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UNIT ONE

Telephone Reservations

Dialogue I

(Mr. Smith makes a flight reservation for his trip to
Kansas City, U.S. A.)

Agent;
Smith .
Agent;
Smith .

Agent .

Smlth :
Agent

Smith;
Agent;
Smith ;
Agent;
Smith
Agent;
Smith.
Agent;

May I help you, sir?

This is United, right?

Yes. o

I’d like to book one seat to Kansas City on a flight
leaving sometime before next Friday.

There aren’ t any direct flights, sir. You’ll have to
change in San Francisco.

That’s all right.

There’s a flight leaving Beijing next Wednesday at
10 ¢ 15. ‘

Fine. I’ll take that.

Your name, please?

John Smith.

Do you want to fly first or economy class?
Economy, please.

Yes, thank you, Mr. Smith.

Thank you. Good-bye.

Good-bye.



Dialogue 1

(Mr. James books two seats on a flight to Beijing for
two of his senior executives. As the flight he has requested

is fully booked, the reservations agent suggests an alterna-

tive. )
Agent;
James:

Agent;

James:

Agent:

James:

Agent .

James.

Agent;

James .

Agent.
James:.

Agent;

International Travel Agency. Can I help you?
Hello. This is Henry James from Star Company.
Two of our senior executives would like to fly to
Beijing. Could you please book them two seats on
Flight BA039 leaving London on the 23rd?

First class or business class?

Business class, please.

Please hold on. I’ll just check the reservations. (A
moment later) I’ m sorry, Mr. James, the flight
you request is fully booked, and there are at pre-
sent no cancellations. May 1 suggest.an alternative?
Yes, please do.

Flight LH 721 has seats available on the same day.
It leaves at 10 : 00;however, there’s a stopover of .
an hour in Frankfurt. How does that sound to you?
That sounds good to me. Could you book me two
seats on that flight, please?

May F have the travelers’ names, please?

Yes, Henry Brown and Charles Green. 1’1l send
someone to pick up the tickets on Friday.

That’ll be fine. Thank you, Mr. James.

Thank you. Good-bye.

Bye.



Dialogue H

(Mr. Brown books a Saturday flight to Guangzhou.
Unfortunately, all the tickets for Saturday flights to
Guangzhou have been sold out. Therefore, he agrees to be

put on the waiting list. )

Agent:
Brown:
Agent:
Brown.
Agent:
Brown:

Agent;

Brown;
Agent

Brown:
Agent ;
Brown;
Agent:

Brown :

Air China Shanghai Booking Office. Can I help
you?

Yes. I’d like to make a reservation for Flight
MU5319 to Guangzhou this Saturday.

I’m sorry. We’re all booked up for Flight
MUS5319. .

Then, how about another flight that day?

I’m afraid I can’t get you on any flight this
Saturday. However, there may be a cancellation.
May I put you on the waiting list?

What are the chances?

I can’t say for sure at the moment, but we’ll see
what we can do for you.

All right. Put my name on the waiting list.

Just in case there are no cancellations, can I put you
on our earliest flight for next week?

Yes, please do.

May I have your name, please?

Jack Brown. :

May I also have your telephone number in Shang-
hai? .

I am staying at Hilton Hotel. My room number is
308.



A
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Thank you. Good-bye.

Brown : Good-bye.

Dialogue I

(Mr. Baker has reserved a seat on Flight CA1568 from
Shanghai to Beijing. Now his plans have changed and he

wants to cancel his reservation. )

Agent .

Baker:

Agent:

Baker H

Agent.

Baker H

Agent :

Baker :

Agent:

Baker:

Agent;

Baker :

Agent;

Baker.

This is Air China Shanghai Booking Office. Can I
help you? ‘
Yes, please. I’ ve made a reservation on your flight
from Shanghai to Beijing. Now my plans have
changed and I want to cancel my reservation.

May 1 have your flight number?

Sorry, I don’t remember my flight number.

Then tell me your name, please.

Henry Baker.

Thank you. 1”1l check. (A moment later) Oh,
here we are. You have reserved an economy-class
seat on Flight CA1568 on the 8th of March {rom
Shanghai to Beijing.

