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Unit One Room Reservations

— Objectives v ~

In this unit you will learn how to
< receive reservations

< confirm reservations

I Warming-up Activities

1. Look at the following pictures and try to put appropriate terms under the

pictures.

..................................................................................................
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2. Questions for Discussion

(1) Have you ever reserved a hotel room? What information do you think both parties should get
during the conversation—the customer and the reservationist?

(2) Requests for reservations are received at the hotel through different means—by telephone,

e-mail, fax, or they can be made by the guest in person. Which way do you prefer?
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II Post Introduction

Room Reservations

The first contact most guests will have with the hotel is through the Reservations Department.
For this reason, the Reservations Department is of ultimate importance in establishing a superb first
impression, as well as providing warm and courteous service that can set the tone for the guest’s entire
visit. The Reservations Department is responsible for carrying out the following duties:
(1) Receiving the reservations.
(2) Taking care of all reservation-related procedures.
(3) Formulating the reservation report.
(4) Updating the periodical report of guest resources.
(5) Keeping in contact with guest resources.
(6) Maintaining accurate files on all reservations.
Specific reservation duties also include:
(1) Answering the phone and greeting all callers.
(2) Acquiring information about the reservaﬁon:
@ Name;
@ Telephone number;
@ Date of arrival and departure;
@ Room types;
® Payment method;
® Any special requests.

(3) Ensuring that the requested rooms are available.
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(4) Completing the reservation form.
(5) Thanking the customer upon ending the call.
(6) Recording all pertinent information in the reservation log.

During peak tourist seasons, when no room is available, the Reservation Clerk should apologize to
the guest for the inconvenience.

For example:

I am terribly sorry, sir, but we do not have a room available for the date you requested at this time.
So, I am afraid we are not able to guarantee you a room for that particular day.

Before ending the call, however, the Reservation Clerk should offer to help the customer by
suggesting some alternatives. An example of this may be:

Would you like us to place you on our waiting list and contact you in the event that we have a
cancellation? If you would like, we can also try to find you a room in another hotel nearby.

Because of occasional late cancellations or “no-shows”, the hotel may experience lost profits. One
solution to curb this problem is “overbooking”, which means deliberately taking more reservations than
the actual number of rooms available to let. In particular, overbooking arrangements should be made part
of the GIT bookings that require a long lead-time.

When guests ask for any modifications, the Reservation Clerk should confirm all requests to be
changed. Also, they should make all necessary arrangements for the specific changes, as well as maintain
any materials related to that change. If the réquest cannot be honored, clerks should promptly explain this
to the guests, and propose any possible solutions (such as alternative rooms or hotels). When a cancellation
does occur, clerks should adjust the reservation report accordingly and promptly notify any related

departmems as necessary.

Il Vocabulary Study
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A T S B S U SR U i
reserve [ri'za:v] v. i T
FIT reservation n. BUE BT
reservationist[ reze'veifenist] n. T ;A
rate [reit] n. e g, #"H __
confirm [ken'fo:m] v. : ik ;
standard single 7R 2LV ’
superior single ' ‘ 1L YNG
deluxe single 22N :
standard double ‘ FRHEXUA A £
superior double 1= ONL &
deluxe double LA IH ;
standard twin FRAEXUA RS PR (8]
superior twin BRI B (8] :
deluxe twin ' B ARSI 18] ]
triple room ' =l 1
suite [swi:t] n. =5
family suite KBRS ,
deluxe suite FHRER :
presidential suite BERERE
credit card R
expiration [,ekspi'reifen] n. FREBZEHBEH
room status &
company reservation AFIT
guaranteed reservation ' A HREBT
overbooking [auva'bukin] n. AT
GIT booking : i A, e e T ‘

IV Useful Sentences

1. Obtaining necessary information from customers.
May I know your arrival and departure dates, please?

L A R T S P32
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How many nights will you be staying with us, please?

I ESEAILR?

What type of room would you prefer?

T ) S B A s 7Y ?

2. Checking if the required rooms are available.

We have a standard twin room for RMB 850 per night, or a deluxe twin at the special rate of RMB
1006 per night.

RATE RSN, A1 RE507G. SR BRI B 5145 K 10007 .

A double room with a front view is 130 dollars per night; while one with a rear view is 110 dollars
per night. |

XU ) 5 BH T ) 4 M 13056 T, 75 A T F) 4 M 1 1036 T .

3. Conﬁrnﬁng the reservation.

Please allow me to cqnﬁﬁn the details with you, Mr. Smith. One deluxe double, check-in datg—
July the 5th ,check-out date——July the 7th. The room rate will be RMB800 per night. Am I correct, sir?

PREGBIN—TAYY, SeHRsEE. —MSEERAR, THSHBRANE, THTHEE, BEME
#K8007T, fng?

4. Ending the phone conversation.

Thank you for your reservation, Mr. Smith. Goodbye.

CRBHERITOT, RERTEA, B

5. Taking a corporate reservation.

Is this a company booking, Mr. White?

TH R AR T, PREEAE?

Will the company be responsible for settling the full account?

BTi 9 R AR 1 2 m) AR 4H G 2

6. Taking a guaranteed reservation.

Do you wish to guarantee the reservation?

B ERARIET FY?

How would you like to guarantee the room? Will that be with your credit card or will you pay cash in
advance?

F A5 F R ORAIE B FIUVT 32 A s PR AIE 5 T T 2

7. Taking a group reservation.

How many guests will there be in yoﬁr party?

SN T E 2PN
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Is there any preferential rate for the party?

HART R EANE?

We offer you 15% discount for group reservation.
RATIIT AT LA 32 15% 08

8. Handling a situation when the hotel is fully booked.

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

BAVIAEBA XA, B PNEEAR?

I’m sorry, but all rooms are taken. Can I take your name and number, and I will contact you if we
have a cancellation?

MAE, IARFHOCLIW 7. BTl T4 MEE S, mREEABET &2
KRR

V Situational Dialogue

Receiving an FIT Reservation

John Smith wants to book a single room with Beijing Hilton Hotel. Li Hua, a reservationist, handles
the reservation.

(S: Smith L: Li Hua)

L: Good morning, Beijing Hilton Hotel. How may I help you today?
S: Hello, I’'m going to need a single room from March 15th through the 17th.
L: Certainly, sir. Please give me just a moment as I check our room availability for those days. That

was a single room, correct?



