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Unit One Room Reservation Z§EHii]

les1snn Types of Hotel Accommodations = =

# Al Vocabulary: Types of Hotel Rooms

single room: room for one person with a single bed.

- double room: room for two people with one double bed.
twin room: room for two people with two single beds.
triple room: room for three people with either three single beds or a double bed and a single bed .
family room: room suitable for a family with children with four or more beds .

suite: a set of two or more rooms including at least one bedroom and a sitting room.

o junior suite: a small suite with a sitting room.

: deluxe suite: a suite that has 2 or 3 rooms with one living room, one bedroom provided with

a king-size bed, and one dining room or meeting room.

© presidential suiie: a suite that has more than 5 rooms with luxurious fittings and decorations.
adjoining rooms: two or more hotel rooms located side by side without private connecting doors.

. connecting rooms: two or more rooms with private doors permitting access from one to the

other without use of the hotel corridor.

New Wornds
1. triple ['tripl] adj. = A& 4. deluxe [di'laks] adj. & 449
2. suite [swi:t] n. £5 5. presidential [ prezi'denfol] adj. ¥ 4%t89

3. junior ['dzu:njo] adj. &1 49 6. adjoining [2'd3oinin] adj. 4R4&49

IE‘II Listen to the conversation and tick (\/) the questions the reservationist (717 i1 ) as
about the reservation.
1. How would you like to pay? [] 5. May I have your name, please? []
2. When will you be arriving? [] 6. How many people would that be? []
3. How many nights will you be staying? [] 7. Could you spell your name for me, please? []
4. What kind of room would you like? [] 8. Could I have your telephone number, please? []

QCI Listen to the conversation in Part B again and decide which reservation card has
recorded the correct reservation information.

L 2. 3.

Reservation Card $ Reservation Card Reservation Card
Name Mr. Bill Swanson = Name Mr. Bill Swanson Name Mr. Paul Swanson
Type of room Single Type of room Single Type of room Single
No. of rooms One i No. of rooms One No. of rooms One
Arrival date May 1* . Arrival date May 1* From May 1% To May 4"
Departure Date May 4" - Departure Date May 5" Telephone 139-4412-5678

g

F

. Telephone 139-4412-5678 ~  Telephone 139-4412-7856

grassed et e Hotel English; Listening & Speaking 3 & 2B I i 58 L B 72



L.V Match the English expressions in Column A with their Chinese translations in Colunin B.

T ET—

Lxercises

Column A

1. single room

2. double room

3. twin room

4. triple room

5. family room

6. suite

7. junior suite

8. presidential suite
9. deluxe suite

10. adjoining rooms
11. connecting rooms

Column B
A. %58 5
B. 2% £ 5
RIEB B
PR
Fa4R 5
BoE 5
G. AA[8]
H. £ 5

I. A

I, ARAENe)
K. = Ad]

.
D.
E.
E.

sUQ 11U

TS uoizeAlesey wooy

1.2 Look at the hotel reservationist’s computer screen below . A guest named Bill Swanson

wants to book a room. With a partner, brainstorm the questions he might hear from the

reservationist. Write them down and then compare with the ones you ticked in Part B.

Garden Hotel

Booking Form
" Name:
Tel.:
No. of Nights: From To
oom Type:
No. of Persons:

|
\\
|
1
|l
|)

Click ENTER for list of vacant rooms (= /5 11])

Write your questions here:

Example: When will you be arriving?

1.3 Service procedure for a reservarionist.

»>
»>

Greet guests.

Ask guests for resery ttion information:

« Dates of arrival and departure.

« Number of people.

« Room type and number of rooms.
Search for rooms available on computer.
Get the following information from guests:
+ Names of guests or group.

+ Guests’ telephone numbers.

- Contact name and telephone number.
Confirm the reservation.

Express your wishes.

Form reservation record.

