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Unit 1

Booking a Tour

\') Learning Objectives

After learning this unit, you should be able to.
@ know different tour types

@ deal with tour inquiries

@ book hotels and flights for customers

® book tours for customers

afi Background and Warm-up

Have you ever reserved a hotel room? What information do you think both parties should
get during the conversation—the customer and the reservationist?

Requests for reservations are received at the hotel through different means—by telephone,
email, fax,on the internet or even by the guest in person. Which way do you prefer?

The first contact most guests will have with the hotel is through the reservation Department.
Therefore, the reservation Department plays a vital role in establishing an excellent first
impression, as well as providing efficient and good-quality service. The Reservation Department
is responsible for carrying out the following duties:

1. receiving the reservations

2. taking care of all reservation-related procedures
3. formulating the reservation report

4. updating the periodical report of guest resources
5. keeping in contact with guest resources

6. maintaining accurate files on all reservations

specific reservation duties also include .

-1

acquiring information about the reservation: name, telephone number, date of arrival and
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departure, room types, payment method, and any special requests.
8. ensuring room availability
9. filling in the reservation form
10. thanking the guest for choosing the hotel
11. recording all relevant information in the reservation log

During peak tourist seasons, when no rooms are available, the reservation receptionist
should apologize to the guest for the inconvenience. For example: “1 am terribly sorry,
madam, but we do not have a room available for the 20th at this time. So, I am afraid we are
not able to guarantee you a room for that particular day.”

Before ending the call, however, the reservation receptionist should offer help to the guest
by suggesting some alternatives. An example of this may be :

“Would you like us to place you on our waiting list and contact you in case that we have a
cancellation? If you would like, we can also try to find you a room in another hotel nearby.”

Because of occasional late cancellations or “no-shows,” the hotel may experience lost
profits. One solution to prevent this problem is “overbooking,” which means hotels deliberately
take more room reservations than the actual number of rooms available.

When guests ask for any modifications, the reservation receptionist should make sure all
requests to be changed. Also, they should make all necessary arrangements for the specific
changes, as well as maintain any materials related to that change. If the request cannot be
satisfied, receptionists should promptly explain this to the guests, and propose any possible
solutions ( such as alternative rooms or hotels). When a cancellation does occur, receptionists
should adjust the reservation report accordingly and promptly notify any related departments as
necessary.

Questions for Discussion

1.What is the importance of the Reservation Department in a hotel?

2.What are the responsibilities of the reservationists?

3.What does “overbooking” mean? Why do you think hotels will take overbooking?
4.How should reservation clerks deal with modifications or cancellations?

(') Dialogue 1

Personal Reservation

(A. Clerk B. Guest)
A. Good Morning. Holiday Inn Hotel. What can I do for you?
B: Good morning. I'd like to make a reservation from 11th to 13th; that’s three days in all.
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P =B = B = B =

correct?

o=}

. All right. Single or double room?

. Single room, please.

How much will it be for one night?
: A single room is $ 80 per night.
Does that include breakfast?

- Yes, we have a single room available.

. That sounds fine. I'll take a single room.

: Yes, that’s right. Thank you. Goodbye.

: Yes, it includes a continental breakfast and a morning newspaper.

. OK, sir. May I have your name and contact number, please?
. It’s John Brown. The phone number is 0335-54455555.

. Let me confirm the details with you, Mr. Brown. One single room, check-in date Monday
the 11th, check-out date Wednesday the 13th. The room rate will be $ 80 per night. Am I

A Thank you for your reservation, Mr. Brown. Goodbye.

Vocabulary

reservation
single
double
available
include
continental
contact
confirm
detail

per

rate

Notes
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[ ireza'veifn]
['singl]

[ 'dabl]

[ o'veilobl |
[in'klu:d ]

[ 'kontinantl ]
[ 'kontaekt ]

[ kon'form |

[ 'diteil ]
[pa(r) ]

[ reit ]
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Room Status 55 BEAR 7S

Clean T

Dirty HE £

Vacant ZE

Occupied i A AER

VC: Vacant Clean Tz By, B OK By, Al B ZHEE AALE
OC: Occupied Clean T A B B T & B

VD: Vacant Dirty Ik 9 25 B

OD: Occupied Dirty KITHT S

D/L: Double Locked Door XU 5 (8]

GRS Guest Refused Service & N4 R 55
C/1. Check In ALER B 1]
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C/0. Check Out

VIP; Very Important Person
DND: Do Not Disturb
000 Out of Order

0O0S: Out of Server
Discrepant Room

Sleep Out

Skipper

Light Luggage Room

No Luggage Room

Reservation Status FiTRZS
Arrivals

Arrived

Stay Over

Due Out
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HATH

FEHE IR

IR

X JE B

b1ME B
RESUKBNE 57 , 20k s
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& H 44 Bt (average daily rate , average room rate )
58] 7] #9585 B (revenue per available room)
[T (rack rate) ; & H AT & B2 M E MARENAR  SIE B R L, SF&ETE BB
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"/ Dialogue 2

Family Reservation

( R. Reservationist G: Guest)

R: Good morning, Mayflower Hotel Reservations. Can I help you?

