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Unit
Reservation

Match the pictures with the descriptions, and talk about the pictures with
your partner.

A. double room B. TWB/standard room

C. suite D. single room
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~ SectionA Dialogues

Dialogue 1

AT
Making a Room Reservation
(R=Reservationist =Guest)

R: Good afternoon. Grand River Garden Hotel. Can I help you?

G: Yes, a group of American scholars will be attending a tourism meeting next month in Beijing.
I want to reserve 5 double rooms for them.

R: For when, sir?

: From July 15th to 17th.

Q

R: Just a moment, please. Let me check the reservation list... Yes, we can reserve 5 double
rooms for you for those dates.

G: Thank you very much. Is there any discount for group reservations?

R: Yes, we have a special rate for group reservations. We’ll give you 30% off.

G: That’s great! I"d like to confirm the reservation then. My name is Li Long.

R: All right. Mr. Li, 5 double rooms from July 15th to 17th.

G: That’s right. Thank you.

Dialogue 2

SRR

e

Revising a Reservation

(R=Reservationist G=Guest)

R: Room Reservation. May I help you?

G: Yes, my name is Will Smith. I made a reservation last week. Now I'd like to modify it.

R: One moment, please. Let me have a check...You booked a single room for two nights from
February 15th to 16th. How would you like to change it?

G: I'd like to change the single room into a family suite and extend my reservation for two more
nights till February 18th.

R: Wait a moment, please...Sorry to have kept you waiting. So that’s a family suite for four
nights from February 15th to 18th. Is that right?

G: Exactly.

R: Now the room rate has changed from 300 yuan to 420 yuan. Could you pay 200 yuan more to
guarantee your revised reservation?

G: OK.

4
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art( [ 4
Basic Practical Sentences =

1. Room Reservation. Can I help you?

2. We do have a single room available for those dates.

3. One moment, please. Let me have a check...May I take your order now?
4. Could you tell me your name, please, sir?

5. How do you spell it, please?

6. We have a special rate for group reservations. We’ll give you 20% off.

7. What about your telephone number?

8. We look forward to your visit.

Task 1 Work in pairs. Michael Ford calls the Reservation Department. He wants to reserve a
double room. Role-play the situation according to the conversation in Dialogue 1 and then act it

out in pairs.
Reservationist Michael Ford
» Room Reservation. How may I help you? » I'd like to reserve...
» For which dates? » For the nights from...to...
» How many guests will there be in the party? » How much is the room rate?
» What kind of room would you like? » If possible, I’d like to have a room
» Wait a moment, please. Let me check. with a street view.
» Sorry to have kept you waiting.
» Could I know if you have any special requests?

Task 2 Work in groups. The reservationist is now receiving a lady at the reservation desk. The

expressions given in the box are for your reference.

Reservationist Ms. Joseph

» May I Help you? » I've booked four rooms from next
» Let me have a check. Here you are. Monday to Wednesday.

» How would you like to change it? » I’ve come to revise the reservation.

> Not at all. I’'m always at your service. > Sorry to have caused you such trouble.
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Reservation

The reservation department usually becomes a guest’s first contact with the hotel, since
a majority of hotel guests make reservations in advance of their stay. To achieve its objectives
of profitability, efficiency, and guest satisfaction, the hotel must have effective procedures and
systems in place to handle guest reservations. The reservation department is responsible for
receiving and processing reservations, forecasting occupancy levels and room revenue, as well as
maintaining availability to ensure that no overbooking occurs.

Requests for reservations are received at the hotel through different means—by telephone,
fax, letter, e-mail or by the guest in person. The increasing use of computers in hotels by both
independent and chain hotels is making the reservation process simpler for the guest and more
efficient for the hotel. Facsimile (Fax) machines, increasingly used by business travelers, offer a
new way of making reservations.

Hotels generally accept two types of reservations: non-guaranteed and guaranteed. Non-
guaranteed reservations are held by the hotel until a certain cut-off hour which is set by hotel
policy. Rooms reserved in this manner are returned to the room inventory after the cut-off hour
has passed and can be sold to a walk-in guest.

A guaranteed reservation assures guests that a room will be held until the check-out time on
the day following the date of arrival. This type of reservation also guarantees that the hotel will
receive payment if the guest does not arrive and does not properly cancel the reservation.

Throughout the reservation process, information gathered about the guest and his stay
should be recorded if a room is available. This reservation record can be recorded on paper or in a
computer file for storage and retrieval. It must contain the following minimum information:

® Guest name, address, and telephone number;

® Arrival date and time, and length of stay;

® Type and number of rooms and number in the party;

® Rate quoted;

® Guarantee method.

Information such as method of payment, special request (non-smoking room, handicapped)
and the purpose of the guest’s visit is helpful in satisfying the guest’s personal needs.

Once the information is gathered and recorded, the reservation department issues a
reservation confirmation to the guest. This can be done by issuing a confirmation number over
the telephone or by sending a letter of confirmation. Both methods verify the information on the
reservation record and the guest’s needs.

