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Unit 1 Room Reservation

Objectives

Be able to receive a reservation
Be able to revise or cancel a reservation
Be able to fill in reservation form
Be able to write confirmation letter or fax

Task 1 Make FIT Reservation

Bill Brown intends to spend his holiday in Beijing on next Friday, January 26", 2010. He

makes a phone call to a hotel to make a reservation for a room. Lily is receiving his requests.

S: Staff G: Guest

S: Good morning. Reservations, Lily speaking, how may I help you?

G: Good morning. I am going to Beijing spend my holiday. I would like to book a room.

S: How may I address you, Sir?

G: My name is Bill Brown.

S: Well, Mr. Brown. What kind of room would you like?

G: A single room.

S: We can do a standard single room for CNY600.00 per night, or a deluxe single room at the
special rate of CNY700.00 per night, which one do you prefer?

G: I’ 1l take the deluxe single room, please.

S: May I know your arrival date and departure date?

G: From January 26" to January 29".

S: Mr. Brown. How are you arriving?

G: By air.

S: Do you need pick-up service?

G: That’s exactly what [ want. How much does it charge?

S: CNY160.00 for one way.
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G: Ok, I 11 take it.

S: May I know your flight number and arrival time?

G: Let me have a look. Flight MU736, arriving Beijing International Airport at 15:30 p.m.,
Beijing time.

S: Do you wish to guarantee the room?

S: Yes, I need to.

G: Will that be your credit card or will you pay in advance?

G: My credit card, please.

S: May I know your type of card and card number?

G: Yes, it’s my American Express. The card number is 2887-2007-6589, expiration date
12/30/2013.

S: Let me confirm the details with you, Mr. Brown. One deluxe single room, arrival date is
January 26", departure date January 29" .The room rate is CNY700.00 per night. Flight
number is MU736, arriving Beijing International Airport at 15:30 p.m., Beijing time. This
is a guaranteed reservation and we will hold the room for you. Your credit card number is
2887-2007-6589. Is that right?

G: Yes, that’ s right. Thank you.

S: It s my pleasure. Thank you for calling.

Specialized Words

reservation [reza'veifon] n.  THIT departure [di'pa:tfo ] n. B

room reservation g9, 5 pick-up service BHLIRS

receive [ri'si:v] w. P45, 4% guarantee [geron'ti:] v g

standard ['stendod ] adj. / n. F3AER), brdE  flight [flait] n iEE, ifs

single room PN credit card FERS

deluxe [do'laks ] adj. Ak in advance e (1]

special ['spefal] adj. R confirm [ken'fo:m ] . A UESE

rate n. k&, #%H  American Express EEHZEF

prefer [pri'fo:] . IR expiration date EHEEEAER0H

Learnig Material

1. Room Type E&Y

Picturel-1  (Single Room #. A J5) Picturel-2  (Twin Room M AXf B b )
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Picturel-3  (Double RoomDeluxe Single Room MW A KK ) Picturel-4  (Deluxe Single Room %£7E#. A i )

Picturel-5 (Standard Twin Room #rffER A B 5 ) Picturel-6  (Deluxe Double Room %£ A& A ] )

Picturel-7 (Deluxe Suite 5 )5) Picturel-8 (Executive Suite # 55 £ 53)

Picturel-9 (Presidential Suite B85 5% )

2. Types of Reservation FiiT3HEY
Advanced Reservation( Ilfi I’} 7l 11): A guest books the room within very short time before he

reaches the hotel or the day he arrives at the hotel, and the hotel can’ t have enough time or
is unnecessary to send confirmation letter, and the guest doesn’ t pay deposit. This kind of
reservation is usually handled by Reception Desk, and the cut-off time( #%/3 I5f [11] ) is 18:00, the
day that the guest arrives. If the guest can’ t arrive at the hotel beforel8:00, the hotel can sell

the room to other guests.
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Confirmed reservation (HfiiATi1]) : When the guest reserves the rooms of the hotel, he is told
that there are rooms in the hotel, this is confirmation. The reservation been confirmed by the
hotel is confirmed reservation. There are two ways to confirm the rooms, oral and written.
Guaranteed reservation (fRUETIT) : A guaranteed reservation assures the guest that the hotel
will hold a room until a specific time of the day following the guest’ s scheduled arrival date.
This time may be check-out time or any time the hotel chooses. The guest, in turn, guarantees
to pay for the room, even if it is not used. Guaranteed reservations provide some protection for
the hotel” s revenue even in the case of a no-show (N E|& AKE]) .

3. Procedure of Telephone Reservation
* Telephone was answered within 3 rings.
* Greet the guest.
» Confirm check in and check out date. Check room inventory.
* Recommend the room and rate.
* Ask the guest whether he has special requirement.
* Repeat the guest reservation.
* Thank for the reservation.
* Make a reservation in system.

4. FIT reservation: frequent individual traveler reservation 82 FiiT

5. Reservation Form fiiTF+R4&

HoTEL RESERVATION FORM

First Name / Last Name: (oMr. / oMs.)

Company Name: Position:

Check in Date:

Room BOOKING

o Standard Single Room
o Superior Single Room
o Deluxe Single Room
o Superior Suite
SPECIAL REQUEST

o Smoking Room

o Non-Smoking Room

o Standard Double Room
o Superior Double Room
o Deluxe Double Room

o Executive Suite

o Standard Twin Room
o Superior Twin Room

o Deluxe Twin Room
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