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Learning Outcome

In this unit you will learn:

o Procedures of room reservations

© Techniques of accepting a booking

° Knowledge of different types of rooms

Warm up

Work with your partners to think of at least five words or expressions that can be used to talk

about the following topics. An example is given for each topic.
1. About types of rooms related to a hotel
single room
2. About departments related to a typical hotel
Front Office
3. About expressions related to the location of a hotel
close to

4. About adjectives to describe a room
quiet

5. About items related to personal information
address

Speak & Dirill

<> Words and Expressions &>
executive adj. 47¥ #9 availability n. =T fl b
conference n. £, T#4 & cancellation n. BUH , BUKFAT
standard adj. A8 srecommend v. 3 HF, FiL
sdeluxe adj. HA 4, £4HH srural adj. RATEG, 444
suite n. —& B8, £5 sorient n. %
facility n. %%, %3 brand-new adj. ##7#Y, £
vequip v. B&, ¥4 & luxurious adj. £1%%5, B4
e minibar n. (#ZIEEEFE) KA EIE & appreciate v. K%, M, KK
& guarantee v. fRiE, =R, AR

V
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- Episode 1: Making a room reservation

| C: Clerk G: Guest

( Situation: Two guests Mr. Smith and Mr. Black, executive managers of Bank of England are

going to a conference in Beijing. Now Mr. Smith is calling to make a reservation. )

C:
G:
C:

O Q

Q0RO Q0Q0Q

OQ0QQQ

Beijing Grand Hotel. Reservation Office. Can I help you?
I’'m calling from London. I'd like to book two executive rooms in your hotel.
What kind of executive rooms would you like, sir? We have standard executive rooms and

deluxe executive suites.

: What facilities have you got in standard executive rooms?

Every standard executive room is equipped with a TV set, a minibar, a computer, as well as
IDD and DDD system.

: OK. I'll have two standard executive rooms then.

When for, sir?

: March 15th.

And your departure date, sir?

: March 18th.

Would you like breakfast?

: No. Thanks.

Can you give me your name, please?

: Bill Smith. B-I-L-L S-M-I-T-H.

Thank you, Mr. Smith. Two standard executive rooms without breakfast from March 15th
to March 18th.

: That’s right. One more thing, could you tell me how to guarantee the reservation?

I will just need your credit card number and I will take care of the other things.

: 4155 4568 9432 7749, Visa card.

Thank you, Mr. Smith. We’ll be looking forward to seeing you.

: That’s fine. Thank you. Goodbye.
: Goodbye.

- Episode 2: We are fully booked

[ C: Clerk G: Guest |

( Situation: A guest makes a call to make a reservation. )

C:

: I'd like to make a reservation.

QO0Q

Good morning. Reservation Desk. May I help you?

Which date would that be?

: For June 10th, for one night.



Could you hold the line, please? I'll check the room availability on the computer for that
day... Thank you for waiting, sir. I'm afraid our hotel is fully booked on that day.

Oh, that’s too bad.

Would you like us to put you on the waiting list and call you in case we have a cancellation?
Thank you. That’s very kind of you. But could you recommend me another hotel?

Yes, of course. Where would you like to stay, in the downtown or in the suburbs?

: In the downtown.

In that case, I would suggest that you try the Orient Hotel.

Do you know the room rate for a single room in that hotel?

Well, a single room would cost you between $ 100 and $ 120.

Do you mind telling me what the Orient Hotel is like?

It is a brand-new five-star hotel. It is very luxurious. Though it is not well-known, it is as
busy and convenient as ours.

By the way, do you know their telephone number?

Yes, it is 5388-6666.

Thank you very much. I really appreciate your help. Goodbye.

Goodbye.

