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Unit1 Room Reservations

‘8?5‘ Key Points Teaching, Learning & Assessment

@ Subject Description

B BT R A E L& —3F, FUTEAT g
REREZMIEE, WTHIE. 5. RER. k& Il
TR RS EERTEL QQ F. RHEFITHE
BBHZREES: BAPE LK, thEOLER; B
AN, HAETEEd. ke, THEAR S
EREAZANBEENERE. BAEGERE
WeE. Hik, 1ER—&EKE GRS A R
XENET Wik,

@ Teaching Objectives

After learning this unit, you will grasp:
1. The service procedure to room reservation for guests, including telephone reservation,

written reservation (such as email). A& ATE RS TR, B BiEHE . 5 HE (Fl
4 BT HR A

2. How to ask detail information to the guests, and give some useful suggestions to the
guests according to their requests and make the confirmation for the reservation. #£ %141
THE, HFESMBEEANFTRBHATELEENEN, URAZABHLABUIEE.

3. Have ability to communicate with guests by related sentence pattern about checking

in skillfully. &% MExiz A RERIREKIERME AL
* Key Points in the Unit

Seven Steps to Room Reservation

®  Greet the guest. [EZ A b 4F.

®  Ask the guest of the reservation information. ] a7 A FFIFIT(E R -

The date of arrival and departure. 2% A 213 F1 58 711 /5 165 8]

The number of guests. 1/ K A%,

The room type and the number of rooms. 2 A BT Z i) 55 A 55 (B 45

® Search for the room available/needed in the computer. 7Ei+5 Ml L& H/FT
& B 55 1]

®  Get the following information from the guest. \Z A E KB FFIE R

The name of the group or name of the guest. 7% A 142 58 1 BA 42 #K

The guest’s telephone number. 2 A M 15555,

The contact name and his telephone number. 81T A4 K iS55,

® Confirm the reservation. HiAFiiT .
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®  Express your wishes. & ARRFHE .
® Form the reservation record. F&RTRITiC3

Basic Factors to Room Reservation

® K N\ 4 (Guest Name)sk [# B\ & #K(Name of Group). %5 (Code)-
® RiT A% 4 (Contact Name). EX & H 1 (Telephone Number). H.{7(Company

Name) % Hiv ik (Address).

® JIiE%FH K (Room Type) X ¥ & (Number of Rooms).

® A X(Number of Guests).

® [E#E(Nationality).

® f/EJE H #i(Date of Arrival/Departure). B [](Time of Arrival/Departure) & A%
K #(Length of Staying).

® It A& (Discount) &£k 75 F(Payment).

® ] AE XK LRE B [E] (Cut-off Time).

® HEXEEFITAE., HBUHTIT I E (Agreement on Reservation Amendments/
Cancellation).

‘ﬁ) Tips

B A 2REE 6 ik OBERARSE. BEEH QBEMRSAE; OBIKR
JBikA. BARBARE, @BENFTERE CRBERFREATENKE; OFFFL.

'ﬁ Simulation Training

Situational Case
eé Case 1

Receiving the FIT Reservation

(S=Staff G=Guest)

: Good afternoon, International Hotel. Room Reservation. May I help you?
Good afternoon. Id like to reserve a room for next Monday, the 20"
How many guests will there be in your party?

Just my wife and myself.

And what type of room would you like?

A double room with twin beds, please.

7]

Please wait for a moment. I’ll check our room availabilities for those days... Thank
you for waiting, sir. There’s a double room at 288 US dollars per night. Will that be
all right?

G: Yes, that will be fine. Thank you.

With pleasure. May I have your name and telephone number, please?

G: Yes, my name is Tony Brown and phone number is 0064-021-85599.

w
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L R T T T

S: Thank you, Mr. Brown. Let me confirm the detail with you. You’ve reserved a
double room next Monday, the 20", and your telephone number is 0064-021-85599.
Am I correct?

G: Yes, exactly. Thank you.

S: Thank you for your reservation, and we look forward to seeing you. Goodbye.

Q’ Case 2

Group Reservations

(S=Staff G=Guest)

S: Good morning, Days Hotel. May I help you?

G: Good morning. I’d like to reserve 10 standard rooms with your hotel for some
professors.

S: What date would that be?

G: From 10" to 15™ of June.

S: A moment, please, sir. I’ll check the reservation record on the computer...Thank
you for waiting, sir. I can confirm 10 rooms for those days.

G: Thank you. How much is a standard room per night? And how do you discount for
the group reservation?

S: 180 US dollars. We’ll give you 10 percent off for the group reservation.

G: That’s fine.

S: May I have your name and phone number?

