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Reseruation

Key Points for Teaching, Learning & Assessment in the Unit

g’asic Procedures

¢ greetings

# date of arrival and departure
< room types

¢ name

¢ address

+ telephone number

< confirmation

Zlly Booked

< waiting list

¢ name

¢ telephone number

+recommending another hotel if necessary

Avance Reservation

+ responsibility
+ ways of making reservation
+ procedure of making reservation
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NO
Sample Communication

le | Receiving a Reservation (Basic Procedures )
(R =Receptionist O=Operator G = Guest)

u S

Good morning. Kempinski Hotel. May I help you?
Yes, I'd like to reserve a room, please.

Wait a moment, sir. I'll put you through.

Room Reservation. Can I help you?

I want to book a room at your hotel.

For which date, please?

From October 10th.

For how many nights?

For three nights.

How many guests will there be in your party?

Just my wife and myself.

What kind of room would you prefer? A double or a twin?
A twin, please.

FQRPAFQFQARQAROQO

Could you hold the line, please? I'll check our room availabilities for those days... Thank you
for waiting, sir. We have a twin at 80 Yuan and another at 95 Yuan. Which would you prefer?
We’ll take the one at 95 Yuan.

Certainly, sir. May I have your name and initials, please?

Yes, its Brown T. E.

How do you spell that, please?

B-R-0-W-N

Mr. Brown, May I have your phone number?

Yes, the number is 06-321-5535.

06-321-5535. Is this your home phone number?

Yes, it is.

May I know your address?

Yes. It’s 425 Moon Boulevard, Hattiesburg, New York.

What time do you expect to arrive, sir?

Oh, around 6 p.m. I suppose.

FPQRQRAAFQAFQAAFRQOFI QR Q

I"dlike to confirm your reservation. A twin room for Mr. and Mrs. Brown at 95 Yuan per night
for three nights from October 10 to October 12. My name is Barbara and we look forward to
seeing you.

mSample Il We Are Fully Booked
(R =Receptionist G = Guest)
R: Reservation. Good morning .Can I help you?
G: I'd like to reserve a single room with bath for the Sept. 24.
R: Just a moment please. I'm sorry, Madam. We are fully booked on that date.
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Q

: Oh, bad luck!
: Would you like us to put you on our waiting list and call you in case we have a cancellation?

: Thank you. That’s very kind of you.

: It’s our pleasure. Could you give me your telephone number?

: Yes, My number is 08-65783325.

And your name, please?

: Evelin. Evelin Winthrop.

: Okay. 08-65783325. Miss Evelin Winthrop, we will call you as soon as we have a single room
with bath available. Good-Bye.

TQRQRQR

1. availability [5, veilobiliti] n. ATEH, 745@13«3;3:@
2. initial [i nifs1] a. BAIRY
. &) ﬁ%ﬁjﬁﬁ%ﬂzﬁmﬁ$&
3. confirm [ken' form] v. Wik

(Mary Brown calls to the hotel to book rooms. M = Mary Brown R = Receptionist)
R: Good afternoon, miss. Can I help you?
M: Good afternoon. - CREEVMTRETT L
AEE.)
: What kind of room do you like?

- GREIT = MR — N REE )

R
M:
R: When do you want the rooms?
M: From tomorrow to Sunday, three nights.
R: Wait a moment, please. I’ll check...
Oh, yes, Miss. We have rooms these days.

That’s great.

? GERERIES? )

? (U — TR EIESEITg? )

Ok. 010-82015766.

010-82015766. Can you give me your address, Miss?

AU R AR 1125 2-)
WERTEA 2B E B 352 )

M: Around 4 p.m.

R: Miss Brown. 2FT] =AFRE R
—MNREER, HERHERTHATER+TA -8, =AME, %o )
M: That’s right.

R: Thank you, Miss Brown. - (FA TSR,
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B FRGIRE . B A ARICHID? (FREEA MR AG? )

—HRBTERNIBUETIT &

— AR, RIERESEETE.

—HiTE. A AT AR RS2

—XRHEERFRITA, WAV —AEE IR T 8 M BABEAMS NN, M9 H
I5HE|9H20H,

— B, ILRE—T. 17,

— LERBEE-REZ L

— LEBE AR 130 %58, 1ENARER 150 %5t

—kBRLEEEAG?

—&, WAE, kasHm,

—JLEEZMEG?

—2H. 12 5 AT ILEEM,

—E—F, HIRZERSMT $2g?

— K, Sod. HEIROAREMKRS . B+ 2ERET?

—&AAT, .

—Se4k, ERE A ABFE?

iy

1. Make a call to a hotel to book a room or rooms. Be sure to mention your requirements, the date

you’ll arrive and the time you expect to stay. Also, don’t forget to inquire about the price.
2. You call to a hotel to reserve a room, but the clerk tells you it's already fully booked. What will
you do?

Related Background Knowledge
m Reading Material Advance Reservations
The advance reservationist belongs to the front office department. He / she works at the front desk
by the lobby. His / her job responsibility includes answering questions concerning reservations,
booking and assigning rooms for guests who request rooms in the hotel. He / she also takes reservations,
cancellations and revisions and writes and sends out the hotel’s letters of confirmation.

Advance reservations are made in different ways some people send reservation letters to

the hotel, others go directly to the hotel and make reservations in person or call the hotel and make
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reservations over the telephone,(But it is usually necessary for guests who make reservation by

telephone to confirm their booking in writing.) still others telegraph the hotel for rooms.

Today, facsimile reservation has become more popular. This is because, with Fax, the communi-
cation is instantaneous. Messages can be sent and received from one corner of the world to another in
a matter of seconds. The hotel can confirm a guest’s booking immediately with a reply Fax, and the
in-coming Fax from the guest can be kept as the confirmation of the guest’s booking. Thus much time
and paper work are saved.

A recent development in the hotel advance reservation business is the introduction of a
computerized reservation network linking the different hotels in a hotel chain with each other, with
major airline seat reservation systems and with the computer terminals in the offices of important travel
agencies. Thus the guest’s reservation is very much facilitated. For now the guest can simply go to
either a travel agency or an airline office or a hotel and have all his travel arrangement made.

When a reservationist receives a reservation request, he / she first checks the hotel’s booking
situation and see if the hotel has any vacancy during the specified period. If the hotel is able to accept
the booking, the reservationist would fill out a reservation form and record the information in a

_reservation diary.

The advance reservationist works in the lobby.

One of reservationist’s works is sending out letters of confirmation.
. There are many ways to make advance reservation.

. Facsimile reservation is the most popular way of reserving in hotel.

. Computers make reservation fast and convenient.

1. What do reservationists do in their work?

2. How many ways of reservation mentioned in the text? Do you know aﬁy more?

3. Imagine if a reservationist receives a reservation call but the hotel has fully booked, what should
he / she say?

4. If he / she accepts a reservation, what should he / she do?



