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This chapter concentrates on the department of reservation. In Part 1, you’ 1l read ABC
about reservation with computer software as a warming-up exercise. In Part 2, job description of
working staff is provided for you to have some basics about the responsibility of each job at
Reception. In Part 3, you’ Il watch a short video about the hidden fees of a hotel you may have
neglected when you make a reservation. In the next section, Part 4 will provide some situational
dialogues for you to practice the reservation skills based on different scenarios in the hotel. Part 5

includes additional exercises to enhance your knowledge and skills of the reservation task.
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. Part One: ABC for Hotel
D iR

Reservation with Computer Software FAHE AR I IT 5 /&

hospitality / hospr'teelot)/ n. 44 ik automate /'o:tomert/ v. B 4L |
track /trek/ n. $LiE manipulate /ma 'nipjolert/ v. 324 ; ‘
integrate /'mtigreit/ v. %4 availability /5, verla'bilati/ n. 7T A % | %
beforehand /br'fo:hend/ adv. F 53k facilitate /a'silitert/ v. 423 B
| intuitive /m'tju:ttrv/ adj. B89 interface /' mtofers/ n. R |
| multiple /'maltipl/ adj. % # 8 folio /'favlion/ n. WA ; # % )

e e . =

With the growing competition in the hospitality industry, the need for effective and efficient
management of the hotels, motels, and lodges is being felt by their owners. Hotel reservation
software is truly a boon for the hoteliers looking to provide 100% customer satisfaction without
having to work really hard for the same. The software not only helps automate the process of
reservation in the hotel, but also helps the efficient management of the same.

Whether it is making reservations, bookings, billing or keeping track of the customers, the
hotel software provides everything at just a few mouse clicks. This software is principally created
to suit the requirement of the hotel management and can be easily installed and manipulated
according to the specific need of the hotel. Software for hotels primarily runs on Windows, but
can be developed to suit user requirements. The functions performed by such software include
room reservations, bookings, customer check-in and check-out, the integrated statement for all
customers and hotel billing. Benefits that can be derived from such an application include:

& save the processing time;

& easy and quick reservation;

& keeping track of customers’ information.

The most prominent software is the hotel reservation software, which features dedicated
room booking and reservation utilities. It helps to store the information regarding room
availability and expected duration of stay of the occupier. This will help the customer to have a
beforehand report on the availability of rooms and booking status. Nowadays, hotel reservation
system is integrated with online access provisions, facilitates users with online booking and
reservations, and provides a unique and intuitive interface improving the way that the web is
used. Other additional functions include:

&‘) guest room reservation;



&=

group operations and management;

%

authorization of credit card;

seasonal rates setups;

G EG

multiple currency payments;

5

daily room and revenue report generation;

= =

& guest arrival list and guest folio;

& receipt generation.

The hotel software can be employed in front desk department, housekeeping department,
reservation department and accounts department of a hotel in order to organize proper hotel
activities and day-to-day operations. This capability offers a wide range of adaptability that satisfies

both the customers and hotel personnel.

Based on the above passage, decide whether the following statements are true or false.
Write T for true and F for false.

1. The hotel reservation software can be used in many departments, including front
desk, F&B and conference.
2. The hotel reservation software can suit not only Windows system, but also tailor

other requirements.

3. The hotel reservation software is designed to help both reservationists and hotel
customers.

4. Reservationists are able to access internet booking through the hotel reservation
software.

-/, Part Two: Working Staff
Tt LR

1) Listen to the job description of each one in the department, correct the mistakes
and put the right ones in the blanks.
(1) Reservation Manager works closely with the hotel sales team to change room rates
depending on seasonal demands and revenue requirements.
To liaise with central reservations to regulate new rate plans and promotions.
To liaise with travel agents, the Revenue Manager and the Room Division Manager.
To assist the sales team in fixing their rates.
To maintain the in-house reservation systems.
To forecast guest cycle.
In smaller hotels they may be directly involved with room sales.

a.

b.

| Jeydeyd
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(2) Rese ni=i makes and confirms customer reservations, reports to Reservation Manager.
To deal with guests over the telephone.
To take and output data.
To negotiate rates in hotels.
To up-sell, or offer a less expensive house to the customer.
a.
b.
HSCHRR -
T 53 s AN B B BUE , [ BUE 2B 5T, FEIRTTA AL BB Bl
BT %'Jﬁfﬂﬁ*)\]"ﬁlﬂn B 5 VR A 5 B SO U 4R At A A% BE 5 B
IZIEIR

(3) Revenue Manager tracks the space rates of bedroom and conference offered by
competitors, and makes sure rooms are sold at the right price and the right time to the
right people.

To analyze booking patterns and market trends.

To monitor competitor s performance.

To carry out effective loyalty management.

To initiate promotions to generate business at critical moments.
To forecast cash flow.

To liaise with the sales teams, reception and the General Manager.
a.

b.

