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Unit 1 Room Resgervation

Main Points ( X)iR®5 )

% Reservation procedures
¥ Room types
¥ Procedures of changing a reservation

Dialogue 1
FIT Reservation

{G: Guest  R: Receptionist)

R: Hello, Friendship Hotel, reception. What can I do for you?

G: Hello, this is Alice Clinton. I wenld like to reserve a room in your hotel.'

R: What kind of room would you like?

G: I would like to reserve a single room with bath from 1%, Aug. to 31%. Aug..?

R: Wait a moment please, T will check for you...Yes, there is a roem available on
the 11 floor.”

G: Fine. What’s the room rate? *

R: $280 per night.

G: Can I have a discount?

R: Sorry, I am afraid not. For all the room rates during the Olympic Games are
fixed, * Miss Clinton.

G: Come on, I'll stay here for one month, shouldn’t I deserve a special rate?

R: Hold on, please. I"ll check with our manager, and get back to you in a moment.
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(: Thank you. You are so kind.
(A few minutes later)
R: Hi, Miss Clinton, I just called our manager. Considering your long stay, we can

give you a 10% discount,® so the price is $252 , it does not cover the breakfast.’” How
about that?

G: Sounds great! Thank you for your help.

R: You are welcome. In whose name would you like to make the reservation?®

G: Alice Clinton.

R: Could you please spell your name, Miss Clinton ?

G: Ok. Alice, a-l-i-c-e. Clinton, c-I-i-n-t-o-n.

R: A-l-i-c-e, Alice, c-1--n-t-o-n, Clinton. Ok, and the way to contact you?

G: My phone number is 0014504471815, and my E-mail account: Alice@ paradise.com.
R: Ok, Miss Clinton. One single room reserved under Alice Clinton,’ the check-in

date is 1*. Aug., you will stay here from 1%, Aug. to 31%. Aug., $252 per night, excluding
breakfast, phone number is 0014504471815, E-mail; Alice @paradise.com, Right?

G: Exactly! Thank you!
R: My pleasure, Miss Clinion, We will keep your reservation till 15:00 on 1%, Aug.,

look forward to your coming, '

G: Thank yon for your help and reminding, see you!
R: See you, Miss Clinton.

B 'O

(G: A R HSESD
R: 1847, KEME, siEESIERE.

G: #4r, BB « WA, RAETEFHNBEETHT— 6 5.

R: EARFIT A4 2R 15 (7] 2

G: EARERG) WAm =N E AR, M8 1 H%8 31 H.

R: %, REEE— FT L, 71 BEEETRESEE.

G: 4H), BiTR%?

R: Mg 280 5%,

G: RIRLTHIG?

R: NFEIE, @A, Bz BT I S s A i,

G: FL T, BEEAOI—ANE, NiZgsaAMnmme

R: EHE—T, R—TRIINEE, 2B IEEE.

G: B, WEE.

Lorehzis)

R: B4, mARBUNE, ERIRIRBRIEAET Bl ZRAEEKE, B477
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R: AZES. BAEMER A AT ?

G: SEANH « T AR

R: R LBHE—F A B, FARD/NE?

G: HH). Alice, a-l-i-c-e; Clinton, c-l-i-n-t-o-n.

R: A-l--c-e, Alice, c-l-i-n-t-o-n, Clinton. fEFJEFR F7 L7

G: FAETHEIFSIA 0014504171815, FAHTFREFFHIAEE Alice@paradise.com.

R: BFEI, wiMRWNA. ISTRIT T — MR, NEERIEMA 8 1 HE 8 A 31
H, Bt 252 ¥x, AEPE, BiESHE 0014504171815, T BRMAE A
Alice @paradise.com, *fHd?

G: 14! gfs
R: AZA, T BITFSHERNTUTREA S A1 H £ 3 &, #fF
EAIDE DS

G: BHEENHBIMEE, HR!
R: B, TARENAE.

Dialogue 2
Group Reservation

(G: Goest  R: Receptionist)

R: Good morning! What can 1 do for you?

G: Good morning! I am from Peace Travel Agency“. An American group will come
here for the Olympic Games, and they wanted us to find a nice hotel near the National
Stadium. 1 think your hotel is a good choice.

R: We are glad to hear that! Could you please tell me how many peeple will come
here, and what kind of rooms they would like to reserve?

G: 10 people. 5 standard rooms.

R: When will they check in and check out?

G: From 5™ Aug. to 25™ Aug..

R: Wait a moment, please! Let me check... Yes, we can provide 5 standard rooms for
you from 5™ Aug. to 25" Aug.. The room rate is $380, no discount. Is it ok?

