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At the Front Office






Unit 1

Room Reservation

R

| Discovering Language

Which sound can you hear?
1. /f/ or /v/7 have to 2. /s/ or /z/7 has to
1. O Do I have to go?
® She doesn’t have to park there.
3 We have to turn here.
@ They have to use the car park.
2. (D She has to move her car.
@ He has to do his job.
® She has to shop now.
@ There has to be a rule.

| /4 Introduction

Room Reservation

Hotel is an important part in the whole process of business and leisure travel, while the
room reservation is usually the first connection between guests and hotels.

Room reservations can be made face to face, or over the phone, by guests themselves or
a third party. Letters, which used to be a popular way to make reservations, are now out of
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date, and are being gradually replaced by some prompter
ways, like e-mails or faxes, which are considered much more
secure.

Room reservations are usually operated by the front desk
( the reception) , the room reservation department or the sales

department. Guests can choose what they need or favor, and
should be informed of the price, the standard, the floor, the
window view, etc. Price is relatively higher in the peak season and discount is usually found
in the slack season.

Once a room reservation is requested the clerk should first check the room availability
for the required days; if available; a reservation form is made, with all relevant information
taken down. Confirmation is necessary, and required. Room reservations can be changed or
cancelled with advanced notification.

With development of the Internet, there is a tendency to build a network connecting
hotels, airlines as well as some travel agencies, so that guests can arrange their travel well at
one place of the whole net. Such a network will offer great convenience in a room
reservation.

Word reference

yww@y@y&yw&ymw&y\)yw@\»\y@»y\y\»\)\yv—»

the front desk #7 4 the reception 444k

peak season EE 5 slack season ¥ %

notification n. #4m, & 40 sales department 4% 4 3%

confirmation n. #iA tendency n. ## #H

convenience n. 1% 18 F room reservation department % B3T3
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III Lead-in Activities

Have you ever been in a five-star hotel? If so, how did you book your room there?
Which way do you think is the most efficient way to make a room reservation?
Which department of a hotel will deal with the customers’ reservations?

Once a room reservation is requested, what should the clerk do next?

Do you think that serving guests is indeed an art? Why, or why not?

woh N
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IV  Topic Extension

Dialogue I Making Reservations over the Phone

Ms. Green (G) calls Sheraton Hotel. The Telephone rings
and a receptionist (R) answers the phone.

R: Sheraton Hotel, Reservation Desk. Can I help you?

G: I am calling from Tianjin. Id like to reserve a room,
please.

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

G: A single room, please. By the way, can I have two beds in it? My friends may come to
visit me.

R: Of course.

G: Do you charge extras for the two beds?

R: No. Would you like one with a front view or with a rear view , ma’am?

G: With a front view, please.

R: For how long?

G: 5 nights, from May 3rd to May 7th.

R: May I know your name, Miss?

G: Rachel Green, R-A-C-H-E-L G-R-E-E-N.

R: Thank you. Ms. Green, when will you arrive?

G: On May 3rd, I think.

R: Very well, a single room from May 3rd to May 7th. Am I correct?

G: Yes, thank you.

R: One more thing, may I have your phone number, please?

G: Yes, it’s 022 — 88713676

R: Thank you, Ms. Green. My name is Monica, and we are looking forward to
serving you.

Dialogue IT A Face to Face Reservation

C — Client R — Receptionist

C:

R:
C:

I'd like to book a double room for my friends, the Greens. They are arriving on the 10"
of this month.

How long do they plan to stay?

Four days.
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R: Please wait a moment, T’'ll check our reservation
record. I am afraid we are fully booked on that
day, we usually have high occupancies in the peak
seasons. We might have a cancellation later, so you
could call us back.

C. Oh. My friend would like to stay in a hotel in the
city center. Could you recommend another hotel

nearby?

7

Yes, of course. I suggest Sheraton Hotel, a hotel with five-stars. It is located in the
center of the city.

. What is the rate for a double room there?

. 400 Yuan a night with breakfast.

. Great. Do you have their telephone number?

: Sorry, we don’t.

. How can I get there?

"R OAO

. You can go there by Route 870. It usually takes 20 minutes, but during the rush hour it is
better to be a little earlier.
C. Thank you very much.

Dialogue III Confirmation and Cancellation

C — Client R — Receptionist

R. Hello! Sheraton Hotel. Can I help you?

C. Yes. This is Andrei Romanov. The Russian Olympics
Games Experts Delegation will be coming here at the
end of this month. I am calling to confirm my
reservation of the rooms I have booked in your hotel.