G: Yes, I'd like to reserve a room for my family.

R . For which dates?

G For the nights from March 11th to 15th.

R: How many guests will there be in your party?

G Just the two of us.

R: Could you hold the line for a moment, please? I'll check if there is a room available for
those days.

G OK.

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

R: Thank you for waiting. We have double rooms and suites. Which do you prefer?

Q

: How much do you charge for a suite?

R: A junior suite is at 2,880 yuan per night, and an executive suite 6,880 yuan.
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G I'd like to take the one at 2,880 yuan.
R. Certainly, madam. Could you tell me the name of the guest, please?
G: John Brown.
R: John Brown. Very well, madam. Could I know if you have any special requests, please?
G Oh, if possible, I would like to have a quiet room.
R: All right, madam. We can arrange a quiet room for you. So that’s a quiet junior suite for
Mr. John Brown for the nights from March 11th to 15th. Is that correct?
G. Correct.
R:. Thank you, madam. We’ll send you an email to confirm the booking. May I have your
email address?
G Certainly. My e-mail is gracebrowns @ 163.com.
R: Gracebrowns@ 163.com. Thanks for calling, madam. We are looking forward to seeing you
both. Goodbye.
G: Goodbye.
Vocabulary
reserve [ri'zotv ] v. T
availability  [oweilobilati] & AIATHE, WhSEME
charge [tfa:ds ] v. Wk
suite [ swit ] n. ER,ElH
arrange [ o'reindz | v. ZHE
junior [ 'dsuznio | adj. (AE22) /Y, (98T ) ER
Notes
1. The reservationist checks the hotel’s reservation system for the room availability. 2% 53 £ %}
WL TIT 2R % & B = &4 By, availability n. ) (803815 ) 9] fEE, B 40: The
availability of public transport is also part of the equation. 7+t 32 3 [ FI 2% 8N R 2
— ., f5#1 1. Before travelling we must ensure the availability of petrol and oil. i1 7RI, T
WS PR BE A% K BRI AL
2. We have double rooms and suites. F&AI T4 XA [6] FI£E[HE]
3. We'll send you an e-mail to confirm the booking. FRA'TZs 45 18 A& 16 — B MR8 1A B 8] Fil i T

HH,
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% In-depth Reading

Central Reservation System

To ensure a smooth and comfortable journey, most tourists would like to make reservations
before they arrive at targeted hotels. Guests may reserve hotel rooms in a variety of ways, such
as through a smart phone, e-mail, fax, in person or the Internet. Nowadays, most internet
reservations are made though a computer reservation system or central reservation system
(CRS). CRS is a computerized system used to store information and conduct businesses related
to air travel, hotels, car rental, or other activities. Originally designed and operated by airlines,
CRSs were later extended for the use of travel agencies. With their efficient and high-quality
reservation service, they not only help bring guests (registered or walk-ins) great satisfaction
but also bring hotels profitability.

CRS generally store information such as room rates, room allotments, room types, room
availability, hotel information ( such as address, phone number, fax number, room features,
and hotel features ) , hotel cancellation policies, hotel deposits and minimum length of stay, and
other related information such as nearby restaurants, bars, clubs, bus stations, train stations,
subways, places of interests and even airport information.

Nowadays, most airlines have outsourced their CRSs to global distribution systems ( GDS)
companies, which also enable consumers access through Internet gateways. Modern GDS
typically allow users to book hotel rooms, rental cars, airline tickets as well as other activities
and tours. They also provide access to railway reservations and bus reservations in some
markets, although these are not always integrated with the main system. These are also used to
relay computerized information for users in the hotel industry, making reservation and ensuring
that the hotel is not overbooked. Therefore, it is safe to say, CRS not only links different hotels
in a hotel chain with each other but also links major airline seat reservation systems and the
computer terminals in the offices of important travel agencies, facilitating guests’ reservation
service.

With the internet becoming the key factor for hotel bookings, some people claim that it
will increase hotel bookings in the near future, yet travel agencies hold a different view. They
explain that modern tourists have different tastes and preferences and the right thing to do is to
offer timely, correct and up-to-date information, such as the right room rates, at the right time
and in simple languages which are easily understood by tourists all over the world.

( Adapted from Wikipedia, the free encyclopedia: https: //en. wikipedia. org/wiki/Central _reservation _

system )
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Vocabulary

conduct
rental
extend
efficient
allotment
cancellation
deposit
length
outsource
distribution
terminal
access
facilitate
claim
preference

offer

Notes

. room rates

[ I S O

. room allotments

[ kon'dakt]

[ 'rentl ]
[ik'stend ]
[i'fifnt]

[ o'lotmont ]

[ keensa'leifn ]
[ di'pozit ]

[ 'minimom |
[len® ]
['autsors |

[ idistri'bjuzfn ]
[ 't3:minl |
['wkses ]

[ fa'siliteit |

[ kleim ]

[ 'prefrans ]
['ofo(r) ]
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Useful Expressions
a variety of ZFZHH

in person 3% H
R

up-to-date

. central reservation system HRTFATT RS
. hotel profitability

. minimum length of stay % 8 1 i [1]

St , AT
%
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ARCEW
Sre
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