Notes
-l \

® reservation desk 7] %P

# the Orient Hotel % /i JE

® IDD and DDD system [HBrF1[E N K& EHik (IDD, International Direct Dialing; DDD,
Direct Distance Dialing )

® And your departure date, sir? Jo4, FHEVFIREE HHEY, g9

# Could you hold the line, please? iF & HIFEHTE, G2

& Would you like us to put you on the waiting list and call you in case we have a cancellation?
BAHEEN B FIIABE LY, —BA ABUEBUT TR IEmE ML, g

# Where would you like to stay, in the downtown or in the suburbs? #EEAFAEIRIX A ERPIX 2

@ [ really appreciate your help. Zi{/RKIFEHY .

® Types of rooms ( FFHY):

# single room ¥ A B < double/twin room XA &
% suite £ 5 < extra bed Am
% non-smoking room % J® & + standard king 7/ X & &
< standard twin A%/ A B « standard queen #7/fE ¥ A 5
% junior suite [# ¥4 5 % deluxe suite & 4EE 5
<+ business suite & %&£ & “ executive suite 78 £ &
%+ presidential suite %44 5
o J
4
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A. Complete the following dialogue.
| C: Clerk G: Guest |

C: Good morning. (BT, REENERTT
n?)

G: I'd like to make a reservation.

C: (BTREMH2LBIM G, $
IN3i3 I YNGR

G: A double room for me and my wife, and a twin-bed room for our children.

C: (iR AT Amfa?)

G: From Sept. 12th to Sept. 16th.

C: Just a moment, please. (iEFAE—TF FITiC%,
%E%Eﬁ?%Q ... Yes, we can reserve you the rooms.

G: Are the two rooms on the same floor?

C: Sure. They are adjoining rooms.

G: Thanks. I will take them.

C: (EVFRER IR G 157)

G: John Smith.

C: Thank you. (FAVAFEE BRI )

G: Thanks. Goodbye.

o)

. Role-playing.

: Your name is Jane Smith. You step in to reserve a-room for your boss. All the
rooms in the hotel have been booked up. Your boss prefers to stay in this hotel.

: You check the reservation list and tell the guest there is no room available at the
moment. You can put the guest on the waiting list or find a room in another hotel.
You will contact the guest when there is a cancellation.

¢ Your name is Helen Taylor. You’re Mr. Paul Wilson’s secretary at GE company.
You’d like to book a suite for Mr. and Mrs. Wilson for July 3rd in Beijing. Your
telephone number is 536-4520. You want to know the room rate.

: You're a clerk at the reservation desk. After checking you can confirm the booking
for a suite. You’d like to know who’s making the reservation and what her telephone
number is.




C. Discussion.

If you are a clerk at the reservation office of a hotel, what do you think should be taken
into consideration in accomplishing a reservation? Discuss this subject with your partners. The
following points can be noted for your reference.

Basw Qomts for your reference:
' type of rooms
‘dates of arrival &departure
room rate _
guest name - e
number of persons
telephone nutijer
e-mail :

o"lﬁo e o o o o :"

¥
i

Read &Act e
>’ Words and Expressions &2

shub n. F& eadept adj. # 4y, K

o maximize v. 4&----- KA JEK, oA A procure v. BAF, HAF

& slot n. 8] [% division n. ;17

retrieve v. # % database n. # & &

outstation n. JfME S F L coordination n. WA, &4k, 4k

@ revenue n. N, K EH counter v. F&7§

wproperty n. # %=, A4 (EAk f

Reservations

The principal role of reservations is to book rooms in advance. This section is the hub of
the department as it must maximize the sale of rooms. Room space is “perishable” as it is linked
with the time. A time period not sold is lost forever. The challenge is to ensure that these time
slots are fully sold.