R: Could you spell your name?

C. A-N-D-R-E-I, Andrei, R-O-M-A-N-O-V, Romanov.

R: Thank you. Wait a moment, please. (Checks the computer) You have booked five
double rooms, two single rooms and one suite. The time is from July 25 to August 15. Is
that right?

C. Yes. And I’d like to make sure that all the double rooms and single rooms will be
available on the day the experts arrive.

R: I beg your pardon. You have said that the double rooms and single rooms? In our record
I found that you had also booked one suite in your reservation.

C. Yes, that’s right. But now there is no need for that room now. May I cancel it?

R: Of course. I will do it for you. (Revises the reservation) Ok, Mr. Romanov, your new
reservation is five double rooms and two single rooms, from July 25 to August 15, for
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The Russian Olympics Games Experts Delegation, is that right?

C. Exactly!
R I will make sure that all the rooms you need will be ready as your request.
C:. Good! Thank you so much! I’m sorry to have taken so much of your time.
R: It's my pleasure, sir. And is there anything else I can do to help?
C: No, thank you. .
R: See you on July 25 then.
C:. Goodbye.
‘ Words and expressions

reservation n. A& receptionist n. #4F R , 42 R z
% suite n. £ 4, MR occupancy n. & A %
% cancellation n. BR7H Deluxe suites n. R &£ 5 ¢
% a double room LAJE] reservation record i &% & %
Z Sheraton Hotel & 5k & i J& ¢

-V Oral Timé |

1. Act it out.
Situation A .

You’'re an assistant of Jennifer Anniston,Louise. You’d like to book a deluxe suite for
her from March 8th to April 9th, and decide to try another hotel after you know that the hotel
is fully occupied.

Situation B ‘

You answer the phone and tell the client there aren’t any single rooms left and
recommend the client to have a double room instead.

2. Complete the dialogue aécording to the context:

A: Reservation. ?

B: Yes. I'd like to book a room for my friends, the Browns.

A ?

B: A double room with . ?
A: 200 Yuan a night. ?

B 8 days.

A ?
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B: On Sunday this weekend, that is July 1st.
A ?

B: Yes, it’s 87653216.
A
B
A

; 87653216, 7
: That’s right. Thank you.

3. Translate the following sentences;
1) BAEBE A FEEE AR K806,
2) WAR, RERERAER, RITAEEZHET .
3) WATEUR SO TTHMTE &
4) BERMRIEES, RIIACBFIERREETEH .
5) AT ER B R 7
6) FARBUHFEX e PR YE] o
4. Finish the registration form;
Registration Form of Temporary Residence

Surname First Name Sex

Nationality Passport No.

Date of Arrival ( From)

Date of Departure (To)

Room No. Clerk

Note: passport; 38

VI Vocabulary Development

bellboy n. (doorman) 2 472 B R4 K lobby n. KJT

periodic report EHAIR & information desk {2 &, %G
currency exchange 3348 switch board B i& B, IRE &
walk-in guest IETMAKEA occupied room HF AN H FEE
guest resource & FRIE deposit €4, fRiE4

advance payment Fif}Ek long distance call & 5
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VII English around You

A person checks into a hotel for the first time in his life, and goes up to his room. Five
minutes later he calls the desk and says, “You’ve given me a room with no exit. How do I
leave?”

" The desk clerk says, “Sir, that’s absurd. Have you looked for the door?”

The person says, “Well, there’s one door that leads to the bathroom. There’s a second
door that goes into the closet. And there’s a door I haven’t tried, but it has a ‘ do not
disturb’ sign on it. ”



Unit 2

Reception and Check-in

I Discovering Language

Can you pronounce the following vowels correctly?
1) [e] [e]
bed bad; pen pan; ten tan; lend land
2) [iz] [ei]
real rail; greet great; mean main; read raid
3) [e] [ai]
bet bite; red ride; said side; head hide
Read the sentences slowly, and try to distinguish the above vowels from one another.
1) He sells hen’s eggs, but was attacked by a man in a van yesterday.
2) Say, if you are free today, can you come to tea with me by the sea?
3) These are ship models with white rails. People don’t buy it because of its bad surface.

- Introducﬁon

Reception Service Management

Generally speaking, reception service covers four kinds of services.
Firstly, welcome and farewell service. It may extend to airport, harbor or station to
receive guests. To do this, the staff member in charge shall check information about guests in



