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PART ONE

FRONT DESK SERVICES

Introduction

The Front Desk is the answer station for residence halls. If you have a ques-
tion about housing, need assistance from Housing staff, directions to a new loca-
tion—stop by or call and ask the desk staff. They are all knowledgeable about the
hotel, the nearby places, and the city. In most halls, the Front Desk is located
near the main entrance, you also register, check-in, check-out, change money

and ask for other helps there, so Front Desk is an open window of a hotel.
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Unit 1 Reservation

1. Accepting a Reservation

Clerk G=Guest

: Good morning, this is the Front Desk. May I help you, sir

: Yes, I’d like to reserve a room.

Thank you, sir. For which date

: From November 9th.
>: For how many nights

: For two nights.

How many guests will there be in your party

: Just my wife and 1.

Which kind of room would you prefer, a double or a twin

: A twin, please.

Could you hold the line, please 1’1l check our room availability for those
days. Thank you for waiting, sir. We have a twin at RMB 1000 Yuan and at
RMB 1500 Yuan, which would you prefer

. We’ll take the one at RMB 1500 Yuan.

Certainly, sir. Could you give me your name, please

. Yes, it’s John Davis, D-a-v-i-s.

Mr. Davis. May 1 have your phone number, please

: Yes, the number is 01-5639-1875.

What time do you expect to arrive, sir

: Oh, around 8. 00 a. m. , I suppose.

1’d like to confirm your reservation, sir. A twin room for Mr. and Mrs. Davis
at RMB 1500 Yuan per night for two nights from November 9th to November

11th. My name is Steve and we’re looking forward to serving you.

2. The Hotel is fully Booked

Clerk G=Guest
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C: Which date would that be
G: June 5th, for one night.

C: Could you hold the line, please 1’11 check our room availability for that

day. .. Thank you for waiting, sir. I’ m afraid our hotel is fully booked on that

night. Is it possible for you to change your reservation date

G: No, that’s not possible.

C: We might have cancellations. Could you call us again closer to the date

G: Sure, but if you do have any cancellations, could you let me know as soon as

C.

possible
I’m very sorry, sir. But we are unable to do that. We would appreciate it very

much if you could call us instead.

G: Well, if that’s the case. ..

C: We’re very sorry, sir. We hope you understand.

3. Changing the Reservation Date

C=Clerk G=guest

C: Room Reservations. May I help you, sir

G: Yes, my name is Alice, and I made a reservation for two nights from October

5th. I’d like to extend it for two more nights until the 9th.

C: For 4 nights from October 5th until October 9th.
G: That’s right.

C: Will there be any change in your room type Your reservation is for a twin

room.

G: NO.

C: Thank you, sir. We will extend the reservation for you.

4. Cancelling the Reservation

C=Clerk G=Guest

C: Room Reservations. May I help you, madam

G: I’d like to cancel a reservation.

C: In whose name was the reservation
G: Jack Bruder.

C: How do you spell that, please

G: Br-u-d-er.

4



Unit 1 Reservation

000000

What was the date of the reservation

: From October 2nd for 3 nights.

Excuse me, but is the reservation for you

: No, it’s for my friend.

May I have your name and phone number, please

: Yes, it’s Mary Calson and my number is 365-7071.

Thank you, ma’am. I’1l cancel Mr. Bruder’s reservation from October 2nd for

3 nights. My name is Jason and we look forward to another chance to

serve you.

Words and Expressions

reservation 7. ( )

clerk n. s

initials  n. ( )

cancellation n. ( )

room availability (

be fully booked

Try to remember

1.

w1l

s N

May 1 +V.... Could you please. . .

single room
double room
twin room
studio room
suite

junior suite
duplex

parlor
hospitality room
exhibition room
connecting rooms

adjoining rooms

. Reservations, Can I help you

s

. How long do you plan to stay

. What kind of room do you prefer

. Do you have one single room for two nights

Would you ...

Shall 1. ..
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7. How much is the room

8. We are fully booked for all types of rooms on that night.

°

9. Would you mind a double room instead

10. 1’d like a room with a sea view (mountain view)
( ) o
11. Who’s the reservation for
12. Shall I make a reservation for you
13. We’ll extend the reservation for you.
14. 1’d like to cancel a reservation.
15. RMB 200 Yuan, including breakfast.
200 ,
16. We look forward to serving you.
Performance

Suppose a guest in Shanghai wants to visit Beijing from June 1st to June 4th, you are the

clerk of Beijing Hotel and make a reservation for him.

Guess what will be said
C=Clerk G=Guest

000

o O

: Good morning. Room Reservations. , sir
: Yes, I’d like to a room for a colleague.
: Thank you, sir. Which date would that be

: For one week. November 1st to 7th.