G: No problermn. Are there any buses going to the National Stadium and Water Cube
around your hotel?

R: Our hotel provides shuttle bus service during the period of the Olympics,? it
is very convenient.

G: Wow, that would be great! I am sure they will love it.

R: Can T have your number and your name?

G: Zhang Ting and my mobile phone number is 1390100%***

R: Ok. Zhang Ting, 5 standard rooms from 5 Aug. to 25" Aug.. Is it right?

G: Yes, thank you very much,
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R: My pleasure, we look forward to your arrival.
@ BA 1 3T

(G: BN R AigESER
R: B R, REEAEMITAWR?
G: L BREFERATHRMN.  NRERARERDENERE S, MTEE
AR R F AT A EETE . RRAIRBERT ST EX.
R: RIBANFEXAH MINFELN? BT AERFEM?
G: 10 A, 5 /SFidfEfa].
R: A4 2 B i A RR 5 ?
G: N8 AsSHAE, —HFI8 H25H.
R: iEH%, itRAF— A8 A5 B3 8 A 25 ARANTUSERME 5 4
. DR 380 o0, LTI, wrBig?
G R, ZPEMEAEZBRERFHE /KJ)JLFJ"EE#—"—%"
R: %L%ﬁﬂlﬂiﬁl]@lﬁfmﬁsﬂiﬁlﬂh%, RAER.
. NEF O ARTESE R
R: }J{%@-——W (V12 42 R LU S A 2
G: TR, FHBEIETEELE 1390100%#x,
R: 7F#), TSR RRE:, 5 MR, N8 HSUERIS H25 H, xig?
G: 2, FHEEG.
R: NES, EATEARITINRS.

Dialogue 3

Changing the Reservation

(G: Guest  R: Receptionist)

R: Good morning, Friendship Hotel. Reception. What can I do for you?

G: Good morning. I booked a room in your hotel the day before yesterday, and 1
planned to check in on 1*. Aug.. But now I have to change my reservation date."

R: Could you tell me in whose name you’ ve reserved, please? I'll check it for you.

G: Alice Clinton.

R: Hold on, please. [ will check it ... Ok, there it is. We have a reservation under your
name, you reserved a single room on Monday, and you planned to check in on 1¥. Ang..
Your reservation is guaranteed by credit card.”

G: Yes. I am wondering if [ could change the check-in date to 5. Aug.?"® Still a
single room until 317, Aug..

R: Wait a moment, please. I need to check the reservation record first...I am sorry,
Miss Clinton. There is no single room available on that day. However, we can provide you
with a standard room for $380 per night, how about that?
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G: Do I have a discount?

R: Yes, we can offer vou a 10% discount.

G: Great' Will you please help me reserve a quiet room?

R: Sure, Miss Clinton. We still have two rooms meeting your requirements and
they are all on the sunny side.’®

G: That's great! Thank you very much.

R: My pleasure. We are expecting your arrival.!”

T E W

(G: HA R ATHESFD

R: F L, KBS, WwOEfhAaEkes.

G: BAF, AT RRARINIFETRI T —E, MITAERME A1 H. HE
AR BARBRROTT AW,

R: BN IREE DM CTRI 5], g kR EA— b,

G: SCHIHT « vEARTR.,

R: W%, ROEE F 0, 837, BIE-AEELTHMIT, &
TR T —EBAN, BSEAMEANA 8 A1 H. BEHITELEH RAFHER

)

G BAEMEREGEMANRES 8 H 5 B? RE—& AR, £33 8
H31 H.

R: FEMHE, REEET—THUIT IdF - High, somkin/bag, IREBGZERN

BN T . i, FOTATLOAEILELE IR 380 RITHIRHERT, I EARE?
G: A[LAf[#rm?

PATTAT BAES AT e

NEFT Y FEAET -MIRE R E?

SR, AN E. RO TSR EEE, AATRK.

HART ! AR

S RAVBFERIR.

Vocabulary (in)il )

7TOFOA

receptionist [ri'sepfonistl n. (fR)%. excluding [iks'klu:din} prep. #Z:-----HFER 4
2l BPTERAKD 5 R Ab, ANt

reserve [ri'za:v] vt. LT exactly [ig'zaektli] ad. 1£J&

suite [swi:t] n. L] remind [ri'maind] v. 1882, fHAHHD
apartment [3'pa:tmant} n. 28 5[ agency [eidzensi] n. {CHE 4k

villa ['vila] n. ' &£ stadium [steidiamin. k& H

single ['singlja. F.—1 the National Stadium [HZ A FIE

cheek [tfek Jv. #22, it standard ['stendad] a. $rHERT, FTSRUE B
rate [reitl n. Lb&, F8, ik cube [kju:bl m. 32T7 4k, o7



WiEREHRE Unit1 Room Reservation

discount['diskaunt] n. 70 Water Cube /K375

fixed [fikst] a. [l H convenient (ken'vi:njent] a. 5 {EH]
deserve [di'ze:v] vi. F2i%75 2 mobile ['maubail] a. W 3IH]
consider [kan'sida) v. & & book [buk] v. FHiT

cover ['kava] v.5 5 guarantee [garan'ti:} v.&n. JH{E
contact [kontakt] v. EEE vt. {RiE

account [o'kaunt] n. W requirement [ri'kwaiamant] n. B

exclude [iks'klu:d] v. B4, HRES expect [iks'pekt] v. BtiE, Wiis
Notes (H#%)

1. 1 would like to reserve a room in your hotel.
B BRI E AT — R B M.
reserve: 4124 T book, FHiT.

2.1 would like to reserve a single room with bath from 1*. Aug, to 31*. Aug..
WAEEMIT FHEH=EWRAR, A8 H 1HFI8 A 31 H,
from.. . to: Aheer-- Flleeress,

KT HIEFE, EARBRER LT LM
(1) FHBEWRMES

2 A [@): Single Room

XN B]: Double Room

KRERME]: King Size & Queen Size Room
Fr#Efe]: Standard Room

Fr#ElR) ¥ A {i: TSU(Twin for Sole Use)
= Al8l: Triple Room

VY AJ8): Quad Room

E[[]: Suite

4y #: Apartment

S8 Villa

(2) #&EANH

£535%18]: BEconomic Room

%@ ia): Standard Room

%4 [H]: Superior Room

40 Deluxe Room

Fi4-4 A Business Room
fIBFRVER]: Executive Room
fTBUEZ: Executive Floor

(3) HHEBEH

AMRHL: Run of the House
FEFRHENR): Non Smoking
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W

FRIR AN % F#: Handicapped Room
AT 5% B . Room with Kitchen
AA%B 5 : Adjoining Room
(4) HEEIF5
FAE: Front View Room
5142 Rear View Room
¥ 5. City View Room
FE 5 : Garden View Room
#W=E: Sea View Room
#1555 Lake View Room
3. ...there is a room available on the 11* floor.
1F 11 B ERERRH,
available: T ZRIGHT, FTFIAR.
4. What'’s the room rate?
BhE2D?
room rate: FHT.
5. For all the room rates daring the Olympic Games are fixed.
Biz oI BN F Y.
fixed: AP RIS E R,
6. Considering your long stay, we can give you a 10% discount.
HERBEACAL, AT AR ST AT,
considering: LHEEF|; 10% discount: FTSLIF: A0 20% discount: 3T /A$F.
7. It does not cover the breakfast.
AERE.
cover sth: TEMFR-RF{I BRI A& PR A
8. In whose name would you like to make the reservation?
AR A (TR ?
in one’s name: LIFEA[K4 X make the reservation: FfiJ.
9. One single room reserved under Alice Clinton,
T T ZESCAT A « SR AL F B8 A e .
4" “reserved under Alice Clinton” £ “room” HIAEIE, WA LLLLNAIKE LA
tH¥: One single room which has been reserved under Alice Clinton. 720 be

reserved under,..; [Leseee ¥4 SCIBAT S FRVT A vereee EAF
10. ...look forward to your coming.
IR B EKIFR
#17: Look forward to your arrival.
look forward to doing (look forward to sth): Hifg----  Hlyeeee s

11. Peace Travel Agency.
ESTSTE

7 SN
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Travel Agency: fR4/ 4l
12. Qur hotel provides shuttle bus service during the period of the Olympics.
Bz 2 B AN AL SR R AR SS -
shuttle bus: £142; the period of...: <=~ Hf[g].
13.T have to change my reservation date.
WA BRZ LT B .
14. Your reservation is guaranteed by credit card.
ERTGELER RERRN.
guarantee: {RiF. 8.
15, 1 am wondering if I could change the check-in date to 5™ Aug.?
T RSN & FEREA N 8 HSs H?
T am wondering if...: FHWA, BRBAELRLZE - o
16. We still have two rooms meeting your requirements and they are all on the

sunny side.

/W' 8

BATAH MBS SR f 5, BB .
meet one’s requirements: 153 AFIE K on the sunny side: EAPHEY, FHEA.
17. We are expecting your arrival.

BRSSP
Useful Expressions ( SCH&IA )

1. Offering help

1) What can I help you, please?

