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After studying this unit, you should be able to:

@

name different room types in English

e make reservations for group guests

e make reservations for FIT guests

e revise and cancel reservations

e make and maintain reservation records



Hotel English 1

@%Warming-u_p

Task 1 Match the room types with their corresponding
pictures.

single room O

double room O

TWB/standard room (O

triple room O

Task 2 Write each of the expressions under its corresponding picture.

junior suite  executive suite  deluxe suite  presidential suite

Task 3 How many room types do you know now? What are they? Discuss with your
partner with the help of the words in Tasks 1 and 2.
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UNIT

Unit 1 Working Process/Language Skills
Hotel Rooms | =) i - Reservation Service = Resaovation
tion System Record
Reservation
T Warming-up Reading Listening & Speaking Writing
Group Reservation, FIT Reserva- ;
Room Types Cex?tral g tion, and Reservation Revision and o Qut -
vation System : vation Form
Cancellation
G ESToh) % b

1. A EELETT P RS AR, TAEMW RS SR, AR T I 3B B FOT X — R4
A,
2. BERAR. EHIIRS T, Fil ABEREE EERITHENXS (Warming-up), % HRKH

A FIAS B R —EARE,

3. BRETMITRSG: BUT RESEBEFRBIT RS (Reading) AZ AHUT FEH 4 & AR HIT
=E.

4. FUTHRS: MIBEAMWARER, HOTFEAZFASATEGTNT, BEBLT. BUTERAMHITR

{KAR % (Listening & Speaking) .
5. MITIER: FEAFAHITHI RFOIRPATITERZE, PFUIIARTERBETITLR, HE

T &ie#E (Writing) ,

> Warming-up

Task 1 Task 3

Suggested Answers Suggested Answers

single room—B From Task 1 and 2, now I know eight room

double room—D types.

TWB/standard room—A They are single room, double room, TWB (twin

triple room—C beds room with private bath HF & ZE B AE A
IKJ&) or standard room, triple room, deluxe suite,

Task 2 presidential suite, executive suite, and junior suite.

Suggested Answers

A—deluxe suite

B—presidential suite
C—executive suite
D—junior suite

T-2
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' Reading

Task 1

Try to answer the following questions before you read the passage.

1. Why is reservation very important in the work of Front Office?

2. How can the Central Reservation System facilitate the reservation work?

Central Reservation System

Since most people make reservations before
their stay, the Reservation Department usually
becomes guests’ first contact with the hotel.
Therefore, reservation performs an important
Front Office function. Efficient and high-quality
reservation service helps create higher levels of
guest satisfaction and bring hotel profitability in
return.

People can book hotel rooms in a number of
ways, by telephone, mail, fax, or the Internet. The
introduction of the Central Reservation System
(CRS) greatly facilitates the reservation process.
The CRS is a computerized system that stores
and distributes information on a hotel, resort, or
other lodging facility.

The information commonly stored in the
CRS includes the room rate, room allotments,
room types, room availability, hotel information
(such as address, phone number, fax number,
room features, and hotel features), hotel
cancellation, deposit and minimum stay
information, nearby International Air Transport
Association (IATA) cities and airports, on-site or
nearby restaurants, bars and attractions.

The CRS links different hotels in a hotel
chain with each other. It also links the major
airline seat reservation systems and 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 arrangements made.
“The Internet is becoming more and more
important for hotel bookings. However, I
wouldn’t say overall it is going to increase our
bookings. We have to be aware of it because it’s
a different method of the way guests can book,”
the sales manager John from one five-star hotel
says. “So, we have to make sure we are offering
the right rates, at the right time and in simple
English, so that everyone around the world can
understand, as now it is not just travel agents
accessing the hotel information, it’s somebody

sitting at home.”
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Background Information

1. Central Reservation System
With the advent of the Internet, web-based

Central Reservation System (CRS) connectivity
is the answer to our reservation processing
needs. Through CRS, transportation and lodging
operations are linked to the travel industry by
participating in the Global Distribution Systems
(GDS) and through an extensive network of
Internet travel websites. CRS allows thousands
of guests, and groups to check availability
and make online reservations 24 hours a day,
365 days a year. It enables guests to make
reservations of their choice at hotels, motels,
vacation rentals, book tours, and receive booking
confirmations online in real time.

2. International Air Transport Association
The International Air Transport Association

(IATA) is an international industry trade group
of airlines headquartered in Montreal, Quebec,
Canada. It is an international trade body, created over
60 years ago by a group of airlines. Its mission is to
represent, lead and serve the airline industry. Today,
IATA represents some 230 airlines comprising 93%
of scheduled international air traffic. Currently,
IATA is present in over 150 countries covered
through 101 offices around the globe.

Task 1

Objectives:

P Ss brainstorm the importance of reservation
service.

» Ss brainstorm the importance of the Central
Reservation System.

Time: 10 minutes.

Steps:

P Ss do this in pairs or small groups to brainstorm
a list. Circulate in the classroom to assist if
necessary. Write any useful vocabulary on the
board.

» When Ss have finished talking, get one or two
pairs to present an oral report of their discussion
result. Give each speaker a time limit.

» The rest of the class should listen and compare
answers and be prepared to discuss whether they
agree or disagree with the speakers.

Note:

> Accept any ideas as this is simply a way of
getting Ss to think about the topic. When making
a comment, encourage rather than dishearten.
Emphasize any good point made by Ss. To
encourage fluency, don’t always try to interrupt.

Suggested Answers

1. Since most people make reservations before
their stay, the Reservation Department usually
becomes hotel guests’ first contact with the
hotel. Efficient and high-quality reservation
service will create guest satisfaction and bring hotel
profitability in return. Therefore, reservation is an
important Front Office function.

2. The CRS links different hotels in a hotel chain
with each other and with major airline seat
reservation systems and the computer terminals
in the offices of important travel agencies. Thus
the guest’s reservation is very much facilitated.
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.
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