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Unit 1 Reservation

i Sentence Patterns i

1. The reservationists ,who are part of the front office staff, work
at the front desk in the lobby. They shouid provide informa-
tion about available rooms in the hote! and accept reserva-

.



tions , cancellations , and offer confirmations.
B AURTHIT AT, AWIE XSRS & TE. BFERAR
0] % NSRHE7S BiE Bl BT OB BUTRIBIABGT .

. There are many ways for guests to make reservations, such
as by personal visit,mail,phone, fax or the Internet.
BUTH A 2% 5% B BT B BUT B IE BT R E B
UK BEBPIFLT

. When the front office staff receives a reservation request,
they will check to see if there’ s any vacancy during the
specified period. If there is,they’ Il reply and keep the infor-
mation in a reservation diary.

LEATOITHRN, B AR IEA RN ARRESEEF. W
KA, RN EIEEAN JFEREERFHEE

. Good evening. Peace Hotel Res-
ervation. May | help you?
B b4, X B A RUE BT Ak
RN BHR A7

. Which date would that be? ,
BTt antgr? ‘ : —

. Have you got any vacancies for the nights of 12" and 13"7
12,13 S RA % H?

. How many nights do you wish to stay?
A ALK

.I'd like to book a single room with bath from the afternoon of
October 5™ to the morning of October 10™.
RAEIT B RE R BALRR, M 10 A5 HFFE 10 A 10
H EF,

..



9.

10

11.

12.

13.

14,

15.

16.

17.

How many guests will there be in your party?

e RPN

. Is there any preferential rate for the party?

HATT R B LER?

We offer a 10% discount for group reservations.

A ATTEZ LR

I’ d like a room with a sea view ( mountain view ).
RE—MERLER(LR) BEE,

I’ m afraid we have no twin rooms available, but we can of-
fer you a double room.

RINZHEAH PPN BT, B2 7T LAY %5452 41t XX
A,

A double room with a front view is 130 dollars per night,one

with a rear view is 110 dollars per night.

— ]SO 5 PR T B 130 3600, H BT A9 ARIE 110 KT,

A single room is 300 dollars per night. There is also a 10%
tax and a 10% service charge.

B\ B34 300 RIT, 71 SRR IR 10% BL& 1 10% ik
s 8

According to hotel regulations, the time limit for setting ac-
counts is at noon. If a guest leaves his room between 12
noon and 6. pm,he must pay half a day’s rent extra.
BUEHLE LA 12 sUR TR B SR 1 AR, 8 12 8 m
e NS

This is the busiest season. |’ m very sorry, but could you
call us again later on this week? We may have a cancella-

. 8-



18.

19.

20.

21

22.

23.

24.

tion.

BAERESE, EFARK, BREEARFEXNARIT &%
K, ATREH ABUHBA
Can you book me into an-
other hotel in the area?
AR AR R S BT 57
— KI5V

What time do you expect to
arrive?

B ARHMRAGE?

I”d like to confirm your res-
ervation.

REAHE — T HWEA,

We will need an advance deposit by bank draft or in cash
before the reservation date.

BT B Z 7, BUERRRTILRSH SN E £,
Do you accept VISA?

QYUY R R N

Could | take your name and contact number, please?

EREE T2 M IS S Hw?

I’ d like to cancel a reservation because the travel schedule
has been changed.

RIBBGHE LSBT H5 A, BN IRA T RIA BT




z Professional Terms %

1. adjoining room AHEFE: 5 (]
2. apartment hotel B[R JE

3. available T

4. average comfort =2 (WHJEHES)
5.bank draft (RITILE

6. business suite 7 55 [d]

7. cancellation HUH

8. commercial hotel Fj%&{R/E

9. connecting rooms %2 [d]
10.cot BLJLIK

11. credit arrangement {ZfUE
12. day charge [ RXFAH

13. deluxe suite ZXAEE[q]

14. discount rate Tt

15. double bed XU AJK

16. double room A F[H]

17. duplex suite B E(H]

18. economy — B (HJEHES)
19. extra charge BN

20. family plan rate FEH AN
21. group rate FBAHt

22. high comfort PUE (FHEKRER)
23. hold-room charge {%85E#H
24. information desk [a]3f]4b

25. junior suite L5 (H



26
27

28.
29.
30.
31.
32.
33.
3.
35.
36.
37.
38.
39.
40.
41.
42.
43.
4.
45,
46.
47.
48.

