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oom Reservation
gooo

Accepting a Booking U [J [ [J

R:

G:

(R=Reservationist 1 0 0 UG=Guest U U O

Garden Hotel. Good moming, can I help you?
OooOoOoOoODoDDoDOoOOOoODODOOoOoO

I am calling from Los Angeles. I'd like to book a room in

your hotel.
goodOdoboDoOoOoDooDoDoOooooDoa

What kind of room would you like, sir?
OooooDoDDDoO0oOoOoOoono

I'd'like to book a single room with bath from April 10 to
April 16.

00040 1000 160000000O00OOOODO
oo

: Could you hold the line please? Tll check if there is a

room available for those days.
goooooboboboboobooog



: OK.

ooao

: Sorry to have kept you waiting, sir. We have rooms avail-
able in that period.
gobooooooboobobobooooooooo

: What it the rate, please?
gooooooo

: The current rate is $50 per night.
oooooso00O0O

: That sounds not bad at all. I'll take it. By the way, I'd
like a quiet room away from the street if that possible.
gooboOoooobOOoO0o0ooobObObOo0obOO0oo0oon
goobOooobooboboooo

: A quiet room away from street is preferred. Can you give

me your name , sir?
ooooooooooooooOoooooooon

: ;It is John Smith.
U0 John Smith,

: What time will you be arriving, Mr. Smith?
000000 Oemith 0O OO

: Around 5:00 p.m. Do you have pick-up service?
00 sO00oboboobooo



: We have an airport representative to receive our guests

there. Well, Mr. Smith, a single room with bath away
from the street from April 10 to April 16. Am I correct?
Jo0o00O00O0oDbOobOobDOoDsmth0OOOOOO

0 40 1000 160000000000O0O0O0O0O
oo

: Thank you.

ooo

: Thank you for calling Garden hotel. We look forward to

seeing you soon. Good-bye.
Joooo0o0o0oDOoD OoOooOoooDbobOoDbo

A Group Reservation Ul U1 [ [J

R:

G:

(R=Reservationist 1 0 0 [G=Guest U U U

Good afternoon. