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PART 1
FRONT OFFICE SERVICE

Unit1 Room Reservations

¢ Dialogues

1-1 A Long Distance Call Reservation

Scene: Henry Bellow(B) and Mzrgaret Bellow, an American couple, are going to spend their
holiday in China. Now Mr. Bellow is making a reservation at Huatian Hotel in Shanghai
through a long distance call.

Reservation(R ) : Shanghai Huatian Hotel. Reservation Desk. Can I help you?

B: I'm calling from New York. I'd like to reserve a room in your hotel.

R: What kind of room would you like, sir? We have single rooms, double rooms, suites and

~ deluxe suites in Japanese, British, Roman, French and presidential styles.

B: A British suite, please.

R: Would you like breakfast?

B: No, thanks.

R: Can you give me your name please, sir?

B: Henry Bellow. B-E-L-L-O-W.

R: Thank you, Mr. Bellow. And your arrival and departure dates?

B: From May 26™ to May 29™.

R: Very well, Mr. Bellow. A British suite without breskfast from May 26™ to May 29". Am I
correct, Mr. Bellow?

B: Yes, thank you. One more thing, could you tell me how to guarantee my reservation?

R: I'll just need your credit card number, and I’ll take care of the rest.

B: AE card. No. 1734, 4018, 2273,1868.

R: Thank you, Mr. Bellow. You’ll be expected to be here then.



B:
R:

1 =

That’s fine. Thank you, madam. Goodbye.
Goodbye.

2 A Face-to-Face Reservation

Scene: The receptionest(R) receives a client( C).

R:
C:

R:
: I don’t know, but it could be anything from seven to ten days.

/0 *x 0

Q% 0O & 0O

L=

Can I help you, sir?

I'd like to book a single room with shower for Mr. George Smith. He plants to arrive on the
20™ of this month.

How long will he be staying?

. Then we can only confirm a room from the 20™ to the 27™. I’m afraid we won’t be able to

guarantee him a room after the 27", We usually have a high occupancy rate in the peak
seasons.

. What if there isn’t any room then?

: Don’t worry, sir. We can either put him on a waiting list or find him a room in a nearby hotel.

: I see. One more thing, Mr. Smith is handicapped. Do you have facilities for the handicapped?
: Yes, sir. We have special bedrooms which have a wide door into the bathroom with appropriate

washing and toilet facilities. Besides, there’re no steps between the street and the entrance to
the hotel. There is a special lift from the car park to the 1* floor, and lifts are all wide enough
to take a wheelchair.

: Fine. How much do you charge for a single room for the handicapped?

: For one night, the hotel cost would be 200 yuan. How will he be paying, sir?
: His company will cover all the expenses. We’ll send you a check right away.

: Thank you, sir.

: Thank you. Goodbye.

3 A Group Reservation

Scene: The telephone rings. The Reservationist( R) answers the phone.

R:

Reservations. May I help you?

Client(C) : Yes. The American People-to-People Education Delegation will be visting Shanghai at

R:
C:
R:

the end of this month. I'd like to reserve 10 double rooms with twin beds for five days.
For which dates?
From May 23™ to 27,

One moment please,sir. ( The reservation checks the list. ) Yes, we can confirm 10 rooms for
five days.



C: Thank you. Is there a special rate for a group reservation?
R: Yes, there is a 10 per cent discount.
C. That’s fine.
R: By the way, how will they be getting to Shanghai? Will they be coming by air?
C: Yes.
R: Could you give me the flight number please, in case the plane’s late?
C; Oh,sorry. I don’t know the flight number, but I'll let you know by phone tomorrow.
R: Thank you, sir.
C: Oh,yes. According to the program, they’ll have a meeting on the 25". Have you got a big
conference hall?
R: Yes, sir. We have a very nice multi-function hall, but you’ll have to speak to the sales
manager about that. Please hold on a moment and I'll see if I can put you through.
_New Words and Useful Expressions
reservationist n. TRAELALIE R suite n. BE
departure n &7 confirm n. ik
handicapped a. %56 make a reservation  FiT
in case 4R, F— according to I, 2B
_Notes to the Text
1. Reservation Desk
HiiThb
2. Would you like breakfast?
X BRI EAE G LR A RN ENEREZ IR,
3. the American People-to-People Education Delegation
% R a8 E R H
4. a double room
IWON
WA HARALEAX K (twin beds) XU AJK (a double bed) ., X B, fRERAFITH
S 1R X R BUA S o
5. a multi-function hall
ZUIREIT
6. Can I help you J&F a4t H BhAY &, tLnl s May I help you, 5 What can I do for



Y EExAODE Oalbgishforboels

you % FHASUIR 55 1 TAEAUFRIFE
7. We usually have a high occupancy rate in the peak seasons.
ERA AN E AR EE R
8. What if there isn’t any room then?
i B R A 25 B B AT
W 4. What if he doesn’t come?
MRMAK, EAINE?
9. cover all the expenses for him

BRI AT 0
. Useful Drills

1. Accepting Reservations #53iiT

1) What'’s the price difference?
(PRhBEIEIE) MAsA AR RE?

