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% Warming up

If you work at the front desk, how would you handle guest reservations by telephone?

How do you like the following telephone reservation procedure? Is it right?
Greet the guest—Ask the guest’s need for room types and number of rooms—Tell the guest the
room rates—Ask the guest the date of arrival and departure—Ask for the guest’s telephone

number—Confirm the reservation and hand up the phone.

2. Read and Learn

Your answers:

4 BRI BEBERmT

BYERFAERRBEALET MARBEEBITFE, NMEMETZM 4 H 21 HE 25 H,
fib 75 B DAER XA 18] F B RERS I A b, MbiI s 1S S92 020-87978590. ARk
MNE AL 136 RITIEML 0 & FA& . R — N HEeRr RS th ) HL T HE Ak 22

Situational Training 1 Making a Reservation for the Walk-in Guest

Michael Brown wants to book a room with White Swan Hotel Guangzhou from April 21
to 25" He requires for a double room with bath, overlooking the park, if possible. His
telephone number is 020-87978590. The room rate of a double room is 136 US dollars with
breakfast. You are a receptionist and receive his call.

Now, please stimulate a dialogue according to the situation.

Useful Words and Expressions

reservation 3T receptionist &4 i
accommodation {78 arrival 2|A B8] ‘
be located at 43F ‘ ~ off/low/slack season %%
peak /high season % service charge R4 %
reserve FRIT confirm #A

recommend £

2
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al
&ﬂ@ﬁ%ﬁ&%gAh%%,ﬁm¢ﬁ%mw%%mﬁﬁﬁ
Good morning, madam/sir., XX Hotel Reception, Can I help you
* BEAERFARAFFGHRK, HRAT bﬁ&‘F*ﬁﬁ 5 'ﬁ’!ﬂ;
Miss Chen,”% . e

1] BARITES (FUTEE. AK. ®iE. Eﬂh?i)
What kind of room would you like? /Would you like a single roo
suite? L
ol BA 2 £ B 6 B MG B TOTRAR? RAIERES
How long do you plan to stay? / How many nights? 1 «ﬁ%v?\'fig
May I have your full name, please? / Could you spell your name lea
KA s R AL 0? MREEETFRIRG S F o HRD?
Could you tell me your phone number/ your email a‘dd'néss /fax umb
AR 4T & 6 B0 AR A T A ) ; ‘
Hold on , please./ Wait for a moment. I will like to ch‘
available. %/ HF—2, RESANEA ZROEN,
What time do you expect to depart? # [F 4Rkt 4 MIEB B
 *EZRWNFEALTAFEE (Long-staying Guest) or
Zfi#%: Did you stay in our hotel before? Are you our pnort,
Jﬁ‘)\ﬁ.zj\,ﬁ/z ? Mk ;%«fk'ﬂ} BJE éﬁ-?rz:f V%" o

' “’"%ﬂ%‘b’i’%ﬂﬁsﬁ$ﬁ
For one night, the hotel cost would be 480 Yuan for a doul
AT—Ak, B AR 480 TRAGH G, %ﬁf €
A single room is US $ 90 per night with 10% serv:c: charg
R 90 £, &4 T 10%KRH%. , ‘
e RAEEE, EAZHREERGHTER, 'TkA
T4 R %% X: Sir/f Madam, may I suggest you to guarantge
occupancy is high in peak season. %4 /%%, % /ﬁ/gfg’v%.ﬁ-ﬁ: =
M HT, -
I am afraid we have no credit arrangements with your comp
advance deposit by bank draft or in cash before the reservation da ”i"? ,

HAER SRR, BFETOTH A RZH, FARRRITIC

HBIMTT I B3R i 32 AR 55 e v
By the way, sir, would you like us to arrange pick up s servxce for; u? I

£, REERMZHAZLIRSD?
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For the transportation service, fax and credit card guarantee are required. Once we
receive your fax, our Concierge will contract you for the arrangement. *f FiEERS, A
& oFals Bl FAR R JE TR, — B AN R, RAVE B HALE R
FARIAE 2 HE. :

May 1 have your airline and flight number, please? # 442 & 1k &4 B AL G4 ALE 2> 8]
BRALHET?

B 18 = SREE R B i 1

I am afraid we have no single room available on that day. What about a double room
instead? AN EMEAMRMGERGEAZE T, RAZIfT?

