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perform ‘

The surgeon has performed the operation.

[potom] v RTBE SNPHERAEE B E T FA.
bilingual . . —., | He is bilingual in French and Spanish.
Chatlgwal] | 4/ BSR4y o mupa e im o i o
accommodation e o The living accommodation was circular huts with walls
[akesadeec] n 118 made of dried mud.
fEAL R B R, 52 TR .
authorization ’ May 1 see your authorization for this?
Cotorazesfon] ™ N IR oo o o e g
guarantee ‘ o (RE We guarantee prompt delivery of goods.
[perats]  |® RAVGIERR A
confirmation . N Your news was really confirmation for my beliefs.
Chonfomefon] | ™ W -B SRAE A B T RV
procedure | n BTG There is a set procedure for making formal complaints.
[prasi:dza] [ ! ERXRBHBFEA —EHEEFN.

‘PART A SEEING

Drill 1 Technical Terms

Direction:

Unit 1 Reservationists —



1. Reservation department

2. Desk clerk

3. Payment

4. Extension of stay

5. Modifications

Drill 2

Direction;
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Types of Reservations

Drill 3

Direction:

The Reservation Department

1. Whatever the methods of processing reservation, their ultimate purpose
is
A. to define reservation B. to cater to guests
C. to raise occupancy rate D. None of the above

2. A registered guest, who is leaving for another city next day, should reserve
the room for the night there through .
A. toll free lines B. mail-postcard request
C. telex ; ‘ D. properfy~to-property reservation

3. A client in the region can arrange for hotel accommodation by means
of

A. intersell agencies B. calling hotel representatives
C. direct telephone A D. toll free telephone

4. An overseas guest usually reserve a room by using
A. telex B. direct call

C. property-to-property reservations D. toll free call

Unit 1 Reservationists



PART B LISTENING

Drill 1

Direction: -

Appearance Guidelines

A hotel reservations agent is an integral part of hotel

operations. Guests receive their first impression of the at

the time of reservation. Therefore, reservations agents must be courteous,
knowledgeable and informative. '

Uniforms are at upscale establishments (B R4 j5) and
most other properties. Outfits may be supplied and cleaned by the hotel itself, or

agents may be required to purchase and tend to their own uniforms. In addition to

asking employees to , most properties enforce strict appearance

requirements, Visible tattoos, extreme hairstyles and excessive jewelry are
usually prohibited unless they are part of a hotel’s . These

rules ensure that agents appear friendly and approachable to even the most

conservative of guests.
Drill 2

Direction;

Reservations Manager

1. The recruiting hotel is located in

2. The hotel is recruiting a

3. The candidate should be confident to interact with

4 WP



4. The ideal candidate should be to deal with people at all levels.
5. Only those who live within to Central London.

Drill 3

Direction;

Dealing with a Reservation Mix-up

(A clerk [A] is now receiving a lady [B] at the reservation desk. —{; Fii i T &5
A TIEEBITAER— i+
1. What kind of room did the lady book?

2. How long will they stay?

3. Where did the lady make the reservation?

4. Why can’t the lady have a room in the hotel?

5. Where will the lady and her daughter stay?

PART C ORAL PRACTICES
Drill 1

Direction;

JOB REQUIREMENTS:

* Basic experience with Microsoft Office;
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