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Unit One

Front Office

Pant #4: Reservation & (Pheck-in

Pre-questions

SRR

What can the reservationist say when greeting the guests and offering help to the guests?
What information should be obtained when the guests want to make room reservations?
If the hotel is fully booked, how would the reservationist refuse the booking politely?
Do hotels give preferential rates to group reservations?

What should the receptionist do when the guests check in?

Conversations

Section 1 Goal » Making a Reservation

(A: Reservationist B Guest)
A; Good mormning. Room Reservations. May I help you?

FrErTrm

: Yes. I'd like to book a room at your hotel.
: What type of room do you want, sir?

Single room. What's the room rate?

: $96 per night including breakfast.

Fine. A single room from April 5® to 8.

: May I have your name, your address and your phone number, please.
: Bill Butler, 289 West 52™ Street on Broadway, New York, USA and my phone number
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> @

is 212-546-0112,

: Mr. Butler, let me repeat your reservation. Your name is Bill Butler, your address is 289

West 52™ Street on Broadway, New York, USA, your telephone number is 212-546-
0112 and you want a single room from April 5 to 8".
Exactly.

: We look forward to your stay at our hotel, Mr. Butler.
: Thank you. Good-bye.
: Good-bye.

Key Words & Expressions

reserve [ ri'zawv] v. #iT ' include [ in'klu:d] v. f34%

type [taip] n. Fh& address [ o'dres ] n. Hbiiik

fine [ fain] adj. K#F T exactly [ ig'zeektli | adv. Hblih, K5Hfih
repeat v. [ri'pi:t] BEH room rate 4

reservation [ ,reze'veifan] n. FiiT single room i A |g]

stay [stei] v. &n. BB . look forward to i

Section 2 Goal ™ Making Group Reservations

(A: Reservationist B: Guest)

A
B:

FrErTE Dy

Good moming. What can I do for you, sir?
I want to book 5 double rooms and I want to know whether you give any deductions for

group reservations.

: Yes, we have special rates for group reservations. You can get a 5% discount.

Marvelous !

: When do you want the rooms, sir?
: September 16™ to 19®. Do you have rooms free by then?
: Yes, we do. So you want 5 double rooms from September 16™ to 19",

Exactly.

: Can I have your name and your telephone number, sir?

Sure. My name is...
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Key Words & Expressions

deduction [ di'dak[en] n. #7400 marvelous ['ma:viles] adj. KIF T, KiET
discount [ 'diskaunt] n. #74n group reservation F{ATIIT
September [ sep'temba] n. JLH double room XA [5]

special [ 'spefal] adj. FFHER)

Section 3 Goal » Extending the Reservation

(A: Reservationist B:. Guest)

>ErPrErW>E

: Room Reservations. Can I help you?

I booked a suite at your hotel from April 6" to 9" and now I want to extend my stay till 11",

. Can I have your name, madam?
: Ann Smith from Sydney, Australia.
: I have to check if it’s possible, madam. Just a minute.

Okay. Go ahead.

: Madam, you have to change your room from 709 to 605 if you want to extend your stay.

Do they charge the same?

: Yes.

That’s alright, then.

: You will have to fill in a form, madam.

Key Words & Expressions

extend [ ik'stend] v. EEK Sydney [ 'sidni] n. &JE
April [ 'eiprel] n. /A possible [ 'posabl] adj. AJEEH
Australia [ os'treiljo] n. BKF|T charge [tfa:dz] v. Y%
madam [ 'meedem] n. KA go ahead FNE

suite [ swi:t] n. E[g] fill in a form EFE

Section 4 Goal » Canceling the Reservation

(A: Reservationist B: Guest)

A

: Reservations. May I help you?
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B: Yes. I'm calling to inform you that I have to cancel my reservation due to something
unexpected happened.

A: How did you make the booking and can I have your name?

B: My name is Bill Butler from Vancouver, Canada and I made the booking by telex last
Friday.

A Let me check, sir.

(After a while...)
Yes. Bill Butler from Vancouver, Canada. You booked a single room from June 7% to 9™
and you want to cancel the booking,

B; You are right.

A: A moment, please. Your reservation has been canceled, sir. And you can get your
advanced deposit back.

B: I'm very sorry to give you so much trouble and I thank you very much.

>

: Don’t mention it. Bye.
B: Bye.