Is it possible for you to change your reservation date? 5T R+ 4k £ % F 47 8 #7?

Sorry, sir, the hotel is fully booked. Would you like me to put your reservation in
waiting list or would you like me to recommend another hotel for you? 742, %%, BHEZ
HEBAITHT, TATiERIEEALAEE é@é’rﬁz P RIEHFH I —RIBELE?

BIATRIT REGRAIE

* FHEERETITRE —EEREAHA—B

Mr. Brown, may I repeat your reservation details? You will be checking in on April 20™,
and checking out on April 25™. Non-smoking and king-bedded deluxe room is for you. The
price is RMB 240 Yuan per night including daily breakfast. No transportation requirement.
Your contact number is 1234567. A Bk A, HiLREL—TFHROFITEL, hiEaE4
A 20 SALEBJE, 4 A 25 7%13, BRITT —AARMERLKXKE—B, HSHE 240
AOETHE. AFR2HERS. ROGKATHR 1234567

Your room is confirmed. 444 5 8 #13T & 4245 2| A

I am afraid that we have no record of a reservation for that date in your name. Z4/43%

N8 JE AR RIEA AR % F 69 BT,

Sample Dialogue 1

(A= Receptionist; B = Mr. Brown)

A: Guangzhou White Swan Hotel Reception. Can I help you?

B: I'd like to book a single room from April 21 to 25" with bath, overlooking the park, if possible.

A: Please hold on. I will check the rooms available for these days. Yes, there is such a single
room available, room 1307.

: What’s the room rate per night?

: A single room is 136 US dollars per night with 15% service charge.

: All right, Il take it.

: May I have your full name and your phone number, please?

4
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> W

: Oh, Michael Brown and the number is 87978590.
: Thank you, sir. By the way, could you tell me when you will arrive on April 21°?

: Sure. At 19:00.
: Thank you. Mr. Brown, you have made a reservation at Guangzhou White Swan Hotel from

April 21% to 25™ for 5 nights. If you can not arrive as scheduled, please inform us before

lst

6 p.m on April 21°. Thanks for your calling and we look forward to seeing you.

: Thanks. Goodbye.
: Bye!

\ ;a’ F B

Learn and Practice More

o pr el

Complete the following dialogue according to the Chinese given in the brackets then read

the dialogue in roles.

(A=customer; B=clerk)

B:
A:
: OK, sir. A single room for Wednesday, May 9th, with a front view or rear view?

>

W wew»>E>T>UW

Tinian Hotel. Room Reservations. Good afternoon.
I"d like to book a single room for Wednesday next week.

: What’s the price difference?

() . GEERRA RGN R 380 J0, IS S AA 2 AR T 330 76, )

: I think I’ll take the one with a front view then.

@ . GEREAREEE? D

: I’ll be leaving Saturday morning.

: That will be three nights, sir. And your name please?

: It’s Stephen. S-t-e-p-h-e-n.

: Thank you very much. (3) . (B AR RS N ? D

: Oh, around 3 p.m. I suppose. v

: (4) - CGRAEH— IR — NMERITILT . ) A single room with a front view at

RMB?380 per night for three nights from Wednesday, May 9th to Saturday, May 12th. My
name is Jane and (5) - CIRATR PR =R LR D

: Thank you. That has been settled then. Good-bye.
: Good-bye. Enjoy your staying here.

Make up a dialogue according to the following situation.

Bill is from France, and he is making a telephone call to an international hotel. He wants

to book a single room with bath for March 2nd and 3rd. He doesn’t want breakfast. You are the

5
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receptionist; you answer the phone and accept the booking. After checking, you confirm a
booking for a single room. It costs 480 RMB. You want to know who is making the reservation

and note down the necessary information.

4 BRI FIASHEWAR

PR, VERNBERE R, RAESERE Sl 1 B &S 0T G S5 T B AR,
Situational Training 2 Simulated Writing

You are Li Hong. As the receptionist, you should fill in the reservation confirmation form

after you handled the room reservation of Situational Training 1.

