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Unit Objectives

After studying this unit, you should be able to:

®

name different room types in English

e make reservations for group guests

® make reservations for FIT guests
revise and cancel reservations

make and maintain reservation records

@




Hotel English 1

“*Warming-up

Task T 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.



»Reading

Unit 1 Reservation

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.”



Hotel English 1

Task 2 Read the passage and tick off the ways of reservation mentioned in the passage.

[ ] reserve in person [] book through a travel agency
[ ] reserve through a central reservation system [ ] reserve at attractions
[ ] reserve over the phone [ ] book on the Internet
(] reserve by mail [ ] reserve at nearby restaurants

] book through the International Air Transport Association [ | reserve at nearby bars

[_| reserve by fax [_] book at an airline office

Task 3 Read the passage again and fill in the table about the information stored in the
CRS.

Information Stored in the CRS

. room rate
. room allotments

. room availability
hotel
deposit

minimum stay information

® N AW~

. hotel information address
phone number

room features
hotel features
9. nearby information nearby IATA cities and airports

bars

Task 4 Decide if the following statements are true (T) or false (F).

[ ] 1. The CRS links hotels around the world with each other.

[_] 2. We have to offer the right rates at the right time and in difficult English.
L] 3. Now everyone may access the hotel information through the Internet.
| 4. The Internet provides a different reservation method.



Unit1 Reservation

. Listening

Task 1  Listen to five short dialogs and decide what each dialog is about and mark (V) where
n appropriate.

Rate Telephone No. [Swimming pool| No. of people Date

Dialog 1
Dialog 2
Dialog 3
Dialog 4

Dialog 5

Task 2 Joanna Eliot is a tour guide. She is calling to make a reservation for her tour group.

n Tick off the information mentioned in the conversation.
[ ] name [ ] length of stay
[ ] address [ ] method of payment
(] number of people in the party [ | telephone number
[ ] type of room [ ] special requirement
[ ] arrival time L] guarantee method

Task 3 Listen to the conversation in Task 2 again and fill in the blanks with the words or
n expressions provided in the box.

per room inthe party under your name looking forward to
roomrate check Twin-bed rooms available

Reservationist (R): Good morning. Room Reservations. How may I help you?

Guest (G): I am calling from the International Youth Travel Agency. I'd like to know if you have
any rooms (1) for the nights from December 2nd to 6th.

R: May I know how many people there will be (2) e

G: 28.




