the account, please?
: The company will cover all the expenses and we’ll send you a check soon.

Thank you, sir. Anything else?

G R R OB

: Have you got a meeting room for 16 persons?

S: Yes, sir. We have a very nice meeting room for that. Shall I keep it for you for that
period?

G: That’s great. Thank you and goodbye.

S: We look forward to your arrival. Goodbye.

Tips

BUTE B RE WIT A LT 3

(1) IRt #EHIT (Simple Reservation) , 8% AFERIRHKIE, BRAEHLE B MK AT
MITLT . WS ARTE T4 6 sARTHUH o

(2) HIAEBIT (Confirmed Reservation) , 61 ik % B A FIT & DR B & B 25—
], BN % AR T AR E] (Cut - off Time) FAARALE, SURE AW EA KHER
HEOE TSR, 5 AR TOT 8% B 73 4 HAb & A

(3) RIEEHIIT (Guaranteed Reservation ), Hij B #h 7 2L J& T Of Ik 0 LT
(Unguaranteed Reservation) , 415% A\ ZE 0 (%7 5 O/ B BT IR B 18], i AT AR A fR
WEETUT, @A AR BUSIT A& TS0 A RIS R wh AR 5 N BT 5 T
T WA BRI A AR BT R B9 % B, BRAE BB T BT BUHITp5 RI@ A, 75 30 B
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Case 3 Fully Booked

Context: A guest is calling to reserve a single room. The reservation clerk receives him.

(S = Staff G = Guest)

S: Good morning, reservations. May 1 help you?

G: I'd like to book a single room for 20th this month.

S: A moment please. I'll check if there is a room available for that day---Oh, I'm sorry,
sir. Our hotel is fully booked on the day, because it is the peak season.

G: Oh, that’s too bad.

S: Would you like us to put you on our waiting list and call you in case we have a can-
cellation? .

G: Thank you. That’s very kind of you. But could you recommend me another hotel that
won’t be full?

S: Yes, of course. Where would you rather like to be, in downtown or in the suburbs?

G: I prefer a place close to the city center.

S: In that case, I would suggest that you try Days Hotel. The phone number
is 800123123.

G: Thank you very much. I really appreciate your help. Goodbye.

S: Goodbye and thank you for calling us.

Tips

IREAFEKRI, B APK (Single Bed) . XX AJK (Double - size Bed) . K5 WA
&K (Queen —size Bed) . KRS WMAK (King —size Bed) . filIK (Extra Bed) ., 32 JLIK
(Cot) . ¥P&FR (Studio Bed) ., F2BEFK ( Murphy Bed),

Case 4 Changing the Reservation

Context: Miss Green, a local travel agent, has booked rooms in Huatian Hotel in the
name of Tom Smith. But due to the new schedule of negotiation for changes in the booking, he
calls the reservations again to alter his reservation.

(S =Staff G = Guest)

S: Good morning. Huatian Hotel, Room Reservation. How can I help you?

G: Yes. This is Tom Smith calling from New Zealand. I have to change the date of the
reservation.

S: How and in whose name has the reservation been made?

G: By E —mail and in my name.

S: Please wait a moment. I'll check it in the computer. Thanks for your waiting. You've

booked 10 standard rooms for silk trade negotiation for April 7th, 8th and 9th, is it correct?

6
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G: Right, but the negotiation has been postponed until 4th to 6th of May. Do you think
it’s possible for us to change the reservation?

S: Let me check the reservation list. Fortunately, we have just 10 standard rooms availa-
ble for the three days.

G: Very well. And we’ll book a business suite as well.

S: Mr. Smith, you need 10 standard rooms and a business suite altogether from 4th to
6th of May. Is that right?

G: Yes, it is. Thanks a lot.
S: It’s my pleasure. Goodbye.

Tips

[ Rl s 7 B XA LU S fh,

(1) Bk it (European Plan, EP), Fi7R B RALSE(E 18 2% A 645 Ho At i i
A

(2) %t (American Plan, AP), FiRpBEMAEIEEESR, LEFE—H =
BHER.

(3) BIEFEKIM (Modified American Plan, MAP), FR B #h AL IEETE 7%,
HEFEREMBEN .