Front Office Department BI/T& e



lesson An FIT Reservation (=117

2

A When dealing with an FIT reservation, a reservationist may follow the following
procedures and ask relative questions. Try to understand them and then i
B for directions to fill in the blanks below.
1. Greet the guest Good morning, Friendship Hotel.
How may I help you?
2. Enquire about room types What kind of room would you like?
3. Ask about the dates When would you like it, sir?
4. Get further information Could I have your name and phone
number, please?
5. Confirm the reservation You reserved a single room from
June 24" to 26"
B Study the following five sentence groups. You may find cach of these sentences is sin)
to one of those in Part A, Match those sentences by filling in the blanks in Part
(D For which dates, sir? (@ What sort of room do you prefer?

(3 May I have your name, please? (@ A suite from March 3“ to 6" for Mr. Wood.
3 Good evening, Garden Hotel. What can I do for you?

¥ Conversation

(R: Reservationist; G: Guest)

R: Good morning, reservations. How may I help you?

G: Good morning. I'd like to book a single room with shower.

R: When would you like it, sir?

G: From the 23" to the 26" of June.

R: Hold on, please. Let me check... Yes, we do have single rooms available during those dates.

G: That’s good. What is the daily rate?

R: It’s 290 Yuan per night.

G: Does that include breakfast?

R: Yes, a Chinese breakfast is included.

G: Sounds great.

R: Could I have your name and telephone number?

G: Yes, it’s Harry Smith and the number is 0057-3270-5499.

R: That’s 0057-3270-5499. What time will you be arriving on the 23, Mr. Smith?

G: Around 7:00 p.m.

R: Thank you, Mr. Smith. I've booked you a single room, with breakfast from June 23" to
26". We look forward to your stay with us.

Questions
1. What kind of room does the guest want?
2. What is his first name?
3. Does the price include breakfast?

New Weords
1. FIT (= free individual traveler) n. # &
2. shower ['faus] n. # % 3. available [2'veilabl] adj. =T #] A &9

o Hotel English: Listening & Speaking 37 5 2 5B 07 % 38 L B 12



Exercises
B e ——
"air worl. Role-play the following situation.

Student A: You are Mrs. Baker and want to book a double room for you and your husband
from May 15" to 17"

Student B: You are a reservationist. Tell Mrs. Baker that the room rate is 450 Yuan per day
without breakfast. Ask Mrs. Baker questions regarding the date of arrival (£]i%)
and departure (% 7), flight number, and the like.

2.2 Write short diatogues between a hotel reservationist and a guest for each of the following situations.

1. Greet the guest

2. Enquire about room types
3. Ask about the dates
4. Get further information

5. Confirm the reservation

2.3 Practice saying the sentences in the speech balloon clearly and politely.

, What kind of room would you like?

‘ Yes, ma’am, for how many nights? La®
Yes, we do have a room available.
I’ll just check if we have a room available.
We have no more singles for that weekend. ,

g I’'m afraid the only room we have is... :
We can confirm a deluxe suite with balcony for four nights.
Could you just spell your name for me, please?
I’ll confirm this reservation in writing, Mr. Smith.
We’ll hold the room until 8:00 p.m.
We’ll need your credit card number and expiry date, please.
We look forward to seeing you on Sunday, Ms. Black.

»

Thank you for calling, Miss Lee. y

f

2.4 Complete the following sentences with the best possible expressions in the box below, and

! ‘-'l 1 v{."\. IS5 \‘.'J"/’.' a partner.
a deluxe suite, a single room, a double room, a family suite,
four twin rooms, a triple room, an executive room ({73 & %)

1. I would like to book for a couple.

2. Three college students need in a small hotel.

3. Mr. Brown wants to reserve for his wife and two daughters.
4. Eight friends want

5. A secretary would like to reserve for his boss.

Front Office Department BIfT& e Tesememerees
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les:;.inn A Group Reservation F{&kFiiT

uAu Listen to the conversation between a reservationist and a guest. Fill in the reservatic
card below,

Garden Hotel
Reservation Card
Mr./Mrs./Miss:
Arrival date: Departure date:
No. of rooms: Room type:
Room rate: Method of payment:
Telephone: 1

B Conversation

(R: Reservationist; G: Guest)
. R: Good morning, reservations. How may I help you?
G: This is Peter Wood calling from Shanghai International Trading Company. I’d like to
book seven twin rooms and one junior suite from October 11" to 16"
R: Let me see... We can reserve you seven twin rooms and one junior suite for those dates.
G: Good. Can you tell me the room rates, please?