G: George Brown, phone number is 0064-21-2378966. ;

S: Let me confirm the detail with you. 10 standard rooms with twin beds from June
10" to June 15,

G: That’s right.

S: Thank you, Mr. Brown. We look forward to your arrival. Goodbye.
of Tips
FE T F LK X Ok i M 3T (Simple Reservation); @# A4 3T (Confirmed
Reservation); ®4R4EM 7T (Guaranteed Reservation).
Q‘ Case 3
Fully Booked

Context: A guest is calling to reserve a single room. The reservation clerk receives him.
(S=Staff G=Guest)

S: Good morning, reservations. May I help you?

G: I'd like to book a single room for 20" this month.



Unit 1 Room Reservations

S: A moment please. I’ll check if there is a room available for that day...Oh, I'm sorry,
sir. Our hotel is fully booked on the day, because it is the peak season.

G: Oh, that’s too bad.

S: Would you like us to put you on our waiting list and call you in case we have a
cancellation?

G: Thank you. That’s very kind of you. But could you recommend me another hotel
that won’t be full?

S: Yes, of course. Where would you rather like to be, in downtown or in the suburbs?

G: I prefer a place close to the city center.

S: In that case, I would suggest that you try Days Hotel. The phone number is
800123123.

G: Thank you very much. I really appreciate your help. Goodbye.

S: Goodbye and thank you for calling us.

Q. Case 4

_ Canceling the Reservation
(S=Staff G=Guest)
S: Good morning. Room reservation. May I help you?
I’d like to cancel a reservation.
In whose name was the reservation made?
Sunny Black.

A moment, please. I’'ll check the computer. Thank you for waiting. I’ll cancel Ms.
Sunny Black’s reservation from 2™ of December for 3 nights. We look forward to
another chance to serve you.

G: Thank you. Good bye.

Common Words

reservation [ireza'veifen] n. T

reserve [ri'za:v] V. T

FIT reservation BEIT

twin [twin] adj. K

available [e'veilabl] adj. BZEH
availability [a.veile'biliti] n. BIEEE::0p i
rate [reit] n. g, %A
group reservation/booking BT 5

initial [i'nifel] n. 242 KR s B
flight number CYHOAEE S



arrival time

in the name of
confirm
confirmation
percent

discount
expense
peak/high season
cancel

Notes to the Dialogues

[ken'fa:m]
[.(konfa'meifen]
[pa'sent]
['diskaunt]
[iks'pens]

['keensal]

1. Receiving a FIT reservation. 8 iT .
FIT: Free (Foreign) Independent Traveler, normally requiring accommodation only.

%, B RATEEERS.
2. What type of room would you prefer? #3 Z8Eff 55 %1 2

T B 55 B 2
L YNLI
KPR IE]
XK (8]
EYNL
HEEH
mi% &
HEAER
ERE
REEp
BGER

Functional Sentences

Single Room
Double Room
Twin Room
Triple Room
Junior Suite
Business Suite
Duplex Suite
Connecting Suite
Deluxe Suite
Presidential Suite

FRAT E A X

1. Do you have one single room for two nights?
AT — AR Np, ERAK L, ATRAg?
2. How many nights do you wish to stay?

EAREELI?

3. Which date would that be?

BATHEH ARHR?

4. How many guests will there be in your party?

B—TEZOAN?

n./v.

HEA R E]
BLGEA) 14 3
ik

ik

4

74
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5. May I know your name/phone number/E-mail?
Re S IR BRIE B/ s/ E R ?
6. Could you hold the line, please? I’ll check our room availability.
EREREY? WRE—-TREHZFME.
7. Would you like to make a guaranteed reservation by credit card?
TREERGERFRERIUTG?
8. I'd like to confirm your reservation.
RAEBHFHN— T EETT .
‘BHMIGT

1. May I have your airline and flight number, please?
B EIFREE RN ZE A T MBS LG ?
2. We offer free transportation to and from the airport.
AR AL o B HINLIZIZDAR ST
3. We have a counter at the airport where our representative will escort you to the car.
BNENSZEEES, B aaRRPEELE.
4. Do you know your arrival time at X X X Airport, sir?
TR AE SR X X X L35 i e g 2
5. Do you mean local time?
S48 1R 2t e ] g 2
6. We look forward to serving you. Have a safe trip.
BV RENE RS . RE—BRTF&!
5 617055 L R

1. What kind of room would you prefer?
TR AR FER?
2. T’d like to reserve a room with a sea/mountain view.
RABIT —REHRHE/ LR BE1E .
3. I’d like a room with a very large bed/balcony.
AR —[HA KK/FH & B 55 .
4. Certainly, sir. We’ll book you into a room with a Queen-size/King-size bed.
Ui, . BATAEEIS—EH KSR/ KSR .
B A4S SR

1. A single room is 80 US dollars per night, with 10% tax and a 10% service charge.
B NE R 80 T8, SMIN 10%AIBLEH 10% RS %% .

