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Part 1

- Room Reservation

‘ Room Reservation plays an important role in the Front |
| Office service. It is the duty of reservationists to handle |
| confirm, adjust or cancel a reservation.
| At the end of this project learning, you should be able to: |
| » Get familiar with the procedures of handling room
| reservations.

» Memorize the useful expressions in room reservations.

| > Role play the dialogues.



V// &L ES

W arm-up

1. Guess the meaning of the expressions.

Single Room I B HEFT
Double Room AT
Twin Room FRAEPETT
Junior Suite RN
Business Suite VIP guests

Duplex Suite

guest with guaranteed reservation

Connecting Rooms staying guest who requires extension
Deluxe Suite regular guest
Presidential Suite walk-in guest

2. Match the name of money with the country or area where it

is used.
a. Australia
b. European Union
c. Canada
(1) Baht d. Hong Kong SAR, China
(2) Dollars e. India
(3) Euros f. Indonesia
(4) Pesos g. Japan
(5) Pounds h. Malaysia
(6) Ringgits 1. Mexico
(7) Rupees j- New Zealand
(8) Rupia k. The People’s Republic of China
(9) Won 1. Philippines
(10) Yen m. Singapore
(11) RMB n. South Korea

0. Thailand
p. United Kingdom
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T ask 1 Handling a Reservation

*Sample conversation

R=Reservation Clerk G=Guest

R: Good morning. Room Reservations. May I help ™

you?

G: Yes. I’d like to reserve a twin room.

R: Certainly, sir. How many nights will you need the room?

G: From April 18th to 22nd.

R: Could you hold the line, please? I will check the room availability for
those days. (After a while) Thank you for waiting, sir We have a twin room
available in that period.

G: Great. And what is the daily rate?

160 US dollars per night. Will that be all right?

: OK. I'll take it.

: Thank you, sir. May I have your name and telephone number, please?

G: Sure. My name is Adrien Brody. My phone number is 0062-3708-9968.

R: Adrien Brody, phone number is 3708-9968. Excuse me, how do you spell

& Q&

your first name?

G: A-D-R-I-E-N.

R: A-D-R-I-E-N. Thank you, Mr. Brody. May I know your arrival time on April
18th?

G: Around 4:00 p.m. By the way, do you have the airport shuttle bus?

R: Yes, Mr. Brody. We have an airport representative desk. Just contact them
and they will help you .

G: That’s fine. Thank you.

R: You are welcome. Mr. Brody, for the unguaranteed reservation, we can
only hold the room for you by 6 p.m., because it is the peak season now. If you

make a guaranteed reservation, we can hold the room overnight . Would you like to

5
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make a guaranteed reservation by credit card?

G: Fine. Do you accept American Express?

R: Yes. May I know the number?

G: It’s 260213.

R: Thank you, Mr. Brody. You’ve made a guaranteed reservation at the AIB Hotel,
from April 18th to 22nd for 5 nights. If you can’t arrive as scheduled, please inform us
before 6 p.m. on April 16th. Thank you for calling and we look forward to serving you.

*Activities
1. Questions about the conversation

(1) What’s the difference between the twin room and the double room?

(2) Try to explain the difference between unguaranteed reservation and guaranteed
reservation.

2. Listening practice

Listen to the dialogue carefully and write down what you have heard.
A Group Reservation

R: Fortune Hotel. Reservations. May I help you?
G: Yes. My name is Bill Richard calling from the International Trading
Company. I’d like to

R: What rooms do you prefer?
We have , please.
For which dates, Mr. Richard?

QRO

Just a moment, please. Fifteen TWBs for January 22, 23 and 24. Yes,

G: Then how much do you charge?
R: 600 yuan RMB,

G: Fine. One more thing, may we use the hotel meeting room during our stay

in your hotel? We are

R: No problem. We can make it for you, but we charge 400 yuan RMB per
hour for the meeting room.
G: Oh, I see. ?
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R: There is a 15 percent discount. And we’ll

May I know your fax number, please?

G: You may fax at 69691818.

R: Thank you, Mr. Richard.
3. Role-play

Work in pairs.

(1) Mr. Green is calling to make a reservation for a Business Suite for his boss,
Jerry White, who is arriving in Guangzhou for conference next Monday.

(2) Mr. Zhu is calling to reserve a double room for a week. The reservation
clerk offers him a special rate .

T ask 2 Confirming or Adjusting a Reservation

*Sample conversation

R=Reservation Clerk G=Guest

R: AIB Hotel. Good morning. May I help you?
G: Yes. This is Adrien Brody. I'd like to make an |
adjustment of my reservation.

R: Certainly, Mr. Brody. May I have the date of your reservation, please‘?

G: It is on April 18th, for 5 nights. My flight to Beijing is postponed to 23rd
because of the company’s arrangement. So I have to stay in the hotel for one more
night until the 23rd.

R: Could you hold on a second, please? I’ll check our reservation record, Mr.
Brody. (After a while) Yes, Mr. Brody. You can have the twin room for 6 nights
from April 18th to 23rd.

G: That’s great. Thank you.

R: You are welcome. We are expecting to see you soon.
*Activities

1. Questions about the conversation
(1) Why does the caller have to revise the reservation?
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(2) Why does the reservation clerk ask the date of the reservation?

2. Seize the information from Sample conversation of Task 1 and Task 2.

Reservation Confirmation Form
To: From:
Fax No.:

Dear Guest(s): Thank you for your reservation at AIB Hotel. If you have any questions or

changes about your reservation, please contact us as soon as possible.

Guest Name: Room type:

Arr.Date: Dept.Date; Room Rate:
Payment: Cash( ) Transfer Accounts ( ) Credit Card ( )
Credit Card: Card No.: Valid:
Remarks:

Prepared by: David Date: 2010-03-15

Thank you for your reservation.

Should arrival time is not stated, reserved room will be held until 6:00 p.m.

To guarantee your booking, please advise us your credit card number and date of valid or

deposit in advance.

Reservation Dept, AIB Hotel

3. Role-play

Work in pairs.

(1) Mr. Green is calling to revise a reservation. He booked a twin room from"
next Monday to Wednesday.

(2) Mr. Zhu is calling to reserve a double room for a week. The reservation
clerk offers him a special rate.