R: A twin room is 470 Yuan per night and Questions
a junior suite is 880 Yuan. 1. Where is the quest calling from?
G: Is there any discount for a group reservation? 2. How many rooms does the guest book?
R: Yes, Mr. Wood. We can give you 10% off. 3. How much is a junior suite per night actually?
G: That’s great! With or without breakfast? 4. Is it a quaranteed reservation?
R: Our room rate includes buffet breakfast.
G: Please make it a guaranteed reservation.
R: Good. How would you like to pay, Mr. Wood? A deposit is required.
G: Can I pay by Master Card?
R: Of course. Could I have the credit card number and expiration date, please?
G: The card number is 4765 2281 3357 8933 and it expires on September 25", 2015.
R: Thank you. Is there a telephone number, Mr. Wood?
G: Yes, it’s 021-6655-9238.
R: Very good, Mr. Wood. What time will you be arriving?
G: About 5:00 p.m., I suppose.
R: Thank you, Mr. Wood. Seven twin rooms and one junior suite from October 11" to 16"

We look forward to seeing you.
New Wends
1. trade [treid] n. % % 5. guarantee [ geeron'ti:] v. #RiE
2. discount ['diskaunt] n. #4= 6. credit ['kredit] n. 13 /A
3. buffet ['bufei ] n. & 845 7. expire [iks'paio] v. #i#
4. deposit [di'pozit] n. 374 8. expiration [ekspi'reifn] n. &ik; #ak

LR o ™ e Hotel English: Listening & Speaking B & 2Bk & (L B2



Pair worlk. Role-play the following situations.

3.1 Oral Practice

1. Student A: You are a teacher and would like to book 10 twin rooms and 3 triple rooms for
students from August 2" to 6.
Student B: You are a reservationist. Answer the phone and accept the booking.
2. Student A: You are a tour guide from CITS (¥ B E Ffs£474:). You want to book 17
double rooms and 5 single rooms.
Student B: You are a reservationist. Your hotel has signed a contract with CITS. Check
the room availability and accept the booking.
Student B Student A
Greet the guest on the phone. ~ > Say you are from CITS and want to book rooms.
Ask about the room types and dates. “‘ o
e I = R ~ Give details.
Ask if a contract has been signed. ;‘ ‘ o
Explain that you need the caller's name and le N‘ Say yes and give the contract number.
telephone number. ‘ o o o
Accept the booking and say goodbye. ’4 4 Confirm everything.

3.2 March the guest’s requests with the reservationist’s responses.

Cuest:
1. I"d like to reserve rooms for my father- and mother-in-law, my wife and two
children.
2. A group of students will take part in a contest in your city during the summer
vacation.
_____ 3. Mr. Black wants to reserve a room for his wedding ceremony on May 1st; at
least 300 people are coming.
______ 4. The president of our company and his wife are coming next week. He would
like something deluxe.
5. Jack wants an inexpensive room for his father to stay for a week in July.
Reservationist:

A. Well, our conference hall is especially built for those types of occasions. It can
accommodate up to 400 people. Will that suit you?

B. We will try our best to book connecting rooms for you. If that’s not possible, would
you mind adjoining rooms, instead?

