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Chapter 1 Front Office g

Chapter 1
Front Office

Teaching aims:

1.To be familiar with terms concerning the Front Office

2.To learn some useful expressions in terms of room reservation,
check-in, check-out, bell service,deposit service and information desk

3.To learn the basic procedures of qhecking in and checking out

4.To grasp some skills in making conversations with guests in the
Front Office

Difficult points.
1.How to change a room reservation

2.How to help guests deposit or withdraw luggage

Part 1 Room Reservation & EfiiT

Lesson One Warm-up

Task 1 You're required to write each of the expressions of different room types
under its corresponding picture

single room double room twin room triple room

junior suite deluxe suite executive suite presidential suite
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Task 2 You’re required to fill out the reservation form according to the given

information below
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Chapter 1 Front Ofﬁceﬁ

ERNA K EBREAE2 A BUTEALGRE FEEE -]
AAEBTIE] 2014 4 12 A 23 H—25 H iR A5 HFE

HOTEL BOOKING FORM il i] #

Attention #(: Yalong Bay Mangrove Tree Resort From Hi:

Tel Hi%: 86-898-88 X X 8888 Tel HLj%:
Fax {3 : 86-898-88 X X 8988 Fax ¢
Web-site:  www.mangrovetreeresort.com Emali #ifi:
Address#iil: : = A 5 ik BE B IX
Contact person (% A: Monica ReservationTel/fii 4 i : 86-898-8 X X 8988
Subject 38
[ONew Reservation [JReservation Confirmation [JReservation Amendment
woiE BTHIA BliTEs
Guest name FE&EH
Arrival date FJ% H it Arrival tine % J5
Departure date 2% H it Departure time 2555} ]
Room rate Ji{fr Number of guests & A%
Method of payment i} # 75 3%
Room type Number of rooms
3 A/ e ) Hii

O (RMB900 per room night+RMB11 tax per person per night) standard room
Room cost inclusive of breakfast for 1-2 guests.

Requirements ZK:

[J Non-smokingZe#ff Late check-in ZERA{E [Others A

O Airport pick up Hliz#E#HL
*If no flight information, nopick up service to be arranged.Airport pickup
only available for Official Hotel and Yalong Bay Golf Club.
WA RBEMIEE B, AT LA HIR S R ZHEER T 77 W SRR RAR KRS

Arrival airport kL% : Arrival flight fii#ES:
Arrival date ik H 1Y : Arrival time A [a] :
Luggage{7% (pieces %) : Remarks #7k:
For Hotel Use Only
Confirmation No: Reservation: Date:
Wirs BiTH F 38
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wesson Two Key Sentences

Level 254% Room Reservation Sentences BT A
] Good morning/afternoon/evening, may I help you?
B /A /5 R A 2T AR SR 7
§ May I know your name/phone number, please?
AR AR A Lk 44 / 35 7
Level 1 % How do you spell that,sir/madam?
(1—5) AT PFE e, e/ L7
h Thank you for waiting, sir/madam.
BRI ERr et/ &k
= Could you show me your passport, please?
HATE— T RAH R
6 How many nights will you expect to stay,sir/madam?
P LI WE etk / 12
. Which date would that be? /For which date?
T A R T AR — K 2
S ovel g What kind of room would you prefer, sir/madam?
by SR 14 B3R Ak /4
g Please hold on,I am checking it now.
THRES, RIETES A,
Could you hold the line, please? I'll check our available
10 | rooms.
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g

Level 252%

Room Reservation Sentences TR A

Level 3
(1—15)

11

How and in whose name was the reservation made?

i Il R LA RO 3K, T ER 24 7 B 1 7

12

When do you expect to arrive?

R A N

13

We can only hold the room till 7 p.m.

FMT A BB 5 6] A A0 B S 1 7

14

Is it possible for you to change your reservation date?

TR ] LAUESHUE H e ?

15

I'm afraid we have no standard available. Would you

mind a double room?

FRATRA B 25 BRI, B R — ) KR 5 1 7

Level 4
(1—18)

16

Would you like to make a guaranteed reservation by
credit card? If so,we can hold the room overnight,

G AR H R ORTUE NS 7 SR 5, FRATTHE AT LA
J5 18] g SR B R .

17

I'm terribly sorry, but our rooms are fully booked for
those days.

FEHHHR AL H B P 2T —2 T .

18

May 1 have your flight number, please? We offer free
airport pick up service,

TSRS IS ar g AR 2R LR 55 .

.esson Three. Conversations

Read and practice the conversations in pairs

1. Making a Reservation
R=Reservationist Filii] 5 G=Guest & A
R:Good afternoon, sir.May 1 help you?
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G:I'd like to reserve a room, please?

