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: single i'oon!

double room - S BAE E-—-i&

! twin room ’]’m&fi] (ﬂﬁ%&ﬁ.)
triple room ‘ S AR B LT
in person : *h, AA i

Personal Qualities and Skills

As a reservation clerk, you should possess

good verbal skills and typing skills

>  good time management skills

»  good supervisory skills

»  basic problem solving skills

»  an ability to resolve guest conflicts.
You should be

> reliable

»  detail-oriented

»  able to work flexible hours

» friendly and helpful.

A reservation clerk has to

»
>

handle and process reservation requests and maintain reservation records

keep a record of guests’ arrivals, time of check-in, length of stay, and their special
needs and preferences

liaise with other departments such as housekeeping, restaurants and security,
regarding VIP and group check-ins

manage the booking of rooms.

Lead In

Listen to a dialogue twice and answer the following questions.

1.
2

What job does the woman do?
How many people is the room for?

Section Two

Case Stucl_f

Dialogue Situations:
One month before October 1st Mr. Liu and his wife have decided to go to Hainan for
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their seven days holiday. They know a lot of people from all over China have the same idea
and want to spend their holiday in Hainan, so Mr. Liu is calling Yaxin Hotel to make a

reservation.

Dialogue 1

C = Clerk, L =Mr. Liu
C: Reservations. Good afternoon. May I help you?
L: I want to reserve a room in your hotel.
C: What kind of room would you like, sir?
L: I'd like a double room from 30 September to 4 October.
C: Could you please hold the line? I’1l see if there is room available for those days.
L: OK. I
C: Sorry to have kept you waiting, sir. We have rooms available for that period.
L: Do you have a room with a front view?
C: Yes, sir.
L: What’s the price difference?
C: A double room with a front view is 150 dollars per night, one with a rear view is 110
dollars per night.
L: Ithink I’ll take the one with a front view then.
C: Could I have your name, please? g
L: Itis Roger Liu.
C: And your address, please?
L: Itis 216 Chunyu Road, Chengdu.
C: Yes. What time will you be arriving, Mr. Liu?
L: Around 6:00 pm. Do you have a pick up service?
C: Yes. We have an airport representative to receive our guests there.
L: Fine.
C: So, Mr. Liu, a double room with a front view for five nights. Am I correct?
L: Right. Thank you very much. ;
C: Thanks for calling, and we look forward to seeing you. Good-bye.
L: Good-bye.
- Notes:
1. FiiT 518 A] LA H reserve a room B{# book a room, Fij# 5 iF 4k,
2. Could you please hold the line?

A 1 2



3.

4.

5,
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liaise with other departments.
5 A A T OREF RS

Do you have a pick up service?
RAEEHUIRS WS ? [ SRS AR LRSS, ISR E A (BLHR
) HEBINISEEEE AN ]

Do you have a room with a front view?

A BAT FA PR T ¢ 55 18] 2

Exercises 1

Answer the following questions supposing that you are a receptionist.

1.

What would you say when you answer the phone?

2. How would you find out when the guest wants a room for?

3. What would you say if you are not sure whether there is room available for a guest?
4. How do you confirm a guest’s reservation?

5. What would you say when you have kept a guest waiting on the line?

Dialogue 2

(Miss Jones is working at the Lenovo Corporation in Hangzhou. On 4 August her boss

Mr. Malone is going from Beijing to Hangzhou for a conference. She is going to Yuhuang

Hotel to reserve a room for Mr. Malone.)

C:

J:

o W U il o W o e~ O

Clerk, J = Miss Jones

Good morning. Can I help you?

Yes, I’d like to book a single room for my boss from the afternoon of 4 August to the
morning of 9 August.

Yes, we do have a single room available for those dates.

What is the rate, please?

The current rate is 80 dollars per night.

What services come with that?

The 80 dollars per night includes breakfast, so is worth 86 dollars.
That sounds not bad at all. I'll take it.

Very good. Could you tell me your boss’s name, please?

Yes, it is Henry Malone.
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C: How do you spell Malone, please?
J:  It’s M-A-L-O-N-E.
C: M-A-L-O-N-E. May I have your name and telephone number, please?
J: Yes, it's 66510527. I work at the Lenovo Group. My name is Jones Hill.
C: We do offer special rates for your company. For a single room there is a 25%
discount. Shall we charge this to your boss directly?
J:  No, to my company, please.
C: To which department should the bill be made out?
J: To the Accounting Department, please.
C: May I know Mr. Malone’s arrival time on 4 August?
J:  Around 7:00 pm. By the way, Mr. Malone would like a quiet room away from the
street if that is possible.
C: A quiet room away from the street is preferred. OK.
J: Thanks. What’s your cancellation policy? :
C: To avoid any charges, please notify us at least 24 hours in advance. Is there anything
I can do for you?
J:  No, thank you and good-bye.
C: Good-bye.
Notes:
1. What is the rate, please?
Bk E 2
2. We do offer special rates for your company.
BATSR 22w A EGTH
3. For a single room there is a 25% discount.
LR AT A 25% 9440 .
4. Shall we charge this to your boss directly?
BATEERSG R 2B g ?
5. To which department should the bill be made out?
T B 2% EH 2 A 8 D 2 '
6. A quiet room a{way from the street
AN T 1 22 0 15 )
7. What’s your cancellation policy?