2) A double room with a front view is 140 dollars per night; one with a rear view is 115 dollars
per night.
—[E] BN B 5 B T ) B M 140 3600, F BRI 115 3£IT,

3) I think I'll take the one with a front view then.
P AR A 2 FH T A nE

4) And we look forward to seeing you next Thursday.
FATY T A I WL E s

5) I'd like to book a single room with bath from the afternoon of October 5 to the morning of
October 10",

FABOT AW E RPN, 10 A5 HTF4%10 A 10 H E4H.

2. Fully Booked FiiTi# T

6) I'm sorry, but we’re booked up.
R, BATREZHET .

7) I'm sorry, but all rooms are taken.

RAHK, AR EHECEITHT

8) We don’t have a single room available. Would you mind a double room instead?

HABAETA BEABE . BB EAR?
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3. Group Reservation F{&FiT
9) I'd like to reserve some rooms for a tourist party.

AR A — i A T B3 1E]
10) Is there any preferential rate for the party?
ATT = EARE?
11) We offer you a 15% discount for a group reservation.

AATR TR A2 15% HIEE .

4. Canceling a Reservation BGE 1T
12) I'd like to cancel a reservation because the travel schedule has been changed.

FEoARA T Bk s, RABUEE LBTHFE.
13) OK, I'll cancel Mr. Bellow’s reservation for October 10™ for 5 nights. My name is Li Li and

we look forward to another chance to serve you.
GFE, BKEBOH T AL 10 A 10 HEY S A8 EMBHT, 2w, FE FKEILESHN
RS o

&Ex‘gcises

1. Role-play
Client: Your name is Bill Brown. You'd like to book a single room with shower for October 2"
and 3",

Hotel employee: You answer the phone and accept the booking.

2. Complete the following dialogues

A Reservations. 1) ?

B: Yes, I'd like to book a room for my friend, Gary Smith.
A:2) (4

B: A double room with bath. 3) ?
A It’s 150 yuan. 4) 7
B: Ten days.

A:5) ?

B: On the 18",

A. 6) ?

B: No, thanks.

A:7) ?




B: That’s right. Thank you.
A: You're welcome. And thank you for your calling. Goodbye.

3. Put the following into Chinese

1) I'd like to reserve a Spanish suite with breakfast from the 8" to the 12 of next month.
2) How much do you charge a day for a double room with bath?

3) I'll be arriving by air early in the morning. Can I check in then?

4) Could you confirm ten rooms for a week as a group reservation for our travel agency?

5) Can you put me on a waiting list and inform me as soon as you have a spare room?

4. Choose the most appropriate word
1) “To reserve a room” means
A. to live in a room
B. to clean a room
C. to book a room
2) A collect call should be paid by
A. the one who receives the call
B. the one who makes the call
C. the one who puts through the call
3) A reservationist is a hotel employee
A. who is in charge of reservations
B. who would like to reserve a room in the hotel
C. who is making a call at the Reservation Desk
4) An operator is normally a woman
A. working at the Reception Desk
B. working at the General Switchboard
C. working in the office of the manager
5) An IDD system can offer the convenience of
A. indirect distance calls to all parts of the country
B. direct dial to all the foreign countries
C. inside calls

5. Put the following into English, using the“will be doing” structure
1) BABRNAALLG 2 FILTH o
2) SRR =AM EREITRER, IReRAE FR,



PART I FRONT OFFICE SERVICE V

3) IR B AR, BRITEESWUEITS
4) St AR A
5) b AR ERITSELE, 17157

REEESR:
1. Do it by yourself.
2. 1) Can I help you
2) What kind of room would you like, sir
3) How much do you charge
4) How long will Mr. Smith be staying
5) When will he be arriving
6) With breakfast
7) Well, Mr. Gary Smith, a double room with bath from the 18™ and for ten days and without
breakfast. Am I right, sir
3. 1) REHIT—HEAHFXNES , HREZFMH 8 HE 12 H, BEARE,
2) —EAF IR E AN BRI Z 7
3) WEGAENE RIE HLAGE . ARRHEIRAEE D g2
4) ERERBOR I IATIRATHEAATIT 10 8] 55, — B g7
5) BRERI Db B b, —A % s g 7
4.1)C 2)A 3)A 4)B 5)B
5. 1) I hope that we will be meeting again soon.
2) Please don’t ring me up at three this afternoon. I'll be having a lesson then.
3) At this time tomorrow morning, we will be having a meeting in the meeting-room.
4) What will you be doing at 7 tonight?
5) He will be waiting for you in the lobby at seven. Is that all right?

Unit 2 At the Reception Desk

¢_Dialogues

2 -1 At the Entrance
Scene: A car pulls up in front of Huatian Hotel and a bellman ( Bm) goes forward to meet the
guests, opening the door of the car for them.

Bm: Good evening, madam and sir. Welcome to our hotel.



Mr.

Bm;

Bm;

2 =

Bellow(B) ;: Thanks. Good evening.