R:Certainly, sir. For which date?

G:From December 24™ to 26",

R:What kind of room would you prefer?

G: A double room, please.

R:May I know your name and phone number?

G:Jack Peterson and my number is 0898-88352950.

R:When do you expect to arrive, Mr.Peterson?

G:About 5 p.m..

R: Thank you, Mr.Peterson.l’d like to confirm your reservation. You have
booked a double room for two nights from December 24™ to 26™.1s
that correct?

G: Yes, that's right.

R:By the way,we can only hold the room till 7 p.m.on that day.

G:Fine,

R:Thank you,Mr.Peterson.We look forward to your arrival.

2. Changing a Reservation

006

R=Reservationist fii] it G=Guest A

R:Good morning.Room Reservation, What can I do for you?

G:Yes.I have to change the date of the reservation.

R:In whose name was the reservation made?

G:Johnson Howard.

R:Please wait a moment. I'll check it... Thank you for waiting. You've
booked 12 junior suites for a seminar from April 10® to 15", Is that
right?

G:Right,but the seminar has been postponed till 20™ to 25" of April.Can
I change the reservation?

R:Let me check the reservation list. Fortunately, we have junior suites a-
vailable for those days.

G:Great.

R:Then I'll change the reservation for you, sir.

G:Thank you so much.

R:It’s my pleasure.
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B Lesson Four Words & Expressions

Room Types B .

single room #. A 57 double room KK

twin room/standard room XA /#RlE]  triple room =R

suite & 7 junior suite Y1HE 5
business suite %55 5 deluxe suite SEAEE 5
executive suite fTIHE family suite KEEE
honeymoon suite & A £ presidential suite JGE 5

a suite with a sea/mountain/Lake view ¥§ 5% /1115 /i 52
a room with a balcony ## fH & i 53 [8]

Bed Types K#! :

twin-size bed B A B double-size bed A K
queen-size bed K5 XA R king-size bed 4§ K5 WA K
extra bed fE cot 22 JLIK

Other words & expressions H fthi7i[ :

reservationist 1] i discount 741

room rate 4} credit card 1 &

cash P4 payment {5} 3K

flight number fii#-5 pick up service FEHLIK S
local time 4 Hb i [a] available A B, 23 431
confirm #fiA recommend fE#F

extend FEK: cancel HUiH

@ Exercises

1. You’re going to make dialogues based on the following instructions,
Practice 1: Making an FIT Reservation
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For student A

For student B

Guest
Name: Mr.Kim
Purpose: book a room
Request:a sea view suite
Date: from August 20" to 25®
Phone number: 88332599
Time: About 5 p.m.
Way of paying: guaranteed
reservation by credit card (g £
#40)

Reservationist
Greet the guest.
Room types?
Arrival date?
Departure date?
Name and phone number?

How to pay?

Practice 2: Making a Group Reservation

For student A

For student B

Guest
Name: Mr.Brown
Purpose: book rooms for a group
of 15
Request: one suite for its group
leader and 7 standard rooms for
the rest
Date: from June 20" to 25" Charge?
Way of paying: covered by the
company voucher(/ &l {}#%)

Reservationist
Greet the guest.
In whose name?
How many people?
Room types?
Arrival date and departure date?
A15% discount
How to pay?
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Practice 3: Cancelling a Reservation

For student A For student B
Guest Reservationist
Name: Ms. Johnson Greet the guest.
Purpose( H fi]) : cancel a reservation In whose name?
Date: from September 11* to 13™ Date of reservation?
Confirmation.

2. Translation Practice

Practice 1: Translate the following sentences into Chinese

1.What kind of room would you prefer?

2.In whose name was the reservation made?

3.When do you expect to arrive, Mr,Peterson?

4. Fortunately, we have junior suites available for those days.

5.By the way,we can only hold the room till 7 p.m.on that day.

6.1'd like to book a family suite with breakfast from 5™ to 9" of Septem-
ber.

7.How much do you charge a day for a suite with a balcony?

8.I'll be arriving in Sanya early in the morning by air, could you send
someone to pick me up then?

9.Could you confirm twelve twin-bed rooms for five days as a group res-
ervation for our travel agency?

10. Would you like to guarantee your reservation by credit card?

Practice 2: Translate the following sentences into English

LRAZHEALE,

2.7 [ A BTG ?
SR A EHMHIS, REA—TREAZ.
4% A Hrinng?

5. RATSARATUE \TTEHE.

6. 37 o) BT B AT 4 s ] A 7

TAER K, BT A B e TIT—2 T .
8.EMESRE.
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