PRA TR R FAT A A+ 4 B 1 2
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Exercise 2

I. Practice the dialogue with your partner.

II. Answer the following questions.

1. How many ways can the guests make a reservation? What are they?
2. Do you know how many types of room a hotel can usually provide?
3. What is Mr. Malone’s particular requirement for the room?

4. How much is the final room rate for Mr. Malone?

5. How would you ask a guest about his preference for a room?

IIL.

Listen to the dialogue twice and fill in the blanks with the words or phrases
you have heard.

A=Clerk, B=Guest

ol B

IV.

_— e p— p—

This is the Yaxin Hotel. Can I help you?

Yes, I'd like to a room in your hotel, please.

Thank you, sir. For and how many will there be in your party?
From 14-16 July. My wife, my baby and myself.

From 14-16 July. And which kind of room would you prefer, sir?

A twin with a : , please.

Just a moment, please. I’ll check our room . (after a while) Sorry to have
kept you waiting. We do have a twin room with a sea view at per
night. Will that be all right?

OK.TI'll it.

Listen to the following passage twice and decide whether the 5 statements are
true or false. '
) 1. This passage is about the hotel clerks’ duties.
) 2. Hotel clerks mainly deal with check-in, not check-out.
) 3.  When the guests check in, the hotel clerks also assign them rooms. :
) 4. It’s not the responsibility of the hotel clerks to keep the guests’ registration
records.

) 5. Hotel clerks are also responsible for helping to solve problems that guests
may have.
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V. Listen to the tape twice and fill in the Reservation Form with the information you

have just heard.

Reservation Form

K FIT : B HHIT

0O NEW BOOKING 0 AMENDMENT
BUH F3T

0 CANCELLATION

EAMA A B

Guest Name: Persons:

VALE 3 %

Room Type: Room Rate:

| A Bt 1] %5 B

Arrival Date: Departure Date:
WMiTH W, 7% 5 4

Name of Applicant: Telephone Number:

ooy kREESH
Address: Fax Number:

T B # #wE

Date of Application: Received By:

% i

Remarks:

VI. Role-Play.

Guest: Your name is Elizabeth Brown. You’d like to reserve a double room from 3 to 10
March. You are calling the hotel.

Receptionist: You answer the phone and accept the booking.

Section Three

Useful Words and Expressions

1. junior suite /NEE[H]

2. deluxe single room AR ]
3. duplex suite H AR
4.  presidential suite RSER

5. cancellation HUH

6. travelers check TRAT 5

7. minimum price AR &

8. peak / high season M
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9. low / off season R
10. rack rate SEARBM FRAERE )
11. contract rate & EE

12. I’ll arrive late, but please keep my reservation.
WMLk, WORE R A .

13. I’m sorry, sir. We are fully booked.
sedE, HA, BRI T .

14. I’d like to confirm your reservation.
BAEHIN— FIERTT .

15.  We offer free transportation to and from the airport.
BTt b PN IH BEIL RS

16. I’'m afraid we have no double rooms.
FTATEA KIKIA T .

17.  I’'m sorry. We are fully booked for those days as it is the peak season.
XA, KGRES, BRI RESEITET .

18. I'm sorry, but could you please call us again next week? We may have some
cancellations.
RAIK, AN TR ST IS R g 2 thiF & ABUN LT .

19. I'd like to extend my reservation for two days.

ALK FOT E K F K

20. I’d like to cancel a reservation.
BABGH T .

21.  We’ll make the cancellation for you.
B A ERIH BT .

22. Ifyou have any further inquiries, please don’t hesitate to contact me.

MRS, BN SRR,

Section Four

Read and Speak |

Read the following passage about a reservations clerk’s work and retell it to your
partner.

The reservation clerk belongs to the front office department. His/Her responsibilities
include answering questions about room reservations, taking reservations, cancellations, and
revisions, writing and sending out the hotel’s letters of confirmation.

There are six steps involved in the reservation process. Firstly, the reservation clerk
receives an inquiry in person, over the phone, in the mail, by fax or through a central