( Opening the trunk, taking out the baggage and looking at the name on the baggage tags)
I’m the bellman, Mr. Bellow. So you have got altogether four pieces of baggage?

Yes.

( The doorman opens the gate. )

The Reception Desk is straight ahead. After you, please.

2 Registration

Scene: At the Reception Desk.

Receptionist(R) : Good evening. What can I do for you, sir?

B:
R:

o)

2=

I reserved a British suite three weeks ago. I'm Henry Bellow.

Just a moment, please, Mr. Bellow. I'll check the arrival list.

( The receptionist checks the list. )

Could I see your passports, please?

( Checking the passports and giving them back)

Thank you, sir. And would you mind filling in the registration form?

. I'll take care of it.

( Filling out the form)
Here you are. Is it all right?

: Yes, thanks. How are you going to pay, in cash or by credit card?
: Could I pay with traveller’s checks?
: Certainly. Here’s the key to Room 908 and your room cards. Please keep them. And the

bellman will show you up to your room. Have a nice-evening, sir. And enjoy your stay.

: Thank you.

3 Hiring a Taxi

Doorman(D) : Good morning, sir. Can I help you?

Client( C) : Good morning. Can you get me a taxi?

D:

C
D.
C

0 O

Where do you want to go, sir?

: I want to go to the Forbidden City.

Single trip or round trip?

: Single trip. Could you tell the driver to make a detour to the Bank of China? I need to change

some money there.

- Yes, I will tell him.
. By the way, how do you figure out the carfare?



D: According to the kilometer, the first five kilometers is RMB 10, and RMB 2 for every extra
kilometer.

C. Oh, I see. Thank you. How long do I have to wait?

D: The taxi will be here right away.

¢ New Words and Useful Expressions

e

registration n. A4, EM bellman n. RIER, I7FER
doorman n MMTEZAR pull up s SXEEEE 1BF, (£) 4%
detour n. ifwE carfare n. &%

the Forbidden City  # #k single trip 4%

round trip B receptionist n. FE/F i

_ Notes to the Text

1. A bellman goes forward to meet the guests, opening the door of the car for them. X H,

opening the door of the car for them EIIE/HAME1E, FIMIERIRIE .
2. The Reception Desk is straight ahead.

AR AL BRI
3. After you, please.

il XRALSRAIE.
4. four pieces of baggage

VAT

Baggage 2 AN A[§i 4410, Je[E A luggage,
5. Can you get me a taxi?

VR BEHE e 1 49 L FHL 4 1 7

Would you like me to call a taxi for you?

WAER A — i A g e
¢ Useful Drills

1. Greeting [@{&E%E A
1) How are you today, Mr. Bellow?

ARG, P47

2) It’s good to see you again, sir/madam.



B WBIEERE, Tt/ T+,
3) Are you Mrs. Bellow?
BRI T R A2
4) You must be Professor Bellow.
—E RN B HFE.

2. Asking for Some Information in the Lobby £ X Tif]ja—L{5 8
5) Excuse me, where is the restaurant?

fTI—TF, WERIETZEMIL?

6) Excuse me, where can I buy some cigarettes?
THR—TF, FRENGEILAT LAK 2 &4 ?

7) There is a counter selling all kinds of souvenirs.

A MBS SRR 22 &0 .

3. Asking the Guest to Have a Wait it & AfHZ%
8) Thank you for waiting.
BAET .
9) I am very sorry to have kept you waiting.
TRABILEAET o
10) Could you wait a little longer, please?

P s Uk

4. Making an Apology & #k

11) I am very sorry for the delay.
FRAHIKEL LR T (8]

12) I would like to apologize for the mistake.
N XA R TR RN R

13) I am very sorry for the inconvenience.

TRAHK A e RANE

5. Leaving ZEASE/E
14) Have a nice day.

HEEH R —K,
15) Thank you for staying with us.
At -
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16) We hope to see you again soon.

A EAARERR BN
(_Exercises

1. Role-play .

Client: You’d like a single room for tonight. You have no reservation.

Hotel Employee: It’s 9:00 in the morning. You can let the client have a room. It’s 150 yuan.
Give the client his key. The room is Number 109. The bellman will show the

client up.
2. Complete the following dialogue
A: Good morning, sir. 1) 7
B: Yes, 2) .
A Oh,sorry, 3) . Would you like me 4) ?
B: No, thanks. I'd like to stay at your hotel. It’s more convenient.
A: Then, 5) instead?
B: How much is the double room?
A:6)
B:. That's OK. I'll take it.
A: May I see 7) s
B . Here it is.
A: 8) ? That is the form.
B: Oh, thank you.

3. Fill in the blanks with the following expressions

(recommend. . . to, pull up, have a check, get in touch with, make a reservation, book up)
1) The president the young man the professor for advanced studies.
2) On holidays all the rooms

3) The driver the car in time and avoided an accident.

4) With the help of the police, the old lady her lost daughter at last.

5) I've at the Park Hotel through a long distance call.

6) Before handing in your test paper, you must