All activities of the reservation department require its working closely and cooperating with
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every other department of the hotel. This is particularly important as it relates to sales. There must
be continuous close communication between the sales department and reservation department
to ensure that the records of both in respect to future group business are in agreement. Besides,
the reservation department must also provide the other departments with a forecast of expected
occupancy. The forecast is extremely important, since it provides the housekeeping, food and
beverage, and other departments with continuous information on anticipated occupancies, thus
permitting the heads of these departments to plan their staff requirements and control their payroll
costs.

art( ] o
< - vt AW
Words and Expressions =

achieve [o'tfiv] v BUS, #K45; SCBL, iK%, 5L
profitability [profitabilot]] n. ZKF] CIRAL ), BF| (FF6L)
forecast ['forkaist] ve.&vi. T, T4

availability [overllabilot]] n. A%L; A zs; ATAHIME
guaranteed [gmron'tid] adj. AFUER, A{EAY
check-out ['tfekaut] n. Z5WKEETT, IhZFEE L
storage ['storidz] n. W47, WO fEEAL, ©F
retrieval [rr'tritval]  n. K528, Wlal, #alel; &b
minimum ['mmmom] n. FKRE, BE adi B/E, BAKH
verify ['verofar] vz WFSE, #%5E

permit [pa'mit] vi. & vi. SoiF; VFA]

staff [staxf] n. KELG

cooperate with 5 ( K A) UME, &1

Exercises ==

1. Answer the following questions.

(1) Which department usually becomes the guests’ first contact with the hotel?

(2) What is the responsibility of reservation department?

(3) How do the guests make reservations?

(4) How many types of reservations do hotels generally accept? What are they?

(5) Throughout the reservation process, what information about the guests should be gathered?
(6) Can the reservation department finish its job by itself?

v
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2. Make a summary of the text with the help of answers to Exercise 1.

sectionC Pronunciation

Confusion of phonemes ( 5 BEHTE ) il
Phonemes Examples
[e1]—[i] say——»see
hey——>he
shay——»she
[al]—[e]/[2] smile——smell
like——lack
[e]—[a1] let—»light
[e]l——[1] well—will
[3]——[0] pleasure——»-breath
[0]——Is] think——»sink
thank———sank

art | ‘.% ‘: i
Exercises Pk

Practice the following pairs of phonemes.

(1) may—me make —meet money—ceiling seize—village
(2) west—wise check—Chinese set—site said—side

(3) bell—bill get—give bet—sit wide—whiz

(4) egg—apple wet—at bury—battery jet—cat

(5) three—straight bath—bus both—boss thought—sought
(6) measure—method usually—Europe pleasure—breath
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SectionD Writing

An E-mail to Make a Room Reservation
Situation: You are David, working as a tourist guide in the International Youth Travel
Agency. You need to make a room reservation for 28 people of twin-bed rooms for the nights
from December 2nd to 6th in Jinan Sofitel Hotel. Finish the e-mail by the information given.

To: rsvr@sofiteljinan.com

CcC:

bee:

Subject:

SectionE Translation

L. HiTH E B R ME AITSCE .

2. T TFEMI—BHERAEAERCHUT, Fit, BUTHRE A SHOE 5 — 0.
3. fEBUT R, FEARFEBHHCR FAIAARTE T ARSI,

4. it TRE AR R H AR ER S, RS AT U S R AT
5. BUTERBIITA TARERR 5 HABRR T R EAEC . TAEMAR .

e

SectionF Extended Words and Expressions

Different Hotels ;&/EZEE

inn JiglE lodge /]NIRAH
tavern P )5 hostel FAFFAT
youth hostel FH4FEJKIE hotel )5, )5
guest house TEIH motel R4 HRIE

economy hotel (one-star hotel ) —/ZZI 5 comfort hotel (two-star hotel ) 2% )5
average hotel (three-star hotel) — R high comfort hotel (four-star hotel) U Z&i)5
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deluxe hotel (five-star hotel) L2 2% )5 commercial hotel 745 B0E 5
resort hotel  FE{RANH [E conventional hotel > JE
residential hotel {17 KUY J5

Room Types EH

single room i A [A] double room XA [H]
twin- bed room / standard room  AR#E[A] deluxe suite ZEER
president suite SGE 7 flatlet ~AEAXER

king-size/ queen-size room KK (]

Major Departments in the Hotel jEJEF Z&[|7]

executive office SZEMIPAE personnel department A

sales department  4H 3 front office department  RijJT#F
housekeeping department & 73 food & beverage department &K
accounting department I 553 engineering department £

security department  {£Z

Address in the Hotel /5 &I 5 AL FRFEE

general manager &L deputy manager | SZEHE
duty manager {HPEZF front office manager HijJT 4
assistant FOM BT @l &3 assistant manager K HECE| B
supervisor captain/shift leader $HHE

Home Reading: Read for Fun

Front office department takes charge of the guest room reservation and the clerks who work
in the front office are supposed to answer the questions about room reservation and reserve or
arrange rooms for guests. Besides, they are in charge of managing, changing reservation and
giving out the reservation bills.

There are many ways of reservation. People can reserve a room by sending letters, making

phone calls to hotels or reserving by themselves on the Internet. Meanwhile, travel agency always

provides some contents related to the prices of many hotels, which are very useful in traveling.

10
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