C. I see. I'm sure that he’ll like our deluxe suite.

D. We have a single room on the ground floor without shower or bath, the room rate is 50
Yuan per night.

E. How about triple rooms for 80 Yuan per night, including breakfast.

Front Office Department 81 /75 o ~~~~~~~~~~~ ;
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les:nn Room Overbooking E E#B%i#11]

i Al Listen to the conversation between a reservationist and a guest who is reserving a
room. Tick (\/) the correct answers.
1. Where is the guest calling from? 2. What kind of room does he want?
Paris [ ] New York[ ] London [ ] Single [ ] Suite (| Double [ ]
3. How many nights will he stay? 4. What is his date of departure?
Two [ ] Three [ | Four[] 301 I13[] 3I1[]

5. What is his telephone number?
0053-7722-3442 [ ] 0035-5772-3322[] 0035-6722-5342 ]

W B Listen to the conversation in Part A again. Fill in the missing words below.
1. John James called Hotel to book a room.

2. He reserved a room for the month of

3. The room rate will be Yuan per night.
4. He would like a away from the street.
5. He’ll probably arrive at the hotel at around Beijing Time.

uC!l Conversation

(R: Reservationist; G: Guest)

R: Good morning, Garden Hotel. How may I help you?

G: Good morning. Do you have any double rooms free for the night of February 257

R: I'm sorry, sir. There aren’t any double rooms left for that day, but we do have single rooms
and suites available.

G: I think I’d prefer a double room. Questions

R: Would you like us to put you on the waiting list 1. Where does the guest want to stay first?
and call you back in case of cancellation later, 2. What is his second choice?
sir?

G: No, thanks. 1 prefer to have it now. Would you recommend to me any other hotels that I could try?

R: My pleasure, sir. Would you like a hotel downtown or in any other particular area?

G: Downtown would be nice.

R: In that case, may I suggest you the Flower Hotel or Friendship Hotel?
The Flower Hotel is a four-star hotel and it’s the newest in our city. The Friendship Hotel
is five-star and the best one, but it’s very pricey.

G: I’ll try the Flower Hotel. Could you give me the telephone number, please?

R: Yes, it is 6352-3388.

G: Thank you very much.

R: My pleasure and we hope to see you next time.

New Werds
1. recommend [ reka'mend] v. ##% 3. downtown ['dauntaun] adv. £ &K
2. cancellation [ kznsa'leifon] n. i 4. pricey ['praisi] adj. 5% &

gosam s o Hotel English: Listening & Speaking EE X B iHELEE



4.1 Oral Practice

Pair work. Role-play the following situations.

1. Student A: You would like to book a double room from November 11" to 14", Unfortunately
the hotel is fully booked for those days. Ask the reservationist to recommend a
nearby hotel to you.

Student B: You are a reservationist. Politely refuse the booking and recommend the New
Century Hotel to the guest.

2. Student A: You are at the front desk and wish to book two twin rooms, but the hotel
is fully booked. You agree to put your name on the waiting list in case of a
cancellation later.
Student B: You are a reservationist. Ask the guest’s name and telephone number. Put them on
the waiting list and tell him you will call him as soon as a room is available.

4.2 Read the following email and tick (V) the boxes to show the right answers.
. Dear Sir or Madam,
I’d like to reserve an executive room for my daughter and myself, from May 21 to 26",

 if possible with a balcony. We require twin beds.
Please let me know the cost including breakfast.

Yours sincerely,
~ Alice Smith

1. Mrs. Smith will stay at the hotel for... nights. five [ ] six[ ]
2. Mrs. Smith’s departure date is... 2/[] 26 []

4.3 Read the reply to Alice Smith’s email in Exercise 4.2. Find four mistakes in it and correct

them.

Dear Mr. Smith,
Thank you for your email. I am happy to inform you that we do have a double room with
a king-size bed with balcony available for you from May 21 to 26™. The cost of the room
. without breakfast is 1,688 Yuan.
1 can confirm that the room has been reserved for you.
- We look forward to welcoming you both on May 21
- Yours sincerely,

Emma Wang
- Friendship Hotel

Front Office Department &l/T& e -------
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