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UNIT 1 TELEPHONE RESERVATIONS AND HOTLINE ENQUIRIES

Part One Telephone Reservations
(Dialogues 1 ~ 5)
F—&4r HBIEITE (XiE1~5)

Dialogue 1 Space Available'

(Mr . John Smith is going back to New York . He wants to book a business class seat on

a flight departing some time next week . He picks up the phone and dials the Air China

Booking Office in Beijing .)

Passenger: Hello, is this Air China?
Agent: Yes, this is the Air China Booking Office. May I help you?

P:

A:

'-U

I plan to return to New York. I want to be there some time next week. It’s rather
short notice. I am afraid.

I think that should not be a problem. We’re not too full at this time of the year.
May I ask if you already have a ticket? ’

: Yes, I have a business class ticket with return open’.

: Thank you. Just a moment, please and I'll check my computer.

: Thank you for waiting. Yes, seats are available on CA981 on January the 29th, next

Saturday .
Any flight before or after the 29th?

: There is a flight on Wednesday, the 26th which offers the same service, but the

business class is pretty full. The next flight after the 29th is on Wednesday,
February the 2nd, the week after next.

: CA981 next Saturday suits me all right. I’ll book that. Make that a business class

seat, please.

: All right, sir. CA981 on January the 29th, next Saturday, one business class seat

3
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from Beijing to New York.
Yes, that’s right.

: Thank you. Would you spell your family name, please?

Tt’s S-M-I-T-H.

: Is that “S™ as in Sugar, “M” as in Mary, “I” as in India, “T” as in Tom, “H”

as in Henry.

Yes, that’s correct.

: Thank you. Would you spell your first name, please?

J-O-H-N.

: Thank you, Mr.Smith. May I have a telephone number in Beijing, where we can

contact you?

Yes, I'm staying at Beijing Hotel.

: Thank you. May I have your room number, please?

Ten-eleven.

: 1-0-1-1. Thank you. If you have time, would you mind bringing your ticket to our

office in Beijing Hotel to have your ticket confirmed?
Okay.

: Thank you. I you’d like to make a note, I'll repeat your reservation. I've

confirmed one business class seat on CA981 on January the 29th, next Saturday. It
leaves Beijing at 1:00 in the afternoon and arrives at John F. Kennedy Airport, New
York, at 1:30 in the afternoon, on the same day because of the time difference.
Please be sure to check- in at least 2 hours before departure time.

I will.

: Is there anything else I can do for you?

No. That’s all. 9

: Thank you for flying Air China. Have a nice trip.

Dialogue 2 Space Not Available

(Mr . Simon K. Wong has to leave Beijing for Hong Kong on urgent business and he
wants the earliest possible flight . He calls the Air China Booking Office to reserve a seat
but unfortunately the flight is fully booked and he is then referred to other airlines.)
A: Hello, this is the Air China Booking Office. May I help you, sir?

4




--UNIT1 TELEPHONE RESERVATIONS AND HOTLINE ENQUIRIES

P: Yes, please. I'd like to book an economy class seat from Beijing to Hong Kong on
a flight departing early this morning.

A: Thank you. CA101 departed for Hong Kong at 8:00 this morning and the earliest
flight is CA111 leaving at 9:35 this morning.

P: I'll book that flight.

A: Just a moment, please and I'll check my computer.

A: Thank you for waiting. I'm afraid there is not a single seat left on that flight.

P: Not even a first class seat?

A: No, 'm afraid not. We are now in the tourist season. At this time of the year,
reservations should be made at least two weeks before the flight departure date.

P: You know, it’s rather short notice. My boss called me from Hong Kong early this
morning and told me that some urgent business has just come up. I must return to
Hong Kong as soon as possible.

A: It sounds very urgent. May I suggest that you go to the airport and standby for the
flight?

P: I don’t want to take any chances and I must be firm on the flight.

A: In that case, why not try Dragonair? Their flight KA907 leaves at 10: 10 in the
morning and arrives in Hong Kong at 1:55 in the afternoon.

