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Sub-module 1
Accepting Room Reservations

An Overview

After studying this module, the students are expected to achieve the following
objectives:
I. Knowledge Objectives (A1TRE#5):
1.1 Job Knowledge and Experience ({775 iR)
Reservations can be made by many channels. Most of reservations may be made
over the telephone. Potential guests telephone the hotel reservation center to make
reservation inquiries. Some of reservations may be made on the website of the
hotel or by email. While getting a reservation inquiry, the reservation receptionist
shall obtain the following guest-related information:
1. Guest’s name, address and telephone number;
2. Name of company or travel agency;
3. Date of arrival and departure;
‘4. Type and number of rooms requested;
5. Desired room rate;
6. Number of people in the group, if applicable;
7. Methods of payment;
8. Any other special requests.

1.2 Useful Expressions (¥ A&
1. May I know your arrival and departure dates?
~ 2. When will you arrive at the hotel?
3. What type of room do you require?
4. How long will you be staying, sir?
5. We can offer you a standard room for a total of RMB ¥ 380, which includes two
breakfasts.
6. May I have your name, please?
7. We will send you a reservation confirmation within two days.
8. Is there any reduction for children?

9. Your reservation has to be guaranteed so that our hotel may hold a room for you.
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10. How would you like to pay for the room?
II. Competence Objectives (HE 7 B#7)
1. Be able to accept a confirmed reservation.
2. Be able to accept a guaranteed reservation.
3. Be able to deal with over-booking.
II1. Technical Training or Basic Skills (F{ggillZ)
TaskI  Listening Practice
Task II Role Play
Task II Reading Comprehension
Task IV Translation Practice
Task V. Writing Practice
IV. Supplementary Knowledge (&1iFiniis)
Types of Reservations, Rooms and Beds

m Professional Competence

Case 1 A Confirmed reservation

Background: Mr. Henry is flying to Hangzhou this Friday. Now he is calling Sheraton Hotel to
book a room for his one-day stay. It is the first time he is visiting Hangzhou, so
the airport pick-up service is needed.

Receptionist H: Ed Henry

Good afternoon! Sheraton Hotel reservation center. What can I do for you?

I’d like to book a room in your hotel.

Thanks for calling. When will you arrive at the hotel?

February 5th.

On Friday, February 5th. What kind of room would you like, sir? We have different rooms

and suites, such as Standard Room, Superior Room, Premium Room, Executive Suite, and

Presidential Suite. Which one would you like?

H: Standard room with a shower, please. Non-smokmg

rRIRERR

room if possﬂ:le

R: How long will you be staying, sir?

For one night.

R: Non-smoking standard room with a shower for one
night. We can offer you a standard room for a total of
RMB ¥ 380 including one breakfast. Would that be
suitable? '

H: Allright.

=

(Sheraton Hotel)
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May I have your name, please?

My name is Ed Henry, E-d H-e-n-r-y.

Which country are you from?

The United Kingdom.

Your phone number and your e-mail please, Mr. Henry?

0207-629-9696. My email is drshenry@yahoo.com.

Ok, sir. Your phone number is 0207-629-9696, and your email is drshenry@yahoo com. We
will send you a reservation confirmation within days.

Fine.

Mr. Henry. I'd like to confirm your reservation. You’ve booked a standard room at RMB
¥ 380 for one night on February 5th.

Good. It is all settled then.

Yes, Mr. Henry. I’ve made your reservation. Is there anything else I can do. for you?

It is the first time for me to go to Hangzhou. Do you have airport pickup service?

Yes, our hotel offers airport service. Could you tell me your flight number and airline? .
British Airways. Flight number is BU 5782. The scheduled arrival time is 2.00 p.m. Friday,
local time.

Ok, Mr. Henry. 1 have written the data down. We will meet you at the airport. By the way,
do you need to order a meal, Mr. Henry?

No. Thank you anyway.

You are welcome. Good-bye, and have a nice day.

Good-bye.

Case 2 A Guaranteed reservation
Background: My. Day is talking with the receptionist at the Holiday Inn on the phone now. He

" "

rUORY

wants to book a room for travel with his family members. Because it is in peak
season, he has to pay for a deposit to keep the room reserved.
Receptionist D: Stephen John Day
Good afternoon. Holiday Inn Reservation, Zhang
Liang speaking.
Good afternoon. I’d like to book a room.
May 1 know your arrival and departure dates?
From June 8 to June 11.
Ok, wait a moment, please. Let me check the
reservation record.
(Seconds later)
Thank you for waiting, sir. We have rooms on "= Wi
those days. What type of room do you want? (Holliday Inn)
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I’d like a room for myself, my wife and our son.

OK. The triple room is not available then, but I can supply a standard room with an extra
bed in it. The extra bed is free.

That would be OK. How much is it?

The rate is RMB ¥ 780 for one night, not including breakfast.

That’s alright. _ _

OK. Mr. Day. You’ve booked a room with two single beds at RMB ¥ 780 for three nights.
What time will you be arriving, Mr. Day?

