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Unit 1 Making Reservation LR e

Unit 1
Making Reservation

m Warming-up Exercises

There are many ways for guests to make their reservations in hotels. Some
send reservation letters or telegraphs to the hotel, which are the most traditional
ways of doing it. Others go directly to the hotel and make reservations in per-
son, or call the hotel over the telephone, or send fax to make reservations. To-
day it becomes fashionable to make a bocking through the Internet, which is
quick and convenient. But telephone is still the most popular way of making
reservations. The telephone is not only a means of communications but also an
indispensable sales tool. So the telephone manners become very important. We
should pay attention to the manners in terms of how to respond to the potential
customers. Suppose you are the reservationist of the hotel, please think of the

following questions before you study the dialogues.

1. Look at the Reservation Form below, what information should you get from a

guest when handling a reservation?

Reservation Form

Name Arrival Date Departure Date
Address Telephone
Room
Single Double Standard Suite Deluxe
Type
Rate Per
Clerk Date
Night
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2.

You are in the middle of the desk. The telephone rings. Should you answer it

immediately?

3. Should you announce the name of your hotel when you answer the telephone?

H
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. Is it necessary to announce your full name when you answer a reservation

call?

What is the reservation confirmation?

What should you respond if the guest ask for the discount?
What is the reservation deposit?

What should you do if your hotel is fully booked?

1-1 Individual Reservation

O: Operator R: Reservationist G: Guest

: Holiday Inn Hotel. Good morning. Can I help you?

: 1’d like to book a room at your hotel.

: Just a moment, please. I'll put you through to the Front Desk.

: Good morning! This is Advance Reservation. Mary Wang Speaking. May I
help you?

: Yes, I'd like to book a single room, please.

: When for, sir?

: I will be in Wuhan on May 15th.

: Thank you, sir. We do have a single room available for you on the 8th floor.
How many nights should I book it for?

: Three nights.

: Could you give me your name, please?

: Mr. John Davis. D-A-V-I-S.

: Mr. Davis, I have just confirmed one single room with breakfast for you on
8th floor from May 15th to 18th.

: Yes. What’s the rate, please?

: It’s $ 50 per night. Your room is air-conditioned, with tub and shower,
TV and telephone, and a China Daily delivered to your room every morning.

: That’s all right.

: What about your telephone number?

. (601) 264-9716. By the way, 1'd like a quiet room away from the street if

4 —
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that is possible.

: A quiet room away from the street is preferred. OK. Could you please con-

firm your booking in writing as soon as possible.

: Yes, 1 will.

: We look forward to seeing you. Thank you.

1-2 Group Reservation

R: Reservationist G: Guest

: Holiday Inn Hotel. Advance Reservation. Mary Wang speaking. Can I help

you?

: Yes. This is Joy International Travel Services from Huston. I’ m Jerry

Swan. We have a series groups visiting Wuhan this year. The first group
consisting of 32 tourists and 1 leader will arrive in Wuhan on March 8th. 1'd

like to book 16 standard rooms for them.

: Could you hold the line, please? 1’1l check the room availability for that

day. ...
Thank you for waiting, sir. We do have the rooms available on that day.

How long will they be staying?

: For one night.

: OK! Mr. Jerry Swan. 17 standard rooms with 1 free for tour guide for one

night on March 8th.

: What does the standard room cost?

: It’s $ 45 per night.

: Is there a special rate for a group reservation?

: Yes. But you have to talk it with our manager.

: OK.

: Since you are making a group reservation from U.S., I’m afraid you have to

remit us fifth percent of the total cost to us as deposit and pay the rest upon

arriving.

:+ That sounds reasonable.

: Would you please talk to our manager first, and then decide your rest of the

reservations, Mr. Swan?

: Yes. Good-bye.
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G:

G:

Thank you. Good-bye.

1-3 Adjusting a Reservation

R: Reservationist G: Guest

: Advance Reservation! Good afternoon! This is Mary Wang speaking. What

can I do for you?