P: I will. By the way, do you know their number for reservations?

A: Just a second, please and I'll check for you.

A: Thank you for waiting. I have the number for you, 6-0-1-6-8-9-9-0°. Is there
anything else I can do for you?
P: No. Thank you very much.

A: You are welcome.

Dialogue 3 Waitlisting a Passenger

( Mr . Boris Bottome wants to book CA929 on February the 14th from Shanghai to Tokyo
but the flight is fully booked. The reservations agent puts him on the waiting list and
confirms the 15th for the sake of protection .)

P: Air China?
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: Yes, this is the Air China Shanghai Booking Office. May I help you?

Could you please make a reservation on your flight 929 on February the 14th?

: Thank you. How many seats do you want on CA929 from Shanghai to Tokyo on

February the 14th?
Only one seat, please.

: Would you prefer first class or economy class?

Economy class, please.

: Thank you. Just a moment, please and I’ll check.

: Thank you for waiting. I’m afraid CA929 on the 14th is completely sold out. I show’

two large tourist groups are confirmed on that flight from Beijing to Tokyo.
However, there may be a cancellation. May I waitlist you on the 14th?
What are the chances?

: I can’t say for sure at this moment, but we’ll see what we can do for you.

Okay. Put my name on the waiting list.

: Thank you. Just in case there are no cancellations for CA929 on the 14th, may [

confirm you on CA929 on the 15th for the sake of protection?

Yes, please do.
: Thank you. May I have your last name, please?
It’s B-O-T-T-O-M-E.
: Is that “B” as in Boy, “0” as in Ocean, “T” as in Tom, “M” as in Mary, “E” as
in Edward?
That’s right.

: May I have your phone number in Shanghai so that we may contact you?

I am staying at Jinjiang Hotel. My room number is twenty-two forty.

: I beg your pardon?

Twenty-two forty.

: Room number 2-2-4-0°.

That’s correct.

: Thank you. If you’d like to make a note, I'll repeat your reservation. I’ve put your

name on the waiting list for CA929 on the 14th and I've confirmed one economy class
seat on CA929 on the 15th from Shanghai to Tokyo. When we can reserve a seat on
CA929 on the 14th, we’ll call you. Is there anything else I can do for you?

: No. Thank you.

6
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: Thank you for flying Air China.

Dialogue 4 Booking a Connecting Flight

( Mr . Robert Hayden wants to fly from Beijing to Houston . There are no nonstop flights

between the two cities and he has to make a connection in San Francisco .)

A
p

A:

o

pc

> PP

: Good morning, the Air China Booking Office. May I help you?

: I want to go to Houston. Do you have a direct flight from Beijing to Houston?
I am afraid not. We fly only to San Francisco. However, I'll be glad to reserve a
good connecting flight for you.

Thank you.

: Do you already have a ticket?

No, I will purchase one after I am confirmed on the flight.

: Thank you. When would you like to leave?

I plan to leave next Thursday, the 19th of March.

: Next Thursday, the 19th of March.

That’s right.

: Thank you. Just a moment, please and I'll check my computer.

: Thank you for waiting. Would you like to fly first class or economy class?

Economy, please.

: Thank you. Air China terminates in San Francisco and you need to make a
connection there. I’ve got two connecting flights, one via Continental Airlines and
the other via Southwest Airlines.

: I want to arrive in Houston as early as possible.

: Let’s see what we can do for you. The Continental Airlines flight 1476 is a direct
flight. It leaves San Francisco at 2:30 in the afternoon and arrives in Houston at
8:35 in the evening. Our flight CA985 leaves Beijing at 2:20 p.m. and arrives in

'San Francisco at 11:55 a.m. You have more than two hours to make the
.connection.’ Tt takes 1 hour and 45 minutes to connect from an international flight to
a domestic flight at San Francisco International Airport. So, you have enough time
to make it. '

: What’s the schedule for the Southwest Airlines connecting flight?