About 7.30 p.m.
-Mr. Day, your reservation has to be guaranteed so that our hotel may hold a room for you.
Oh, yes.

How would you like to pay for the room?

By credit card. -

Could you tell me your card number?

9633 *H**x*¥+()766,

The card will be charged only for the first night, Mr, Day.

All right.

Let me check the information again, Mr. Day. You’ve reserved a room with two single beds
at RMB ¥ 780 for 3 nights from June 8 to June 10, not including breakfast.

‘That’s right. When is the breakfast served?

From 7.00 to 8.30 a.m. We serve continental and full English breakfast.

Ok.

Mr. Day, we have taken your reservation. We will send you a confirmation letter by fax
within five days. May I know your fax number?

You may fax me at 656-52828.

- Is there anything else that I can do for you?

No, that is all.
You’ll be expected on the evening of June 8th. Good-bye.
Good-bye.

Case 3. Over-booking
Background: Daniel Miller represents his company to reserve rooms for their 3-day meeting.

R:
R:

Now he is phoning the reservation desk of the Quality Hotel. There are only a few
- vacancies left during the Golden Week.

“Receptionist ~ M: Daniel Miller
- Thanks for calling Quality Hotel. Sandra speaking. May I help you?

M: Hello. I’'m interested in reserving rooms for my group. My name is Daniel Miller calling

from Tenfu Textile Co. Ltd.
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Thank you for holding. But I have to say We don’t have
enough rooms for your group. During the peak season,

: I didn’t realize it is peak season — it is only October!

: Yes, thanks.

Module One The Front Desk 7

What type of rooms do you prefer? How many rooms will you require?

: We prefer suites.

Would you like business, deluxe or presidential suites?

- Business suites. I’d like to book 10 suites.

When will you arrive?

- Qur arrival time will be on October 1st, and we will be staying for about 3 nights.
“Just.a moment please, Mr. Miller. 10 business suites for 1st of Oct., 2nd of Oct., and 3rd of

Oct.
(Seconds later)

we have few vacancies left. We can only provide 5
business suites, which are not enough for your group.

Is it always peak season in China?
I understand your concern. May I recommend you to
another hotel, Mr. Miller?

I think you may call Venix Hotel. It is a five-star hotel
as well. It is situated in the heart of the commercial

(Quality Hotel)

center, not very far from here. You will receive a
similar level of service as ours.

: It is very kind of you. Can you tell me the telephone number?

Of course. The phone number is X X X X X X X X,

: 1really appreciate your help.

You are welcome, Mr. Miller. Thank you for calling.

Case 4 Handling the complaint about the room reservation

Background: In the front office of Renaissance Tianjin Hotel, a guest is complaining about the

wrong room given to him. A front desk receptionist is trying to fix this mistake.

G: a guest FDA.: front desk assistant

G:

Excuse me. I just checked in but I am not satisfied with my room.

FDA: Sorry to hear that, madam.

G:

I made a reservation for a suite, but Room 8807 is not a suite.

FDA: May I have your name, please?

G:

My name is Kerry Cochrane.

FDA: Just a minute please, Ms. Cochrane. I’'m checking your reservation form.

(Seconds later)
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FDA: I see from your reservation that you reserved a suite for 3 nights. I'm very sorry about
the inconvenience..I’ll immediately give you another room.
(Checking the computer)

FDA: Would you like to stay on the same floor?

G: If that is possible, please!

FDA: OK, madam. You can move to Room 8816. It is
also on the 8th floor. Here is your new room key.

G: Is it a room with a front view?

FDA: Yes, madam. This is a suite with a front view.

G: I’ll do everything to have a good night rest again.

FDA: Please return the old key to the reception desk

" when you are finished. I’ll send up a bell boy to

help you carry your luggage.

G: Thank you.

FDA: You’re welcome and I’m sorry again.

( a suite with the front view)

Vocabularies and expressions

suite /switt/n. ], BFE; —4 suitable /'sjwitobl/a. EEHI, EEH
non-smoking /non'smoukiny/a. . JER MK guarantee / geeron'tiv/v./n. fRIE, R
deposit /di'pozit/n. T4, T continental / konti'nentol/a. FR= A
vacancy /'veikonsi/n. FH, ZEfk adequate /'edikwit/a. 72/, EBH
five-star /'faiv'stac/a. LRI standard room  #%[H]

superior Room FEEE premium room J§HER 55

executive Suite TEEH presidential suite WHAEEF

confirm your reservation FAIAZERITT make your reservation AT (FEED
full English breakfast 23 H4& pick up service VLIRS

triple room = A58 hold a room {38 8]

peak season  jH A Golden Week #4:

' Technical training

Task I Listening Practice
Listen to the following conversation and fill in the blanks accordfng to what you
have heard.

R: The Watsons Hotel. Linda speaking. What can I do for you?

C: I want to book a room for 1