2. We have a double room at HK$800 and HK$1 000 available. Which one would you
prefer?

BATE M ALLE 800 TTHE A 1 000 T T I KHKIA], 48 B XKW —Fhg ?




. I’m afraid we have no credit arrangements with your company. We will need an

advance deposit by bank draft or in cash before the reservation date.
BEEMNMRARDEREEARROIE, BHETITHHHAZA, BAERR
TICRSARSERTE.

. We offer special rates for your company, sir. For a single room, there is a 15%
discount.

BAVAR AFRMRO, B4, BABRLIT 8.5 7.
T8 2 19 55 o) B R BRI JE

. I’m afraid we have no twin rooms available, but we can offer you a double room.
BITBHEAZREKE T, HE LARGESE—RIKKE .

. I’'m afraid we have no suites available. Would you mind a twin instead?
BIMNBHBEZRHER T . BAEBOTREG?

. I’m sorry, but we are fully booked for those days as it is the peak season.

Rk, FARMEZ, B (ERZEEHBEITET .

. Is it possible for you to change your reservation date?

&R AT LB AR TT H 0 ?

. This is the busiest season. I’m very sorry, but could you call us again later this week?
We may have some cancellations.

BERMEZ, EHHAN, ERFEXNARETHIELRFG? TRESH AR
HHT .

. Can you book me into another hotel in the area?

RIANHE] CAFE 2t AR IT 73— 2K ?

. We hope we’ll have another opportunity to serve you.

BAVARF T IREENE RS -

HIATRIT

. Is this a new reservation or a confirmation call?

BRXABIERFTHITT, ERBEATTVE?

. Your room is confirmed.

BRTLT CL8 2.
. I’'m afraid that we have no record of a reservation (for that date) in your name.
B RATEH EIRKIT FiEF.

. When did you make the reservation?

A ARHMERTOT H?

. In whose name was the reservation made?

R U2 FHTH?



Unit 1 Room Reservations

AENESU/BHAE KT

I’d like to extend my reservation for one more night.
RAEKHOT BIEK—HE.

We’ll extend the reservation for you.

R N ERATT .

I’d like to change/cancel a reservation.

P SUBUH — AT .

Certainly, sir. We’ll make the change/cancellation for you.
LBRT UL, . RITSAEESUBUEHUT .

>
QQ’Q Classroom Activities

Activity I Complete the Following Dialogues

Changing the Reservation

Context: Miss Green, a local travel agent, has booked rooms in Huatian Hotel in the
name of Tom Smith. But due to the new schedule of negotiation for changes in the booking,
he calls the reservations again to alter his reservation.

(S=Staff G=Guest)

S:
G:

G:

S:

Good morning. Huatian Hotel, Room Reservation. How can I help you?
Yes. This is Tom Smith calling from New Zealand.

(BAEH—THE B )

S: How and in whose name has the reservation been made?
G:
S: Please wait a moment. . (RE—TiEWML. ) Thank

(ARRAI A AEM _EFEH] . )

you for waiting. You’ve booked 10 standard rooms for silk trade negotiation for
April 7% 8™ and 9", is it correct?

Right, but the negotiation has been postponed until 4™ to 6™ of May. Do you think
it’s possible for us to change the reservation?

Let me check the reservation list. Fortunately, we have just 10
(FRHE[A]) available for the three days.

: Very well. And we’ll book a business suite as well.

Mr. Smith, you need 10 standard rooms and a (BEE
&) altogether from 4™ to 6™ of May. Is that right?

Yes, it is. Thanks a lot.

It’s my pleasure. Goodbye.

Activity I Change the Following into English Orally

BiF! WERE. AHAT AR TEG?

— RN RETT 5 -
—iEME, ERESEERTE.




—WiER, REEAEMHAHA?

——iX A& X X EFRRAT L, BAVEA—DNEERFERIT 6 N E A RFIFE A (6],
M1H1HZ1H8H,

—iFfE, BE—TFIHEN. ATUHE.

—— B — 1 L2

—— A\ 8] 150 Jt, XUAT[H 230 Jjt.

—RRBEEENG?

AN, BRBREA38 T, BEAEHAEKRG?
—®HAT, B,
—4 &, EEEUALLZFE?
—5K4,
&R R 75 e ?
——X X X-85611860.
— BT T 6 MEANEAM 2 AMNWAR, W1 H1HE 1 A8H, BHEERHBIE
X X X-85611860, Xihg?
—& .

