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Unit 1 Room Reservation

BB Wi

[ Study Target ]

1. Basic Target: Learn some basic knowledge about making a room reservation, such as the
room categories and the basic procedures about making a room reservation. .

2. Skill Target: Handle some of the very important sentences and phrases related to room reser-
vation and also learn to fill in some useful forms.

3. Application Target: Communicate fluently with the guests by using the related sentences and

phrases after learning this unit, and help them solve problems.

[ General Knowledge ]

If you plan to travel, it is always a good idea to reserve your room ahead of time. It will save
you a lot of trouble of looking for a room, especially during the peak season of the year.

Room reservation can be made by telephone, but it is usually necessary for guests to confirm
their booking in writing. Some people go directly to the hotel and make reservations in person.
Others send e-mails or faxes to the hotel for rooms.

The reservationists are mainly responsible for receiving reservations and dealing with confit-
mations and cancellations. When making a room reservation, they check the hotel’s booking situ-
ation and see if the hotel has any vacancy during the specified period. If the hotel is able to accept
the booking, they should fill out a reservation form and record the information in a reservation
diary.

1. Steps for Room Reservation
(1) Dealing with Guests Inquiry
(2) Checking the Room Vacancy
(3) Accepting or Refusing a Booking
(4) Logging the Details
(5) Confirming the Reservation Details
(6) Maintaining the Record Update
(7) Distributing New Information
2. Details about Room Reservation

(1) Guest Name, Name of Group, Code
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(2) Contact Name, Telephone Number Company Name and Address
(3) Room Type, Number of Rooms
(4) Number of Guests
(5) Nationality
(6) Date of Arrival/Departure, Time of Arrival/Departure, Length of Staying
(7) Discount, Payment
(8) Cut-off Time (3T 55 A fE 24 R {7 B A a])
(9) Agreements on Reservation Amendments/Cancellation
. Types of Room Rate
(1) Rack Rate
(2) Extra Charge
Day Charge
Rate for Extra Bed
Midnight Charge
Hold-room Charge
Time Rate
(3) Special Rate
Group Rate
Family Plan Rate
Package Plan Rate
Discount Rate: Regular Guest, Long-staying Guest, VIP
Complimentary Rate
(4) Contract Rate

. The Basic Categories of Rooms

Single Room B A )
Double Room K IK[E]
Twin Room IR [E]
Triple Room =8
Junior Suite EIEEN
Business Suite B&EM
Duplex Suite 5 A E(g]
Connecting Suite HHEEMN
Deluxe Suite AR ]
Presidential Suite B E(R]
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5. Some Related Forms about Room Reservation

Sales & Marketing Dept.

Reservation Form

U] New Booking #7HiiT [ Amendments Bef [ Waiting List %% (1 Seminar BFi¥s> [ Cancellation B

Guest Name No. of Rooms Room Type No. of Guests Rate Company Name

Original Arrival Date TiTZJE T H] «

Original Departure Date JEU & B B a] .

New Arrival Date 37 2/ ia] . New Departure Date 37 2 5 B[] :

Arrival Flight 2[5 3k . Departure Flight 2 JEfiE :

Billings ff#7=: [ Alle £} Poa Hft Room Only R
O Rmabf 5 % & B4& Tlx /Fax /Ltr /Atit B84 / (£ 8 / {514

Remarks &1

Contact Name BX & Atk 4 . Company Name 2 5] & 5 :

Telephone Number &35S . Fax/Telex Number {4 B ;

Taken By FiiT A

Date Taken Fi7T H #H:
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6. THTHIAS
ITERIAS
RESERVATION CONFIRMATION
BN
GUEST NAME
3% H FEHLS EEEY
ARRIVAL DATE FLIGHTNO. DEPARTUREDATE__
BlalFhas N Bt
TYPE OF ACCOMMODATION NO. OF PERSONS RATE
#E
REMARKS
RO T BEHRIA B SHAF b
Please present this confirmation to the reception desk
AH] %
COMPANY ATTN
Hk BG5S
ADDRESS TEL. NO.
EE: WUTEEHRREZETF 6 6f, BF 6 BEAMER, BHeEM. E8EMED, HH
BHAPUERRLE.
NOTE: Your room will be held until 6:00 P.M. unless later arrival time is specified. Should there be
any changes, please contact the hotel directly for adjustment.
iAE HiH
CONFIRMED BY DATE
UEHAE
BOOKING OFFICE

[ Conversation ]
' Section A

Scene: Making a Reservation by Telephone
R: Reservationist G: Guest
R: Hilton Hotel. Good morning. What can I do for you?

G: I’d like to book a room in your hotel for January 9th.
R: What kind of room would you like?
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G: I’d like to book a business suite.
R: OK, please wait for a while. I’ll check our reservations. (After a second) I’'m afraid we
have no business suite available on that day. What about a duplex suite instead?
G: OK, in that way, I will take it, thank you. By the way, what’s the rate?
R: It’s 1,200 yuan per night.
G: OK.
R: How long will you be staying here?
G: For a single week.
R: Thank you, sir. A duplex suite from January 9 to January 15. Is that right?
G: Yes, you are right.
R: May I have your name, please?
G: Alexander.
R: How do you spell it, please?
: A-l-e-x-a-n-d-e-r.
: May I have your telephone number, sir?
: 029-85311732.
: At what time will you arrive?
:Around 9 a.m.
: Thank you, sir. My name is Jessie and we look forward to serving you.
: Thank you and goodbye.
: Goodbye.

Ao QOQRORRQ

Section B

Scene: Making a Reservation at the Front Desk

R: Good morning. Can I help you?