Useful Words and Expressions

reservation confirmation form #iT#4iA+  creditcard /58 F
cash A+ check %%

Sample 2: Room Reservation Confirmation Form

EREHBIAS

RESERVATION FORM 5. 007418
COONEW RESERVATION #fiii] [0 AMENDMENT 5§

Guest Name: Michael Brown

CYN 2

Arrival Date: at 19:00 21" April, 2011 Flight/Time:
HRiE H AL HE /I ]
Departure Date: 25" Aril, 2011 Flight/Time:
BT H WLHE/B
Transfer(1%4 R 55 ): No

Type & Number of Room 52K J¢4{H : one double room overlooking the park
Rate 541 : 136 US dollars per night with 15% service charge

Guest History(%& A Jf 5): walk-in guest

Special Service(:F Al ik 4%): with breakfast

Form of Payment({} 7Kk 77 :{): GTD by(ffRuF):

Caller(i1] 5 \): Telephone NO (H1 1 5%).  020-87978590
Company & Address( ¥4 K i fik):

Remarks(#7):

Reservation Taken by(i] /5 f1): Li Hong Date(F13):  April10",2011

6
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Learn and Practice More

p=vapralll

Please fill in the following reservation confirmation form according to the following
situation.

You receive a room reservation and try to fill in the reservation form by yourself. The
reservation information is as follows: Mr. Aaron Johnson has booked one single room at the
Guangzhou White Swan Hotel from April 16th to 20th for 5 nights. He will arrive as scheduled.
He guaranteed' his booking by American Express. His card number is 134986 and his phone
number is 32425878.

EEHRIAS

RESERVATION FORM  %i'5:

0O NEW RESERVATION #i#iii] [0 AMENDMENT
Guest Name:

CINED)

Arrival Date: Flight/Time:
(HIGEHED CRrLBE/BF ] )
Departure Date: Flight/Time:
(BIFHED LB /Be ] )
Transfer(:1% Mk 45):
Type & Number of Room (5K &% H):
Rate 1T :

Guest History(%& A JJ1 &2):
Special Service(:f 7l ik %5):
Form of Payment({ X 77 {): GTD by(fR1F):
CallerGI /5 N): Telephone NO. (H, 15 55).
Company & Address(H.407 J Hitil):

Remarks(£%7E):
Reservation Taken by(i] 55 71): Date( H #H):

4 BESTI3 BREATITRS

R ARIEEE TG, R D AR LB IS, M ARTEAE 12 A 23
7
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FUAET MR 28 8 AL FAER AT AN RS, BERTERT &5, MR 2 T
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22 5, HA7 25 MRAERUN )45 4%, {HR H{RIEH Lo g e WA [ F R, —DMhrdE A
IR A 230 70, —DEERN IR MRS R 270 37T, RWNTE 12 H BRI SEEXA
), B 10%0 T . FREW 22 S FLT 25 [R5 M S MSEEIRANF, b
P2 TR AN . TR 4 DA LA SR [R 2 B BA TR %) i .

Situational Training 3 Making the Group Reservation

If you are the receptionist of White Swan Hotel, you receive a call from a manager of an
electrical company. His company intends to celebrate the tenth anniversary of its foundation in
Guangzhou on December 23rd. He wants to book 30 standard double rooms from the 22nd to
25th of December for the visitors, a total of 4 days. Unfortunately, on the 22nd of December,
there will be only 25 standard double rooms available, but some of the deluxe double rooms
aren’t reserved yet. From the 23rd to 25th, there will be 30 standard rooms available. The room
rate of a standard room is 230 US dollars; a deluxe double room is 270 US dollars, but the rate
of a deluxe room will be 10% deduction for the group reservation during December. You give
him a suggestion that he make a booking of 25 standard double rooms and five deluxe double
rooms on 22nd. He agrees.

Now please stimulate a dialogue according to the situation.

Words and Expressions

group booking / reservation H4RiT 5 delegation X% H

We have a special rate for the group booking.
FFTHAREPITE, RNBEABANIFdath 5%,
I will make a perfect arrangement for your group.

R A R A ML S g 3.

4. Sample Dialogue 3

(A= Receptionist; B= Guest)

A: Good morning. Reservations, Jane speaking. May I help you?

B: Good morning. This is Stephen Nobel from Tianjin Electrical Company. I want to reserve 50

standard double rooms with your hotel.

A: What date would that be?

B: Four nights, from December 22" through December 25"

A: Just a moment, please. I am awfully sorry. We only have 20 standard rooms available on
8