— R ERRE, R RAERS. B!
Activity IIl Make Dialogues According to the Given Situations

Role-playing 1

Guest: Your name is Bill Brown. You’d like to book a single room with a shower for
October 5" and 6"

Clerk: You answer the phone and accept the booking.

Role-playing 2 :

Guest: Your name is Tom Smith. You want to book a double room for September 30™
As the hotel you are calling is fully booked, you’d like to change to another one.

Clerk: You answer the phone and refuse the reservation. You can give him some
suggestions.

& Extended Reading

General Introduction to Hotel Management

1. Hotel management is a complex process.
It involves planning, organization, administration,
controlling and coordination of a variety of
resources, say, personnel, finance, material
goods and information. Hotel management is, in
the first place, an economic activity with the

double efficiency objectives, both economically

10
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and socially. Furthermore, hotel management is more likely to bean active coordination
between inner and outer resources to achieve balance. Hotel management, therefore, carries
five basic functions, namely, ‘“Planning, organization, administration, coordination and
controlling” respectively.

2. Planning: This function concerns estimating future tendency on the basis of close
investigation, setting up objectives, and afterwards formulating a detailed schedule to fulfill
those already-made objectives. Planning stands at the doorway of hotel management, for
appropriate planning ensures a foreseeable and objective-oriented management and ensures
timely solution to any question coming up in the process of management.

3. Organization: It refers to be establishment of efficient management system with a
view to making good use of hotel resources. Organization could be interpreted on four
different layers. For one, it is feasible organization structure with clear-cut department and
managerial levels; also it means a whole and effective system in which definite duties and
rights of different units are allocated and coordinated with harmony; thirdly, all hotel
resources are organized and adjusted with real need in each period; and lastly, that is the
general organization of overall activities and separate activities.

4. Administration: This function aims to promote the activities of separate department
and persons under the orders given by superiors. The order or instruction, reflecting the
general decision of the hotel, is carried out in the form of language, either oral or written by
one or several managerial personnel. Administration, differs at different positions. Strategic
decisions belong to top management while partial decisions are made on department level,
as are supposed to be timely, exact and plenty.

5. Coordination: Managerial personnel make an effort to adjust and interrelate different
business operations within the hotel to ensure all departments to develop harmoniously for
the overall objectives. To realize this, there are two necessary synchronisms. One is personnel,
that is, to coordinate personnel relationship. Interests of single department or unit often outweigh
overall goals due to different views people hold. Several ways are available to settle this
issue, say, communication, discussion and even rules designed for coordination. The other
synchronism is required for operation, as different department or unit cannot be sure to work
with the uniform rhythm as they are doing something of different nature and requirement.
Such synchronism may be achieved by coordinating effort in terms of work quantity,
procedures, operation rules and environment.

6. Controlling: It is to inspect and supervise how well the planning has been going on,
as is crucial for the accomplishment of objectives. With this function, potential and real
problems could be promptly ratified. Controlling is put into operation throughout the whole
business process, consisting of pre-, mid- and post- controlling. Pre-controlling is to eliminate
foreseeable problems before operation begins and take precautions. Mid-controlling is based
on efficient feedback system to spot and rectify problems promptly while the operation is




going on. Post-controlling is undertaken when the operation comes to an end. Business
results are compared with already-made standards, and in case of deviation, redemption
methods should be rightly available.

Questions for Discussion

1. What function does hotel management involve?

2. What does planning concern in hotel management?

3. What does organization refer to?
4. What does administration aim to do?
5. If you were a hotel manager, what would you do to manage the hotel?

54 Exercises

I. Give the terms or phrases according to the meanings.

1. promote A. the regulation of diverse elements into an integrated and harmonious operation
2. coordination B. judge to be probable

3. estimate C. give a promotion to or assign to a higher position

4. interpret D. watch and direct

5. ensure E. be in a relationship with

6. interrelate F. the trait of practicing caution in advance

7. supervise G. the inherent capacity for coming into being

8. potential H. something that interests you because it is important or affects you

9. precaution L. be careful or certain to do something; make certain of something .

10. concern J. give an interpretation or explanation to

II. Translate the following sentences into English.

32 200 SSUAEhE SRR L D -ba, e

HERAZRBE, WAR. MF. ARMENEER.
EEN\ AEAEAFHRE R R RES, HE HAR.
PRITEL LA AT AR AT 2 2 ?

RS E NAZ S L HER . FE

EEE BN RES AN SRR UL RS B AR
S BN T LA NG — K552 TAE.
FHRIEERENNERE.

Fxf bRk B CAB I B R A A ED RR Z)

. FEWRE, BABRTAESLASh, EWT A SRR % L %

10. M TAEAEHSS 71, LUHIREHASS &

1z