That’s right.

Mr. Baker, I’ve already canceled your reservation.
Thank you.

Would you like to make another reservation?

No, thank you. I’ll call you when I’ ve made my
new plans.

Thank you for calling, Mr. Baker. Good-bye.
Good-bye.
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10.
11.
12.
13.
14.
15.
16.

17.

18.

19.
20.
21.
22.
23.
24.
25.
26.

Words and Phrases

reservation | reza'veifon]  n. BiiT

fhght [ flait ] n. K57, 4B

Kansas [ 'kanzas ] n. HEEEHR [ EE M4 ]
united [ju(:)'naitid ] a. Bew

book [ buk ] v. BT

sometime [ 'samtaim | ad. T O 3%) X —rtE
direct [di'rekt ] a. Bkl

change [tfeind3 ] v.

San Francisco [,sen fran'siskou Jn. IH4 [ 2 E & ]
economy [1(:)'konami ] n. &%

class [kla:s] n. (X BB

senior [ 'si:njo ] a. W (HEFDEEH
executive [ig'zekjutiv ] n. BRER

request [ ri'kwest | v. B3R

fully [uli] ad. 5EeH

suggest [sa'dzest ] v, B

alternative [o:l'tarnativ]  n. GXH ) [t 3 49 SBE
international [ inta(:)'naefonl Ja. BERHY

travel agency K74k

business [ 'biznis ] n. %%

present | 'preznt n. HE

hold on GTHRERBEB % —T
cancellation [ kaensa'leifanJn. B ¥

available [a'veilabl] a. I BRI

stopover [ 'stop,auva | n. PREE

Frankfurt ['freenkfot] n. E2WEGEERT)



27.sound [saund ] v. WK

28. traveler [traevia ] n. JKITHE

29. pick up GXEHRER

30. unfortunately [ an'fo:tonitli Jad. K3

31.sell out 5

32. waiting list SEEe

33. booking office BEEL

34. Air China hE E R E L ]

35.chance [tfa:ns] n L&

36. telephone number 50

37.reserve [ri'zawv ] v, WIT

38. Hilton Hotel FIRBURE

39. cancel ['kaensl] v. BUH

40. flight number BBt S

41.check [tfek] v B H
Notes

1. telephone reservations = to make reservations by tele-
phone, &R“BiEITH”,

2. This is United, right?

“United” & “United Airlines”g§ 5B R, FR“EERK L
MEAHE",

3. I’d like to book one seat to Kansas City on a flight -+
“I’d like” =“I would like”; “to book one seat on a
flight” %R “FTEFH I LITE”, .

4. There aren’t any direct flights, sir.

“direct flights” & 45 “ B 3% # % ”; t 8 . A “non-stop
flights” %%,

. You’ll have to change in San Francisco.

6

[#2]



10.

11.

X B “to change”="“to make a connection” , £ R“H%”,

There’s a flight leaving Beijing next Wednesday at
10+ 15 .

X B P75 4 17 45 7% “leaving Beijing next Wednesday at
10 = 1574924 T &8 2 3B M) . “which will leave Beijing
next Wednesday at 10 : 15.”

Do you' want to fly first or economy class?

“first class” B “L % 4", /A 2 R “F”; i “economy
class” RiE“Go ", FHASRY”.

As the flight he has requested is fully booked --*

“the flight is fully booked” B “RiBE B BT ", X l4y =
EE%“We are fully booked up for the flight” 1 “There
are no seats available on the flight”,

Business class, please.

“Business class”@#“A $ R, FHAELC,

May I suggest an alternative? A

X B “an alternative” 4% “an alternative flight” ; “alterna-
tive” 4§24 F“another”

Flight LH 721 has seats available on the same day.

% H) %R “Seats are available on Flight LH721 on the
same day”5 “There are seats available on Flight LH 721
on the same day”,

. How does that sound to you?

%A RAER BIA BB %, WA L3 : “What do you think

- of that?”

- Therefore, he agrees to be put on the waiting list.

“to be put on the waiting list” R “BRIA B 487

14. 1 can’t say for sure at the moment, but we’ll see what

we can do for you.