.king-size bed K5 XAK
.luxury(5-star) ZFE(HER)
midnight charge 55 H#
presidential suite {45 E ]
procedure F&£ R
queen-size bed K5 AR
rate for extra bed JilJK%%
resort hotel [t i B 4R
reservations clerk ZHEFZIHER R
reservation desk T4t
room reservation % 55 #4438
room rate [t

single bed B AR

single room £ A f51H]

some comfort — B (HEHNEHR)
special rate F¢ir

suite B

studio bed P KK

time rate & s

triple room = AJH]

twin beds A KF5K

twin room XK (A]

vacant room =5[] 57 [A]

% Relevant Knowledge E

Advance Reservations®
The advance® reservationist belongs to the front office depart-

.6-



ment. The reservationist works at the front desk by the lobby. Dealing
with advance reservations is
probably one of the most impor-
tant tasks a receptionist has to
do. It is sometimes a difficult
logistical task, for the reserva- |

tionist has to sort out all the re-
@

quests® for accommodation® to

ensure that every request is
dealt with, individual requirements are catered for and no overboo-
ki_ng© occurs.

The job responsibiligy© of the reservationist includes® answering

questions concerning® reservations , booking® and assigning® rooms for

guests who request rooms in the hotel. It also includes taking reserva-
@

tions, cancellations and revisions~ , and wnting and sending out the

hotel letters of confirmation®.

Reservations are received
sometimes many months in ad-
vance and are therefore very
good indicators of future levels
of business. From these indica-
tors, management can plan ad-

vertisement campaigns and spe-

cial offers to coincide with those
times when trade looks slow and can also plan the efficient deploy-
ment® of staff and resources for busier times.

Reservations are received in many different forms—letters, tele-
phone, fax, E-mail , in person—and it is the reception staff ’s duty to
deal with them in a pleasant and efficient manner, taking care that the

.7



legal position of the law of contract is adhered to. Advance bookings
constitute an important responsibility on the part of the hotel , both in
the legal and in the business sense.

Today e-mail reservation has become more popular because of the
fast speed. Messages can be sent® and received® from one corner of
the world to another in just one or two seconds’ time. The hotel can
m® a guest’s booking immediately® with a w© e-mail and the
in-coming e-mail from the guest can be kept as the confirmation of the
guest’s booking. This saves much time and Qa@rworkqg.

A recent development in the hotel advance reservations busi-
ness 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 termi-
nals in the offices of important travel agencies. Thus the guest’s res-
ervation 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 arrangements made.

The first thing a reservationist should do after receiving a reserva-
tion request is to check® the hotel’s booking situation and see if the
hotel has any vacancz@ during the sgeciﬁed® period. If the hotel is a-
ble to accept® the booking, the reservationist would fill out a reserva-

®

tion form and record® the information® in a reservation diary®.

[ 8]
(Dreservation n. HiT, W)
(Dadvance adj. K, TH
@request n. %Ek ,%*
@accommodation n. {EAL, BETE
Boverbooking n. HHI]

. 8.



