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® What is a reservationist?
* What does he or she do everyday?

® Would you like to be a reservationist?
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P P Reservationist

» Book, change, or cancel reservations;

» Be familiar with the opera system and phone system;

« Verify customer information and payment options;

» Answer inquiries of room rates, outlets and room locations;
e Handle all guests’ special requests.

Conversation

1Ring a Reservation

(Scene: John is making a reservation at the Reservation Center

through a long-distance call.)

(A= Amanda, Reservationist; J=John, Guest)

A: ABC Hotel. Reservation Centre. Amanda speaking. How may |
help you?

Great. Please hold the room for me.
Certainly. May I have your name, please?
Yes. John Smith.

J:  Hi, I’ d like to book a room during the international conference.

A: Sure. What type of room would you like?

J: I'd like a single room. How much is it for a night?

A: It’s 1200 yuan per night. New Words
J:  Ok.I’ll take it. Is breakfast included? reservationstte DS T

A: Yes, a buffet breakfast is served on the 3rd floor. conference n. £, &
J: buffet n. & B4

A:

J:

Eiz



& Unit 1 Room Reservation ‘

A: Ok. Mr. Smith, I’ Il also need your credit card number and
o creditn. f& Al , A
expiration date. expiration . # 1t , ¥1%

J:  Fine. The credit card number is 3728 024906 54259, and the
expiration date is 02/24.
:  Right. I’ ve made the reservation. We look forward to your coming.
J:  Thank you for all your help.

.

Confirming a Reservation

(Scene: Amanda is confirming a reservation with Tom at the Reservation Center.)

(T=Tom, Guest from a travel agency; A= Amanda, Reservationist)

A: ABC Hotel. Reservation Centre. Amanda Speaking. How may I help you?

T: Hi, Amanda. This is Tom from Sunshine Travel Agency. I am calling to confirm our
reservation.

Hi, Tom. Which booking is that, please?

It’s the group reservation for May 5th to 10th.

One moment, please. That’s 20 double rooms, sea view rooms.

A

That’ s correct. And don’ t forget the rooms should be adjoining
ones.

Ok. We '’ ve blocked off the 18th floor.

That’s great. What are the charges again?

it

For a double room, it’ s 1500 yuan per day. We offer a 10% %§

discount for group reservation.

Great. Can you confirm my reservation now?

OK, I'1l have the confirmation number in a moment.

— New Words
It’s confirmed. The confirmation number is T2391, T for Tom. confirm v, £, A%

Thank you, Amanda. adjoining adj. w4 #y

: block off £ 4,
You're welcome, Tom. Look forward to seeing you. charg: “ i: it

discount n. # 0

A=
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« Conversation 3

Canceling a Reservation

(Scene: Amanda is receiving a phone call from Mrs. Scott who wants to cance! a reservation.)
(S= Mrs. Scott, Guest; A= Amanda, Reservationist)

A: Hello. Is that the Reservation Desk?

A:  Yes, it is. This is Amanda. How can I help you?

S:  Oh, hi, Amanda. This is Mrs. Scott. I made a reservation in

your hotel last week.

?’

Mrs. Scott, just a moment please. Yes, it is for four nights,
from the 14th to 18th.

That’s right. I’ m very sorry, but I want to have a cancel.
That’ s fine. Would you like to modify it? New Words

No. You see, my husband couldn’ t be with me because of his cancel v. UK , #F B
modify v. &

business trip. business trip # 47 4T
I am sorry to hear that. postpone v. #E i, 1R

So I’ ve decided to postpone my trip.

w

w

I understand. I’ ve cancelled your reservation, Mrs. Scott.
Thank you, but will there be a cancellation charge?
No, because you’ re canceling more than 48 hours before the date.

S R

Thank you so much. I’ 1l keep your hotel in mind.

Useful Words and Expressions

outlet O How long will you be staying? & 783X JLIEZ A ?
opera system 1T & % Let me check. F KAz — T,

payment option 3z 7= We have a vacancy. H{1E =%,

room rate 7t There are no rooms left. KIIELXEZET -

room location 558 & We are sorry to inform you that... R ERAE -+

free parking £ % 15% We look forward fo serving you. FH#AF B EARSSo
high season FEZE We are completely full now. F{ B EEEHELTNTH T .

%4



4 Unit1 Room Reservation ‘

low season X2 I’d prefer a view of the city. R E— MU RE,
half board plan 378  1'd rather be on the top floor. R EREERSE.
full board plan £&7 | want a non-smoking floor. FA8 7 THREE .

Arrival Date: 3%/& A M :
No. of Nights: #14£ X #: | No. of Rooms: #4454 : | No. of Adults: M{iﬁ‘i/‘eﬁ
No. of Children (under 12 years): 44> 38 (12 % A F

m Single A 4]

m Double A Jd]

m Family % J& 5

m Executive Suite 7T # £ 5
m Presidential Suite & 4.2 5

Rate B

@ European Plan (room only) R&R&(RME—) : g
m Continental Plan (bed & breakfast) kfﬁi\ﬁt&‘(ﬁ%ﬁﬂﬁﬂ?i‘) B ;
= Modified American Plan (half board) # % % &m&(ﬁ%+ii.#i—+%)
American Plan (3 meals) %ﬂ.ﬁé(ﬁﬁ*%%?‘%*&*&%)

Confirmed. EaﬁZﬂ\ﬁ?T Yes =& No 5
Reservation Clerk: 73T i Date: B 23

S8
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Confirmation Mail ##A &

Mr. Tom Wilson
Sunshine Travel Agency
24 Park Lane, New York, CA 94112

Dear Mr. Wilson,

We are pleased to confirm your reservation for May 5—10.

Your confirmation number is: T2391.

Your reservation details are as follows:

® Room type: 20 double rooms (adjoining ones)

o Total stay: 5 nights

e Meal plan: MAP (half board)

e Rate: 1500 yuan per night (10% discount for group reservation)
e Special requests: fresh flowers in rooms, parking, early check-in
Thank you for choosing the ABC Hotel.

Sincerely,

Alice Wong
Reservation Supervisor

Abbreviations and Technical

ADR: Average Daily Rate B 35 B CRS: Central Reservation System P 33T & %

EA: Expected Arrival it %] J& ETA: Estimated Time of Arrival it %] J& & d)
ED: Expected Departure it & J& ETD: Estimated Time of Departure it & /& &} 4]
FO: Front Office 77 /7 ¥ FOM: Front Office Manager A /T 3} 4 22

GRP: Group H & : HF: High Floor & &

LF: Low Floor 1& & - RES: Reservation 17T

RM: Room 4 ] "~ R/N:Room/Night il 7

RR: Room Rate 5% RSVN: Reservation 3T 3f

T/A: Travel Agent AT VCRO: Zu;}u; ge;t;l Reservat‘lgpr Office 3T

&6