(4) BiRE/ KR4 (Continental Plan, CP), FrRB#r AMUEIEFTE 2%, if
45—y B P =X R4

(5) BEEXiH# (Bermuda Plan, BP), FiRBEM A{UEFEERE R, 0HF 0
EARE,

Common Words

reservation [ ,rezo'veifon] n. TiT reserve [ ri'zoiv] v FIT

FIT reservation E{& #ii] twin [twin] adj. XX AH)

available [ a'veilabl] adi. HEH) availability [ a,veilo'biliti] n. AI1SE|AYZA P
rate [reit] n. #t#%, #H group reservation/booking A& 1T b7
initial [ i'nifal] n. #E& WIERIRF flight number ( ¥K#HL) ALEES

arrival time $LikRT[E] in the name of Lk (FA) H& X
confirm [ kan'form] ». #fiA confirmation [ konfa'meifon] n. ik
percent [ pa'sent] n. HF L discount [ 'diskaunt] n. #¥0
expense | iks'pens] n. f£%% peak/high season At Z=

cancellation [ kensa'leifon] n. B  appreciate [ o'prizfieit] v /B
negotiation [ ni.goufi'eifn] n. #H| suite [ swiit] n. Ep7

Notes to the Dialogues

(1) Receiving a FIT reservation. {£fFHI% fliT



FIT: Free (Foreign) Independent Traveler, normally requiring accommodation only. #{

&, W AHEEERS .

(2) Zhang Li speaking. FXFE7KAH .
AT HLi% FH1E This is Zhang Li speaking. HI4EBRIE R, KMUMPLEEA . This is

Zhang Li. 3 Speaking. %, {H Speaking. NF&RIEZEFERK,

(3) And what type of room would you prefer? #zZEBiFh 5 #Y 2
R PR 2/, IR RTR,
#1 A Ja]  Single Room

KJKI[E] Double Room

FUK[E]  Twin Room

— AId] Triple Room

HEIHES  Junior Suite

W% %EF Business Suite
HHXEF Duplex Suite
#REF  Connecting Suite
ZHEER Deluxe Suite
ESEF Presidential Suite

3 L e Lo L L L Lo L Lo et

Do you Know?

Seven steps to room reservation ;

(1) Greet the guest.

(2) Ask the guest of the reservation information;
The date of arrival and departure

The number of guests

The room type and the number of rooms

(3) Search for the room available/needed in the computer.
(4) Get the following information from the guest:
The name of the group or name of the guest

The guest’s telephone number

The contact name and his telephone number

(5) Confirm the reservation.
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(6) Express your wishes.

(7) Form the reservation record.

Basic factors to room reservation :

(1) ZEAMS (Guest Name) FHRALFR (Name of Group) . 45 (Code) .

(2) fRIT A4 (Contact Name) . Bt ZE HiE ( Telephone Number) . #ify; ( Com-
pany Name) Kl ( Address) .

(3) FrHHEBEIIFIZE (Room Type) M¥(& (Number of Rooms)

(4) A#¥U (Number of Guests) .,

(5) E%5 (Nationality) ,

(6) #/B )5 HH (Date of Arrival/Departure) . Hf[d] ( Time of Arrival/Departure )
BAAFEREL (Length of Staying) ,,

(7) ¥4tk (Discount) KAtz 7= (Payment)

(8) ITH A SRR EEETE] (Cut - off Time) ,

(9) HEIEXTEREHITARE, BUETITA M E ( Agreement on Reservation Amend-

ments/ Cancellation) ,,
Tips

K4 (Lobby) BEANMEAEREZICFLE. KB, SEMEKOH T, E& A
JEJE B AR MBI AL T, R IE KA E AR (Lobby Lounge) , % A4k
BWIX,

RS 5 (General Service Counter/Reception Desk) , fRiFR “2&7, HLnyfg “af
& (Front Desk/Front Office)”, J2 A& ARMEME BT, 450K, mif) . AT SEH s
A RS T

TR XA A4 (Division Manager) . 345 ( Supervisor) . 45 Bf ( Cap-
tain) . flR%5 51 (Attendant) X4 > FZELG,

Pre — work Training Course

1. Matching

( ) reserve A. able to be used

( ) rate B. to tell sb that a possible arrangement, date, time etc. is now
definite

( ) guarantee C. a fixed standard room charge or payment

( ) available D. to arrange for a place in a hotel, restaurant, plane etc. to be
kept for sb.

