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Unit One
Advance Reservations

The advance reservationist belongs to the front
office department. Hc¢ / she works at the front desk
by the lobby. His / her job responsibility includes an-
swering questions concerning reservations, booking
and assigning rooms for guests who request rooms in
the hotel. He / she also takes reservations, cancella-
tions and revisions and writes and sends out the
hotel’s letters of confirmation.

Advance reservations are made in different ways
— some people send reservation letters to the hotel.
Others go directly to the hotel and make reservations
in person or call the hotel and make reservations over
the telephone. (But it is usually necessary for guests
who make reservation by telephone to confirm their
booking in writing.) Still others telegraph the hotel
for rooms.

- Today telex rescrvation has become more popu-

lar. This is because, with telex, the communication is

instantaneous. Messages can be sent and received
from one cornér of the world to another in a matter
of seconds. The hotel can confirm a guest’s booking
immediately with a reply telex and the in—coming
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telex from the guest can be kept as the confirmation
of the guest’s booking. Thus much time and
paperwork is saved.

TELEX RESERVATION
301103 IHCN
3728132 WDW UR
11/24/87
To: Advance Reservations, Impena! Hotel, Beijing
From. Judy Glasscr, Operations, EPCOT Center, WDW, Orlando. Fi

PLEASE RESERVE A SUPERIOR DOUBLE WITH A COT FROM THE
EVENING OF DECEMBER 14TH TO DECEMBER I1S8TH 1987. A
ROOM WITH A VIEW OVER THE GARDEN IS PREFERRED.
ARRIVAL GUARANTEED. PLEASE CONFIRM AS SOON AS POSSI
BLE AND INFORM THE AMOUNT OF DEPOSIT REQUIRED.

3728132 WDW UR
W1103THCN

A recent development in the hotel advance reser-
vations business is the introduction of a computerized
reservation network linking the different hotels in a
hotel chain with each other, with major airline seat
reservation systems and with the computer terminals
in the offices of important travel agencies. Thus the
guest’s reservation is very much facilitated. For now
the guest can simply go to either a travel agency or a

airline office or a hotel and have all his travel ar

rangements made.

When a reservationist receives a reservation re-’
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quest he /she first checks the hotel’s booking situa-
tion and see if the hotel has any vacancy during the
specified period. If the hotel is able to accept the
booking the reservationist would fill out a reservation
form and record the information in a reservation dia-
ry.

RESERVATION FORM
Name, Mr./Mre./ Miss ArrivaiDate
- Address . . < >am. < >pm.
o i o o s e e e e e e Occupancy
Telephone __ __ __ __ < >single < >doubke
Room Typs

< >single < >doubl <« >twia bath
< > superiot  deluxe < >suite

RatePer Night _ . .. Clerk o
Number in Party . __ Date . _
DIALOGUE 1

Operator. Grace Hotel. Good morning! Can I help
you? ‘

Caller:  Yes, I'd like to book a room at your hotel.

Operator: Just a moment, please.

Wang:  Advance Reservations. Can | help you?

Caller:  Yes, I'd like to book 2 single room with
bath from the afternoon of October 4 to
the morning of October 10.

Wsang:  Yes, we do have a single room available

: - for those dates.



< aller.
Wang:

Caller:

Wang:

Caller;
Wang:

Caller:
Wang.

Caller:

Wang:

Caller:

Wang:

Caller:

Wang:

Caller:

Wang:

Caller:

What is the rate , please?

The current rate’is $ 50 per night.

What services come with that?

For $ 50 you'll have a radio, 2 color tele-
vision, « Iclcphone and a major interna-
tional newspaper delivered to your room
everyday.

That sounds not bad at all. I'll take it.
Very good. Could you tell me your name,
sir, please?

Yes, it is Moore.

How do you speli it, please?

It's M—O—-0O--R-E.

M—-0-0-R-E. And what is your address,
please?

It 1s 3600 Montague Boulevagd,
Hattiesburg, Mississippi 39401 U.S.A..
Excuse me, sir, but could you speak a littie
more slowly, plcase?

Sure, no problem. It's 3600 Montague
Boulevard, Hattiesburg, Mississippi 39401
U.S.A.. Have you got it? |

Yes, so it is 3600 Montague Boulevard,
Hattiesburg, Mississippi 39401 U.S.A..
That's right. |

What about your telephone number?

{601) 264—-9716. By the way, I'd like a qui-



et room away irom the street if that is pos-
stble.

Wang: A quicet room away from the street 1s pre-
ferred. O.K.. We¢'ll mail you a reservation
card confirving your booking as soon as
possible. We look forward to your visit.

Caller;  Thank you and good—bye.

Wang: Good-bye.