“P)‘C%n?:

'- I8 ERTE X F 19 BN A2 BUF B A% , B RASTE IS B9 55 6] LAS 4
a@m% TERR I SL 2540 M . ERBSTA M BUT IS AT %
T2 S EROL ; A ROt TIOR8 5 e S SR 2 (e 4 5 T ik s -5 B B 48
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\2) Listen again and discuss the job description of the post you wish to hold in your
career.



0 Part Three: Video for the Hotel
AL =. ERB

Hidden Fees of a Hotel (EIEBIPEAKFT FA

[/
"k
i

|
|
|
1
1

| domestic /do'mestik/ adj. B A #) restock / ri:'stok/ v. K
|| tack /tek/ v. Bt Am gym /dzm/ n. & % 5
waive /weiv/ v. 33, ER accommodate /2'komodert/ v. #AEEE

-

occupancy / ‘Dkjapansi/ n. & F

amenity /2'mi:not1/ n. 2#]% &, ¥ 5o grill /gril/ v. # ¥

exorbitantly /1g'zo:bitontli/ adv. it & &

A} Watch the video twice, and decide whether the following statements are true or
false according to the video.

1.

When you book your hotel, you do not know some hidden fees. For example, many
hotels charge an occupancy tax.

Resort fees are your regular room fees, and they also include the fees of the gym,
the spa, the pool, etc.

A hotel won’t waive the fees if you don’t ask. And it makes customers unhappy
and surprised.

If you want to book a hotel, you had better ask the details about the fees.

There’ s usually one service book on the hotel desk, and it will indicate whether

there is a fee generally associated with that.

B } Watch the video again, and answer the following questions.
1. What kind of hidden fees are commonly found on hotel bills?

2. What does “resort fee” include? And how is it calculated in guests’ bill?

3. What could you do to avoid the fees?

4. What could you do to make sure you don’t pay the hidden fees when you book a hotel

5. What is the attitude of the hotel if you don’t use the services?

| Jeydeyd
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., Part Four: Dialogues in the Hotel

Scenario 1

Take Down Reservations & F# ¥ IT

z\) Listen to the dialogue carefully, and complete the following conversation with what
you hear.
Reservationist(R): OK, Mr. Appleton, let me just confirm the details of your reservation.

You have reserved (1) at $297 a night for six nights from Friday
21st May. The reservation is made under you, Mr. Jason Appleton. This price includes
2 . However 15% of tax on top of the price is excluded. Your

contact number is 632-753-255. Is everything correct?

Jason Appleton(A): Yes, that’s correct.

R:

The reservation is made for you, Mr. Appleton, there’s one more thing 1’ d like to ask.
And it’s very important to suggest you (3) , since May is one of
the (4) , we receive many reservations each day. If you can
guarantee your booking we can make sure the room is guaranteed for you even if you

arrived late during night.

: OK, how do I guarantee my booking?
: Mr. Appleton, there are usually (5) to do that, you can pay one

night’s amount in cash to the hotel prior to your arrival, or you could send us a cheque,

or the easiest way is to leave your (6) ~ details now.

: I'll give you my credit card details.

: Very well Mr. Appleton, I’ m ready now.

: It’ s 7123—065—077—4376, American Express, and (7) 1s June
2015.
: Fantastic. Mr. Appleton, I’ ve guaranteed your booking, your (8) o is

657 560 346. 1’1l send the confirmation email to your address in our system, just to (9)
. Is it still J.Appleton@cheerful.com?

. Yes, it’s correct.

: Is there anything else that I can (10) ?
: Nothing I can think of now. Thank you!

: Thank you for calling Hyatt Regency San Francisco.

\% Divide your class into groups of two or three students, and do the dialogue again.



Scenario 2
Keep Updates FR#ZF X2

(A) Listen to the dialogue carefully and write numbers in the blanks to show the correct
order of the conversation.

Jason (J): I need to add one more room to my reservation. 1

J: I’d like to change a reservation. 2

Receptionist (R): How would you like to amend your reservation, Mr. Appleton? 3

J: No, I want a standard twin for this one. 4

R: For both rooms? 5

R: Anything else? 6

J: Yes, were planning to visit Alcatraz for the last 2 days. 7

R: Room Reservations. May I help you, sir? 8

R: In whose name was the reservation? 9

J: Jason Appleton. 10

R: The same room type as your first booking? 11

J: I need to change my booking to 4 nights instead of 6. 12

R: Wonderful. It’s all done for you. 13

9) Role play: One student plays the role of waiter while another plays the role of Jason.

Scenario 3
Ask for a Discount BE:R3r3n

t‘} Listen to Dialogue 3 and fill in the grid with correct information.

Price of the Room Discount (Yes) or

Name of guest Length of the stay
room preference (No)

/Q Listen to the dialogue again, and do a situational dialogue with your partner.
Front Desk(F): Royal Hotel, can I help you?
Jason(J): Yes. I need a room for three days from May 10 to May 14. Do you have any vacancies?
F: Yes. What kind of room would you like?
J: 1’ d like a suite with an ocean view, please.
I': No problem, sir.
J: How much will that be?

| 4a1deyd
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