Q

: Yes. I’d like to reserve a double room from September 25th to 29th. please.

=

: Hold on, please. Let me check the room availability. Yes, sir, We do have double rooms
available for those days.

: That’s good. So what is the rate?

: 500 yuan per night.

: By the way, is there any other services accompanying that?

: For 500 yuan, you will have a television, a telephone, a bathroom and a free breakfast.

: OK, I'll take it.

: Will you please tell me your name and your telephone number, sir?

: Yes, it’s Johnson, at 021-33217887.

: How do you spell that?

: J-O-H-N-S-O-N.

: Thank you. And when will you arrive at the hotel?

QR OAFAQ

Q" ow

~
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G: Oh, about 7 P.M.

R: OK. A double room from September 25th to 2%th for 5 days. I've got it. We are looking for-
ward to serving you. Good-bye, Mr. Johnson.

G: Bye.

[ Text )

Advance reservations can be 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 reservations over the telephone. Still others telegraph the hotel for rooms.

Booking hotels online is the easiest and fastest way to make reservations. But if the guests
do not feel comfortable providing their credit card information online, they can always make
reservations by phone. Some reservations made over the phone require payment by credit card or
transferring the payment to the hotel’s bank account. If not instantly, then usually within 24 hours,
the staffs of the hotel will send the guests a confirmation voucher detailing the reservation. For
reservations at many of the larger hotel chains, the guests will also receive a confirmation number
for their booking,

When a reservationist receives a reservation request, he/she first checks the hotel’s booking
situation and sees 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.

Word Bank
reservation [irezo'veifon] n. (HeiE A, tR)E RAIEH ) TIT
confirmation [konfa'meifon] n. IE3C, #t#E, FE; Bl
voucher [‘vautfo] n. jEA, IEHAE, RIEA; £
vacancy ['veikensi] n. Z5Hk, TERFTR, &
specified ['spesifaid] adj. ¥§ERY

Notes to the Text
1. If not instantly, then usually within 24 hours, the staff of the hotel will send the guests a

confirmation voucher detailing the reservation.

Tk B Tl S ZBAE 24 /NN B A Z XA BUTIIE BRIAES,

2. When a reservationist receives a reservation request, he/she first checks the hotel’s book-
ing situation and sees if the hotel has any vacancy during the specified period.

HHOTREEI BT ER, fl/ e AEEBRENTUTHRIE — T X B RS
A2 p5E],
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[ Exercises ]

1. Role-play

Guest: You are planning a honeymoon trip and you need to book a double room for four nights.
You ask information about the hotel and room rates.

Clerk: You answer the phone and answer the caller’s questions and end by offering your help
in terms of accepting the booking.

. Complete the following dialogue.
A: (1)
B: May I speak to Mr. Bellow, please?
A: (2)
B: Number 908.
A: (3)
B: Thank you.

A: I’m sorry. Mr. Bellow is not in right now. (4)

B: Could you ask him to call me as soon as he gets back?
A: Yes, certainly. (5)
B: My name’s Jack. My phone number is 2541600.
A: 2541600.

B: Right. Thanks.

. Translation
A. Translate the following words and phrases into Chinese.

single room presidential suite business suite
travel agency document safe deposit box
extra bed extended stay rubbish bin

B. Translate the following words and phrases into English.
i HRIT Sk
ITER WesRAb TR
1B T 17 e <EYNG

C. Translate the following into English.
(D) BATRBUL B FE . BATFEIEEEEL .
Q) BEITH AR, RA?
(3) TR etk B
4) BATBEZ A, HN/NMHE?
(5) TERIEENTHLTE, AT 160 55 H,
D. Translate the following into Chinese.
Hotel departments may be divided into “the Front of the House” and “the Back of the
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House” departments. “Front of the House” departments are those in which the staff has
extensive guest contact. “Back of the House” departments are those in which the staff has

little or no direct guest contact.

Tips for Working as a Reservation Agent

When a reservationist receives a reservation request, he/she must do as follows:

1. Be polite and speak clearly while answering a telephone.

2. Do not let the guests wait and handle with the reservation immediately.

3. Be alert and cautious while filling out the reservation forms step by step, otherwise it will
cause lots of trouble during the check-in.

4. Confirmation letter of reservation must be issued in advance after being signed by Front Office

Manager or General Manager.
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Unit 2 Checking In
Zid N fE

[ Study Target ]

1. Basic Target: Learn something about check-in in Front Desk department, some key sentences
and understand the procedures about reception.

2. Skill Target: Master the useful key sentences and know how to fill in the related forms.

3. Application Target: Communicate fluently with the guests by using the related sentences and
phrases and help the guest solve problems.

[ General Knowledge ]

Checking into a hotel is generally very straightforward, although the procedures can vary de-
pending on where you are.

If you don’t have a reservation, ask if they have any rooms available. If they are fully
booked, you’ll need to find another hotel. If you do, you’ll usually need some identification to
verify your name. Some hotels require you to pay for the room before you get your key. So al-
ways have a credit card for emergencies, as most hotels require a credit card for a security deposit
even if you pay cash.

1. Check-in
Preparation before the arrival of the guests
(1) Arrival List
(2) Departure List
(3) Special Guests’ List
(4) Special Requirement List
(5) Vacant Room List
(6) Room Status Report
After the arrival of the guests
(1) Filling in the Registration Form
(2) Assigning Rooms
(3) Confirming Ways of Payment
(4) Offering Keys and Room Cards
(5) Showing the Guests to Rooms

10