Requests for reservation of rooms come from various sources and the information is
processed, properly documented, stored and retrieved at the appropriate time to ensure a guest
gets the room at the time of arrival. Most hotel bookings are made through reservations because
travellers come from outstation. Very few would be walk-ins — a term used for those without
reservations. Large chains may have their own centralized reservation systems while independent
ones may be linked to an international reservation system. The purpose of this strategy is to
increase the reach of independent hotels to a larger travelling public.
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The reservation agent is an important person who can contribute to the room revenues of the
property by adept management of rooms and up selling. He/She is no longer a clerk recording
reservations but a person who actually sells rooms and procures that extra dollar. In fact,
many sales executives started their career as reservation agents. Because of the importance of
the reservations function, the reservation agent reports directly to the Front Office manager
who work closely with the agent to maximize the sale of rooms. The reservations section
must work closely with the sales and marketing division to ensure that room sales are
maximized. Many reservation databases are networked with the sales division to ensure total
coordination in room availability.

Overbooking is a fine art to maximize room sales. It counters cancellation of bookings.
This art is developed with experience of the hotel reservation history. The development of
technology has helped reservation agent to keep an accurate account of rooms through

specialized software.

A. Read the passage and then mark the following statements T ( True) or F
( False).

The main task of reservations section is to maximize the sale of rooms.

Guests without reservations are called “walk-ins”.

~ A~ N~

)
) Room space will no more be in existence if not sold.
)
)

2l O

The reservation agent can contribute to revenues of the property by adept
management of rooms and up selling.
5. () The reservation agent doesn’t need to report directly to the Front Office manager.
() In order to ensure total coordination in room availability, many reservation
databases are networked with the sales division.
7. () Hotels adopt overbooking to counter cancellation of bookings.

() Specialized software has helped reservation agent to keep an accurate account.

B. Answer the following questions.

1. What is the main idea of this passage?

2. What is the main task of a reservation agent?

3. What is the role of reservations in hotel operation?




4. What is the significance of overbooking?

C. Put the following into Chinese.

1. This section is the hub of the department as it must maximize the sale of rooms.

2. Requests for reservation of rooms come from various sources and the information is
processed , properly documented, stored and retrieved at the appropriate time to ensure a

guest gets the room at the time of arrival.

3. Large chains may have their own centralized reservation systems while independent ones

may be linked to an international reservation system.

4. She is no longer a clerk recording reservations but a person who actually sells rooms and

procures that extra dollar.

5. The reservations section must work closely with the sales and marketing division to

ensure that room sales are maximized.

Group Work

Describe different types of rooms according to the aspects listed in the table.

Step 1: Divide the class into several groups.

Step 2: The teacher should prepare several pictures of different types of hotel rooms
beforehand, and distribute one picture of a hotel room to each group.

Step 3: Ask students to observe the picture and write down the distinctive features of the
room.

Step 4: After 15 minutes, select one or two students from each group to describe the
room and then invite students from other groups to tell what type of room has just been

talked about.

Step 5: Close by asking all groups to state their opinions on the descriptions.
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Room size big, small, moderate, medium-sized, spacious

. with pictures on the wall, elegant lights, color wallpaper,
Decoration i .

big or small windows
T—— air-conditioner, TV set, minibar, Internet connection,
quip IDD system, bath, shower
Types of beds single, double, twin, queen-sized, king-sized
Furniture sofa, armchair, desk, tea-shelf, wardrobe
Rooms included bedroom, living room, bathroom
Writing

& EHiTE
Tips) & 5 WiiT BT 5 0 s BN R S s B AR, SR aSUTHE: EARSA.
FlIRAEE HI . BRI BM Aoy L%,

A Sample Reservation Form

RESERVATION FORM
X Mr. [ ] Ms. [ ] Mrs.

Personal Information:

Family Name: Smith First Name: John

Complete Address: ...

City: New York Country: U. S. A. Nationality: American
Telephone: 325-3786 Fax: 325-3756

E-mail: smith @ gmail. com

Company/Organization: GE

Profession: Engineer

Arrival Date: June 2nd Departure Date: June 5th

Payment Information:

Accommodation will not be confirmed unless one of the payment methods listed below is

used to guarantee your reservation.

X Visa [ ] MasterCard [ ] American Express [ ] Bank Transfer
Credit Card Number: 4735 0028 2547 3259 | Expiry Date: 10/2011
Card Holder’s Name: John Smith