( ) confirm E. to promise to pay for the room even if it is not used

2. Discussion Topics

(1) You are a clerk at the room reservations. You’re now receiving a reservation. What

9



would you ask first?

(2) How would you find out what kind of room the guest wants?
(3) How do you confirm a reservation that the guest wants to have a single room for two
nights from June 15th?
(4) If our hotel is fully booked, how would you politely turn down the request to book a
room?
(5) How to conclude a reservation?
3. Simulation Training
Role — playing 1
Guest: Your name is Bill Brown. You'd like to book a single room with a shower for Oc-
tober 5th and 6th.
Clerk: You answer the phone and accept the booking.
Role - playing 2
Guest: Your name is Tom Smith. You want to book a double room for September 30th. As
the hotel you are calling is fully booked, you'd like to change for another one.
Clerk: You answer the phone and refuse the reservation. You can give him/her some
suggestions.
Role — playing 3
Guest: You've reserved a single room for October 1st to 10th. And you have to cancel the
reservation for some reason.
Clerk: You answer the phone and cancel the reservation in normal procedure.
Act out the dialogues with your partners according to the cases we have learnt.
Referenced steps to finish the tasks:
(1) Assigning roles by team leader in each group.
(2) Listing the concept of dialogue in detail.
(3) Preparing the dialogue.
(4) Acting out the dialogue in the class.
(5) Giving suggestion about students’ dialogues, English skill and performance by the
teacher.
PR, (1) BTN AT AR,
(2) ki & i HE A
(3) 1nnL_J3rngf“‘A‘l'
(4) ZEBRORBEAE RS , FEERR A Ve il M 0k i B
SOFIK AT RAARE I 7 20 00 v M A R R B X A AU #ﬁl‘l‘fﬁ
(1) HErftE
Poor (50 =59 43) A Wil LEEWTHE, WL ERHAR, EEHRKE, B
Wr & ) B 5
10
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Weak (60 -69 73) KEIFFHETHIR, REMALLRIC, 77 —LiE%EMR,

(s W 5 it 5

Fair (70 -79 5r) —SBEFEFMIR, BAEARICE, MolRAE, %8 i

AR, MBLTEILAERER, (AR RSN

Good (80 -89 7r) —iBHHEMIR, RAKFEEMRAILE, HAHTMEN
AES1, JFHEBEY RELRME, MHIEMFEERER, BEREMEE, EHFAEm

W 3 %ot A Y LA 5

Very Good (90 -100 43) A —L6iEHiBE MR, WILEFEE. S, HIAREA L

ok, BARTEIEMERG, THAR R, WETLREVE,

(2) HAE
Poor (50 —59 43) FiATE RIHE;
Weak (60 —69 4%) F=ikEXE;

Fair (70 =79 43) FikA WX, WTEBEFEZ 0, LNEW o #H, (Fi £,

SWEEREPFANNT;

Good (80 -89 41) FikWiA, REHELLHISIERS, HRAFEURRINA LI R 11k

& (Wum, eh) , ANEEAFHEFHATT;

LN

Very Good (90 -100 43) kWA, EIZEE, AREXMRAAES, BRKBR. 1F

ERHOLEMER.

4. Practical Sentences

TR FA R X

(1) Do you have one single room for two nights?
TAETPA K LR AR —E], 1707

(2) How many nights do you wish to stay?
A BEEIL?

(3) Which date would that be?
ZATFEM AR R?

(4) How many guests will there be in your party?
"B—1TREZLAN?

(5) May I know your name/phone number/E — mail?
A S VR TR fk 42 / B T/ R R 4G 2

(6) Could you hold the line, please? I'll check our room availability.
R G? FokAE— T REAZHE.

(7) Would you like to make a guaranteed reservation by credit card?
B EAERRRERBHT?

(8) I'd to confirm your reservation.
FARFAIA— T EHTIT .
WAMILT

(1) May I have your airline and flight number, please?

Front Desk
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