Key Words & Expressions

inform [ in'form] v. @A cancel [ 'keensal] v. B
unexpected [ ,Aniks'pektid] adj. A8 A | Vancouver [ vaen'ku:ve| n. JBEf4E
B, BAMNY telex [ 'teleks | n. HifL

happen [ 'heepon]v. %4 check [tfek] v. #xt

Canada [ 'keenada] n. &k mention [ 'menfan] v. X%
Friday [ 'fraidi] n. E#8H due to fl§F

trouble [ 'trabl] n. BRI advanced deposit 14>

Section 5 Goal » Refusing a Reservation

(A: Reservationist B: Guest)

A: Good morning. May I help you?

B: Good morning. I want to book a single room.
A; When do you want it, madam?

B: May 3" to 6",
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. 'm very sorry, there is no single room free from May 3™ to 6™. All the single rooms

have been fully reserved but we have double rooms during that period, madam.

. I don’t think I'll book a double room.

. In this case, 1 suggest you have a look at the Star Hotel. How about I make a phone call

to see if they have single rooms free?

: Thank you very much.
A:

My pleasure. Just a minute.

(A few minutes later...)

B:
A

B:
A;

Yes, they do have single rooms free.

Great! Where is the Star hotel?

It’s not far from here, only about ten minutes’ walk. You turn right at our hotel gate, go
straight ahead until the big shopping mall. The Star hotel is just across the street.

I see. Thank you very much indeed.

Don’t mention it, madam.

Key Words & Expressions

period [ 'pieriad] n. B, 3i[H] straight [ streit] adj. & adv. BHE, —
pleasure [ 'pleza] n. MR, & >4, W2 =5l . _

ahead [ a'hed] adv. [EIR( mention ['menfan] v. k&

suggest [ sa'dzest] v. H#iX trouble [ 'trabl] v. &n. () FRG

Section 6 Goal » Checking in

(A: Receptionist B. Guest)

A
B:

A;

Good afternoon. May I help you?
Sure. I called to book a room at your hotel a week ago and my name is Eric Gates. I'm

from Iowa, the United States.

Just a minute, Mr. Gates.

(After a while...)

Ah, yes. Eric Gates from lowa, USA. A single room from today till Thursday, June 6".

B. Yes.

A;

Please fill in a form, sir.

B: There you go. Is that okay?
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A: It’s perfect. Here is your key card and the key, sir. Your room number is 806, it’s on
the 8" floor.

: How can I get to the 8" floor?

: Don’t worry, sir. A bellboy will come and take you up to your room.

: Thank you very much.

: You are welcome and enjoy your stay,

. I will.

WZD.CU}w

Key Words & Expressions

lowa ['aiows] n. LB Thursday [ '8s:zdi] n. &Py
June [ dzu:n] n. X H perfect [ 'pa:fikt] adj. JEHIF
enjoy [in'd3oi] v. 52 bellboy [ 'belboi ] n. 7255
key card £

Section 7 Goal » Group Check-in

( A: Receptionist B: Guest)

A: Excuse me. Who is the group leader?

: It’s me and my name is Tom Lewis.

: Welcome to our hotel, Mr. Lewis. Is there any change to your group?
No.

: That’s fine. Here are.the room keys and all your luggage will be sent up in about 20

> ® > w

minutes.

Thank you. Can you tell me your breakfast time?

: Certainly. Breakfast is served from 7.00 to 8.30.

. I see.

: If you need any help, please let us know, Mr. Lewis.
: Sure. Thank you very much.

>E > P>

: You are always welcome. And enjoy your stay.
Key Words & Expressions

luggage [ 'lagidz ] n. 172 certainly [ 'sa:tonli] adv. 244k
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Summary of the Useful Expressions

1. Greetings
a. Good moming.
b. Good afternoon.
¢. Good evening.
2, Offering help
a. Can/May I help you?
b. What can I do for you?
c. Are you being attended to, sir?
d. Is there anything I can do for you, madam?
3. Making a reservation
a. I'd like to reserve a single room from... to..., please.
b. Do you have any single rooms free/available from ... to ...7
c. I'm going to book a suite from ... to ....
d. I want to book 4 double rooms for a group of 8 people, please.
4. Accepting a reservation
a. We can book you a single room from ... to ..., sir.
b. We do have a double room free from ... to ..., madam.
c. Yes, there are 4 double rooms available during that period of time, sir.
5. Asking about the room rate
a. What’s the room rate for a double room per night?
b. How much is a single room with bath?
c. Is breakfast included?
d. Can you give me some discount for group reservation?
e. Is there a deduction for children?
6. Extending the reservation
a. I booked a suite at your hotel and now I want to extend my stay. I want to stay two
more days.
b. You have to change your room if you want to extend your stay.
c. Do they charge the same? Do I have to pay more?
d. No, you don’t have to, but you have to fill in a form.