HOTEL’S LETTER OF CONFIRMATION
GRACE HOTEL
172 An Sheng Street, Beijing China Telephone, 5009696 Telex; 217712

Mr. Stanley Fastwood
145 Park Avenue
Denver, Colorado 80202 December 12,1987

Dear Mr. Bastweod,

Thank you for ysur letter of November 31, 1987. We have pleasure in con-
firming your reservation for a double room with twin baths from the evening
of December 29 to December 31, 1987. The daily rate is US $ 90 inclusive of
"bed and breakfast. A deposit of US $ 45 is required.

We also note that you would like the account sent to your company for pay-
ment.

Yours room overlooks the lake.

We look forward to your arrival.

Your sincerely.
Li, Daji
{Mr. Daji Lee — Advance Reservations}

USEFUL SENTENCE PATTERNS

A Offering Help:



1) Can I help you?
2) What can I do for you?
3) How can I help you, sir / miss / madam?

B Asking Someone to Wait:
1) Just a moment, please.
2) One moment / minute, please.
3) Could you wait a minute, please?
4) Hold the line, pleass.

C Making a Booking:
1) Id like to reserve a single room from...to...
2) Id like to book a single / double from...(date)
to...(date).
3) 1 waat to have a single with bath for Sept. 8.
4) 1 need a single with bath for Sept. 10.
5) Can 1 have a single / double for October 4?
6) Do you have a double available for November
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D Accepting a Booking.
1) We have a single available for those dates.
2) We do have a vacancy for those dates.
3) We have a single / double unlet.
4) We are glad we'll be able to accept your book-
ing.

E Asking about the Room Rate:
1) What is the daily rate?



slow down a little?

3) Excuse me, miss. but do you mind slowing

down a little?

1 Looking Forward to...
1) We look forward to your visit.

2) We look forward to your arrival.

3) We look forward to your stay with us.
4) We look forward to receiving you.

5) We look forward to welcoming you.

6) We look forward to having you as our guest.

DIALOGUE 2

Li

Caller:

Li:

Caller.

Li:

Caller:

Advance Reservations. Good morning! Can
I help you?

Yes, I'd like to reserve a single room with .
bath for the Sept. 24.

Just a moment, please. I'm sorry, sir. We are
fully booked on that date.

Oh, that’s too bad.

Would you like us to put you on our waiting
list and call you in case we have a cancella-
tion?

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

Yes, of course. Where would you rather like



Caller:

Li:

Caller:

Caller:

Caller:

to be, in the city center or in the suburbs?

I prefer a place close to the city center be-
cause most of our clients’ offices are in the
downtown business section.

In that case, I would suggest that you try the
Imperial. ’

Do you know the rate per night for a single
with a bath there?

Well, there is a minimum price for off—sea-
son stay and a maximum price for
peak—season stay. A single with bath at the
moment would run you between $ 60 and
$ 80.

[ see. Do you mind telling me what the Im-
perial is like?

It is the oldest and largest hotel in this city.
But it was renovated just two years ago. Itis
rated as a four—star hotel. It is not so luxu-
rious as ours is. But it is just as busy and
convenient as ours, Of course, ours i8
better—known than the Imperial but then
the Imperial is less expensive than here too.
Uh~huh. One last thing, do you know their
telephone number?

Yes, it is 500—4305.

Thank you very much. I really appreciated
your help. Good—bye.



Li: Good-;bye and thaok you for calling us.
USEFUL SENTENCE PATTERNS

A Unable to Accept a Booking:

1) I'm sorry, sir, we are fully booked.

2) 'm sorry, miss, we are booked solid on that
date.

3) I'm sorry, ma’am, we do not have any vacancy
for those dates.

4) I'm sorry, we don’t have any room available
for that week.

5) 'm sorry, miss, we are full up for those dates.

*

B Asking about Someone's Preference:

1) Would you rather like A or B?

2) Would you prefer A or B?

3) Which would you like, A or B?

4) Which do you prefer the red one or the green
one?

5) Which would you rather like, the large one or
the small one?

C Making Suggestions:
1) I would suggest that you try the Imperial.
2) You might want to try the Imperial.
3) Why don’t you try the Oriental?
4) You could try the Bohai Hotel if you like.

- l. ] -



D Quoting a Price:
1) A single would run you between $ 80 and $
95 at this time.
2) A single can cost you between $ 80 and $ 95.
3) Prices go from $ 50 to $ 80 for a single.
4) Prices range from $ 60 to $ 90 for a double.
5)1tis $ 70 per night for a single.

E Comparing Of Three Hotels:

1) The Palace, the Plaza and the Regent, the Re-
gent is the largest but the Palace is the most
modern.

2) The Plaza is busier than the Palace but the
Palace is more comfortable than the Plaza.

3) The Palace is less convenient than the Plaza.

4) The Plaza is not so(as) luxurious as the Palace
but it is just as comfortable as the Regent.

F Courteous Parting Remarks:
1) Thank you for calling us:
2) Thank you for shopping with us.
3) Thank you for choosing us for your service.
* 4) Thank you for staying with us.
5) Thank you for using room service.

.‘ll.
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