~—

418 “for sure” RR “BRYITEER”; % 7 ghid] “see” F R “try
to find out”,

15. 171l check.
ZRRRREE T,

16. Oh, here we are.
B R B RBNT RS T AN AFE R i L #%] Hen-
ry James ¥4

Relevanf Information

Most people want to make their flight reservations by
telephoning .an airline reservation office. A reservations a-
gent is responsible for making or confirming reservations for
passengers who telephone the airline. Before going to reser-
vations control to check whether or not there is a space
available, the reservations agent will have to determine
what time and day are most desirable for the passengers,
find out whether the passenger is traveling alone or with
other people and get the name of the passenger. In addi-
tion, he must find out which class of service the passenger
desires, that is, first class, business or economy class. If
space is not available on the flight that the passenger de-
sires, it is advisable that the agent suggests an alternate
flight. Besides reservations, a reservations agent is also
supposed to give any other information the passenger may
need , such as weather conditions and food service.

Summary of Useful Expressions

(1> A: Hello, this is Air China Booking Office. May I
help you?



B: Yes, please. Do you have a direct tlight from Bei-
jing to Houston?
(2) A: I’d like to make a reservation for Flight 312 to
Beijing this Saturday.
B: Let me see whether there’ re seats available on
that flight.
: I’d like to book one seat to Kansas City on Flight
315.
: I’m sorry we’re all booked up for Flight 315.
: Are the flights to Chicago non-stop?
No: You have to change planes at Karachi.
: Are there flights from Beijing to Zurich?
: We have a non-stop flight from Beijing to Zurich.

o

(3)

(4

(5

® > W > W

It operates on Sundays.

>

(6) : How many times a week do you have a flight
from Nanjing to Beijing?

: We have a daily flight from Nanjing to Beijing.

: How many flights are there to Copenhagen?

: There’ re three.

: What flights are there to Singapore?

: Air China.

: When would you commence your trip?

P
(&

(9
: We want to leave for Beijing this afternoon.
(10> A: Do you want to fly first or economy class?
: Economy, please.

an

: Would you prefer first class or business class?

TEEI>E>E > H > W

Business class, please.



> .

(12>

(13

> P

(14)

> %

(15

(16

> W w

an

> Z

(18)

: Do you prefer a morning flight or an afternoon

flight?
A morning flight, please.

: May 1 have your name, please?

John Smith.

: How many seats do you want on Flight CA929

from Shanghai to Tokyo on February the 14th?
Only one seat, please.

: May I know how many seats you want to re-

serve?

: Two seats, please.

: I need four séats, economy class.

Just a moment, please. I’ll check.

: I’ m afraid Flight CA929 on the 14th is complete-

ly sold out. However, there may be a cancella-
tion. May I put you on the waiting list?
Okay.

: I need to change my reservation. Could you ar-

range the new itinerary for me?

: Certainly. Will you please give me your full

name?

Exercises

1. Translation;
(1) B IETT BB . Q) EX B
(3BT BB WITHRRIEA

(5) 474t
(D EE L

(6)i2 K Bt [H]
ORHE S

2. Situational responses

10



(1) You are a reservations agent. If you don’t know the
particular time and date the passenger will take his
flight, how would you ask him?

(2) If you want to know which class of service the passen-
ger desires, what would you say?

(3) If space is not available on the flight that the passenger
desires, what would you say and suggest to the passen-
ger?

(4) 1f there aren’t any direct flights, what would yc'>u have
to tell the passenger?

(5) If you don’ t know how many tickets the passenger
wants, how would you ask him?

3. Answer the following questions:

(1> How do most people make their flight reservations?

(2) What is a reservations agent’s principal job?

(3) What is the difference between the first class and the
economy class?

(4> What other information should a reservations agent
give the passengers besides reservations?

(5) Why does a reservations agent sometimes ask a passen-
ger for his telephone number?

4. Roleplay .

It is a telephone dialogue. Student A is a passenger
and Student B is a reservations agent. The passenger wants
to make a reservation. The reservations agent needs to
know the time and date for the passenger’s departure, the
class of service the passenger desires, and also his/her
name. The dialogue begins with the telephone ringing.

11