(©responsibility n. FAL, B

@include v 55, A&

®concemning prep. XF

@book v Big, T

0assign v. 4BC, K

@revision n. BT, BN, BIE
@confirmation n. JE3L, #IA, L HE
@3deployment n. ¥ E- A

@send v %, % ;KB

Breceive v. YW B, W R

@confirm . B ; HEHE; A K
@immediately adv. Tl T | EHiEH
@Breply n. KX, H%

Opaperwork  n. XX P LI ; £H3H
@computerized adj. {3 FHEL Y, BELBIAL T #Y
@scheck o. B, B5E

@vacancy n. %, %5 H S5 H
Bspecified  adj. BRI, PRI
@accept v. 3%, IAH]

Grecord v ig ¥,

®information n. {58, 1B ; A ; 5
@diary n. Hid,idH#¥E

% Reading Materials i

Reservation Systems

Practically every hotel will have its own version” for recording

. 9.



reservations, which will be dictated? by the type and size of the hotel
and by successive management and staff preferences. For example, a
system used in a small hotel with less than thirty rooms would not be
able to cope with® the demands of a 600-bed hotel. Even hotels of
similar size will have differences in the level of service, the tariff® and
types of room available—these differences will call for modifications®
in the reservations system to suit the individual needs of the hotel.

One item which is common to manual® reservations in most hotels
is the use of abbreviations® to reduce the amount of writing when tak-
ing bookings. The following abbreviations are fairly standard examples,
although some hotels may have their own variations

- Single Room

+ Double Room
= Twin Room

B Bathroom

S Shower

Whatever type of system is chosen or has evolved, it must be adapta-
Qg@. It will need to deal with “normal” reservations, but also with
cancellations , overbooking , early deQartures@ ,spur of the moment ex-
tensions® and many other alterations.

Many hotels nowadays operate a computerized system which pro-
duces similar records automatically. Having an understanding of the
manual systems will give the trainee reservationist a good underpin-
@_g@’ knowledge and insight into the importance of such systems,even
if in practice the reservationist always works with a computerized sys-
tem.

No matter which reservations system is in use,the staff that oper-
ates it must ensure good habits of efficiency and attention to detail.

The smallest error could lead to unsatisfied guests and serious prob-

. 10 -



lems for the hotel ,not to mention the lost chance of repeat bookings.

Staff must be well chosen for this detailed, logistical task, and
must also have the skills of salesmanship. They must be diplomatic and
resourceful and possess common sense when it is impossible to fulfill
the prospective guest’s requirements or when dealing with difficult situ-
ations.

A hotel relies on maximum occupancy for the majority of its prof-
it ,and therefore the staff dealing with reservations must balance selling
rooms and providing just what the customer wants. They must know
their product and their customers.

The trainee reservationist should develop the many skills required
for dealing with reservations and should get to know the different sys-

tems used at least in theory.

[ %]

Dversion n. jfiAds, X
@dictate v B3R, Bl ; XL
@cope with  [{F, 4bHB
@radiff n. HHEHE, W#R

B modification n. {EIF , 1Bk
@manual adj. A T8, F3hH
(Dabbreviation n. HE , HEFFS
®adaptable adj. &N ESIH
Odeparture n. BH,HE
(Qextension n. R, K
@underpinning  n. FEAH

. 11 -



E Exercises i

I . True or False Questions:

1. Writing and sending out the hotel letters of confirmation is includ-
ed in the main job responsibility of the advance reservationist. ( )

2. The first thing a reservationist should do after receiving a reser-
vation request is to complete a reservation form. ( )

3. According to hotel regulations, the time limit for setting ac-
counts is at noon. ( )

4. Dealing with advance reservations is one of the most important
tasks a receptionist has to do. ( )

5. All the hotels have the same version for recording reservations.
¢ )

6. Manuel operation of the reservation systems is still necessary
nowadays. ( )
II. Multiple Choice Questions :

I. Which of the following is not included in the main job respon-
sibility of the advance reservationist?

A. Answering questions concerning reservations.

B. Booking and assigning rooms for guests.

C. Taking reservations , cancellations and revisions.

D. Planning the efficient deployment of staff and resources.

2. Reservations are received in many different forms—

A letter B. telephone C. in person D. E-mail

3. Which is the first thing a reservationist should do after receiv-
ing a reservation request?

A. Checking if the required rooms are available.

. 12.