2) May I help you, please?

3) Is there something I can do for you, sir / Madam?

2. Reservation requirements

Iy Are there any rooms available?

2) I want / would like to rescrve a single room with bath and a fine view.
3) I want / would like to reserve a room for one night.

4) I want / would like to reserve a room from 5% April to 9® April.

3. Giving information about rooms and room rates

1)y We have many types of rooms, such as...

2) What kind of room do you want to reserve?

3) What rate do you prefer?

4) We can give / offer you 30% off / 30% discount at weekends,

3) We will give / offer you 20% off / 20% discount for the group reservation,
4. Accepting a reservation

1} For how long will vou slay in our hotel?

2} We still have rooms available which meet your requirements,

3} In whose name will you reserve?
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43 I will confirm your reservation information.

3) We look forward to your arrival / coming / seeing you soot.

6) We are expecting your arrival,

5. Refusing a reservation

1) I am sorry. No rooms are available.

2) Sorry, Miss Clinton. All the standard rooms have been fully booked on the day
you planned to come.

3) I am sorry. All the standard rooms have been fully booked. What about suite
rocms?

6. Revising a reservation

1} Sorry, due to..., I have to cancel the rescrvation made in your hotel.

2} T want / would like to revise / change my reservation information.

3) How would you like to revise / change it?

4) T want / would like to change the reservation date?

Exercises ( #>))

1. Make sentences by using the words below
reserve / discount / convenient / contact / remind / consider

2. Fill in the blanks with proper words

1) | would like to reserve a room your hotel,

2) I would like to reserve a single room bath 1" Aug.
31% Aug..

3) There is a room on the 11" floor.

4} For all the room rates the Olympic Games are fixed.

5) They wanted us to find a nice hotel the National Stadium,

6) [ have change my reservation date.

7) They are the sunny side.

3. Complete the following dialogue

A Group Reservation

(B: Mr. Brown  R:Receptionist)

{Mr. Brown, an old customer of Grand View Hotel’s, walks into the hotel and wants
to make a group reservation)

R: Good morning, Mr. Brown. ?

B: . The staff of my company’s East Asia branch are
coming to Shanghai on a convention tour next month, I'd like to book raoms for fifteen.

R: We have deluxe suites, junior suites, deluxe double rooms, standard rooms, and
single rooms, ?

B: One suite for its head and seven TWBs for the rest.

9 ~sNE
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: Could you tell me their and dates?
: From lst to 3rd. ? '

: That'1l do.

R
B
R: As usual, we'll give you 15% off.
B
R
B

: My company will all the expenses with our voucher.

R: Very well. Please tell me their and

so that our airport representative can

B: Sorry, I have no idea. But I'll send you a fax to tell you the details.

4, Translation

1) BABIIERN M.

2y RARCLER) 4 CPRIT .

3y BAETHIT MARRERA AR, A6 HsHEle H 10 H.

4y RABFIE B REFNER AHER R

5) AR REAG I

5. Role play

Scene: You are a receptionist of a hotel in China. Richard calls from the States and
wants 1o reserve a double room for him and his disabled wife. They're expected to be here

from Sept, 20th to 23rd. The telephone rings and you answer the phone.
Supplementary Reading ( #AFER3EE )

Kinds of Reservation

Temporary reservation happens when guests choose to reserve just the same day or a
couple of days before he comes to stay there. Hotel is supposed to give a firm answer to
such reservation through phone call or fax, and no confirmation mail is required. When
guests fail to appear by the reservation due time, the reservation is cancelled, which shall
be made clear and noticed to guests when they make reservation by clerks.

Confirmative reservation calls confirmation from hotel, either orally or written when
hotel receives reservation from guests. Deposit money from guests is not demanded.
When guests fail to arrive at the hotel dully, the reservation is cancelled automatically.
This kind of reservation bears two advantages: one is requirement from guests could be
repeated and guests could know whether hotel has fully understood their requirement.
And the other is hotel’s responsibility and related issues are clearly stated.

Guaranteed reservation means guests promise to stay in the hotel or they will
undertake economic loss. The guaraniee can be advance payment, or credit card and
sometimes contract. When guests break their promise, the hotel will keep a day’s
payment.

e 10
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Modification and cancellation of reservation,when guests ask for modification, clerk
shall confirm all items to be changed, and try to arrange for the changes and keep related
materials well. When the new requirement cannot be satisfied, clerk has to explain to the
guests patiently or propose suggestions for alternative rooms or hotels. When cancellation
of reservation happens, careful file and prompt notice to related departments are

necessary.