This is Mr. Dunning speaking. I’ m calling from Los Angles. | have re-

served a suite on Oct. 2rd.

: Just a minute, sir, while I look through the reservation record. Yes, we do

have a reservation for you on that day. Do you call for confirming it, Mr.
Dunning?

Not really. I’d like to make an adjustment of my reservation. I just know
that my business negotiation will progress much slowly than I have expected.

I’1l stay extend my stay in your hotel for two nights.

: Would you please hold the line for a moment? I’} take a look at the hotel’s

booking record.

Yes, sir. You can have the suite for two nights from Oct. 2rd to 4th.

; That’s great. Thank you very much.

: You're welcome. We are expecting to see you soon.

1-4 Fully Booked

R: Reservationist G: Guest

: Good evening! This is Mary Wang from Reservation Center. Is there any-

thing 1 can do for you?

: Yes. This is David Smith calling from Wuhan Airport. I wonder whether

you have a room vacant.

: One moment, please, Mr. David Smith.

1’m sorry, Mr. Smith. We’re fully booked.

: Oh, that’s too bad.

+ Would you like us to put you on our waiting list and call you in case we have

6 —
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a cancellation?

: No. 1 want it at the moment.

: Could I recommend you another hotel that is not full?

: Yes, thank you. I prefer a moderate rate single room.

: Where would you rather like to be, in the downtown or in the suburbs?
: In the downtown center.

: In that case, I would suggest you the Wuhan Asia Hotel.

: Do you know the rate per night?

: Well, there is a minimum price for off-season stay and a maximum price for

peak-season stay. A moderate rate single room at the moment would run you

between $ 35 and $ 55.

: I see. Do you mind telling me what the Wuhan Asia Hotel is like?

: My pleasure. It is the newest hotel in the city. It is rated as a three-star ho-

tel as ours. Ours is better known, but the Asia hotel is less expensive.

: Uh-Huh. One more question, can you tell me its telephone number?
: Yes, it is 027-83789988.

: Thank you very much. I really appreciate your help. Good-bye.

: Thank you for calling us. Good-bye.

Notes to the Dialogues

1. Holiday Inn ff H )5
2. Advance Reservation 1] &f
3. asingle room H# AR

WIE B & BB KER] 42 24 single room (B A 53), double room (A
B), suite(ER) =A%, HPWABEREREZH twin-bed room
with bath, BRXUAXY K 55, & # 4 standard room(Fr#EE B ), 5 — &b
XA B+ 4 a double bed room (A K)o

4. What's the rate? FiftELb?

daily rate HH#r,E @ 4
special rate  FEfY, R E A

5. tub W&, WBEL

shower M

6. a quiet room away from the street NG H7 RS &R EY 18]
7. room availability % B ITHER
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8. deposit 4
9. adjusting a reservation B TIT
10. booking record THITiCd %
11. fully booked B The hotel is full up BFEITITHE T
12. put you on our waiting list IEFBIIAFFBRIME AR ZHE
13. Wuhan Asia Hotel RIXEMKEE
14. off-season % ZE, Al AL slack season
peak-season  HEZE , B 1% on season

a Useful Sentence Patterns

1. Dealing with enquiries from guests
—Would you like a room facing the park/lake?
~—Single or double?
—How long do you intend/plan to stay in this hotel?
—May 1 know your name, please?
—Would you mind telling me your name, sir, please?
~—Would you mind telling me which date would that be?
—When for?
—How many people will there be in your party?

2. When it takes some time
—Just a moment, please. I'll check the room availability.
~—One moment/minute.
—Thank you for waiting, sir.
—Could you wait a minute, please?
—Hold the line, please.

3. Unable to accept a booking
—1I" m sorry, sir. We are fully booked.
—I" m sorry, Miss. We are booked solid on that date.
—I1" m sorry, sir. We do not have any room available for that week.
—I’ m sorry, Miss. We are full up for those dates,but 1 could suggest you

another hotel in the neighborhood.

4. Offering prices

—For a single room, the price would be. ..

—The daily rate is. . .

8 —
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