: Which kind of room

: A double. He’ll be accompanied by his wife.

: Could you hold the line, please 1’1l check our . Thank you for waiting.

I’m afraid we have no double rooms, but we do have some twin rooms at $ 150 and $ 200

available.

. The one at $ 200 sounds fine.

: Certainly, sir. of your colleague and his wife
. Mr. and Mrs. White.
: Thank you. May I have your name and . please

: Yes, it”s 010-3329-2311. 1 work in Beijing University. My name is John Wang.

: Do you know their flight number and arrival time
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G: Yes, it’s Air China Flight 412. His flight arrives at 3: 00 p. m. , so he should be there by
6: 00 p. m. at the earliest.
C: Thank you very much. My name is Johnson. If you have any further inquiries,
Fun time
Proverb
1. Better late than never.

2. You can’t judge a book by its cover.



Unit 2 Check-in

1. Checking in for the Guest with Reservation

R=Receptionist G=Guest

R:
G:

~ o " o x

~ ©

o =

Good afternoon. Welcome to the Yunshan Hotel. May I help you, sir
Yes. I’d like to check in, please.

: Certainly, sir. May I have your name, please
. Yes, it’s Charlie white.

: Do you have a reservation with us, sir

: Yes, for tonight.

: Just a moment, please. I’ll check our reservation record. ..

Thank you for waiting, sir. Your reservation is for a single room for three

nights. Could you fill in the registration form, please

: Sure.

: May I confirm your departure date

7: Yes, I should be leaving on the 8th.

: How would you like to make payment

: By Visa Card.

: May I take a print of the card, please Thank you, sir. Your room is 888 on

the 8th Floor. Just a moment please. A bell man will show you to your room. I

hope you will enjoy your stay here.

2. Checking in for the Guest without Reservation

R=Receptionist G=Guest

o =

o =

: Good afternoon, Sir and Madam. May I help you

: Good afternoon, I’m Jack Wilson. My wife and I have just arrived. We’d like

to have a room at your hotel for tonight.

: Welcome to our hotel. Have you made any reservations
: I’m afraid not. Could you arrange a twin-bed room with a bath for us

: Wait a moment, please...Oh, Room 1111 is available, which commands a

9
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good view of Huangpu River.

G: Great, I’ll take it. How much do you charge

R. RMB 720 Yuan.

G: OK.

R: Please show me your passports and fill in this registration form.

G: 1’1l take care of it.

R: Thank you. Would you please pay RMB 1500 Yuan as deposit

G: Here you are.

R: Thanks. This is the receipt, key and the room card to Room 1111. The bell-
man will show you up with your baggage.l hope you’ll enjoy your stay
with us.

G: That’s very kind of you.

3. Checking in for a Group

R=Receptionist T=Tour leader

R: Good morning. Who is the Tour Leader, please

T. It’s me.

R: How do you do My name is Lily. Welcome to our hotel. I’d like to reconfirm

the schedule for the period of your stay.

T. I see.
R: Is there any change in the number of your group
T: NO-

R: Very good, sir. Your check-out time is at 9: 00 tomorrow morning. Has there
been any change in your schedule

T: Yes. We’d like to change to 9: 30.

R: 9: 30. Certainly, sir. We will arrange a morning call at 8; 00 a. m. Will that
be fine

T: That’s OK. Thank you.

R: Could you place your bags in front of your room doors by 9: 00 a. m. The
bellman will pick them up. Will there be anything else

T: No, that’s all.

R: If there’s any change, could you tell the Front desk, please

T. Sure. Thank you.

R: Thank you. Enjoy your stay.

10
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4. No Reservation and the Hotel is fully Booked

Receptionist G=guest

: Good evening, sir. May I help you

: Where was it made

R=

R

G: Yes, I booked a double room here for tonight. The name is Peter Wilson.
R

G

@ ~

~ o ™o X

It was made about two weeks ago through our travel agent at home, Interna-

tional Tours, California.

: Just a moment, please. I’ll check our reservation record again. . .

Thank you for waiting, sir. I”’m afraid we have no record of any reservation

made by International Tours in your name.

: That’s strange. Then, do you have any vacancies

: I’m very sorry sir, but our rooms are fully booked.

: It’s too bad Where am I going to find a room at this time of day
: Shall I find another hotel for you

: Yes, please.

: I’ll book you a hotel in this area, sir. Just a moment, please.

Words and Expressions

registration n.

departure n. s

command .

receipt n.

reconfirm .

deposit  n.

vacancy n.

schedule n. s

morning call

Try to remember

1.

Check-in Service .
Check-in N o s
Check in,

(1) Greeting
(2) Confirming
(3) Checking Identifications (Passports) ( )
(4) Asking the Guest to fill in the Registration Form
(5) Getting in Deposit
11



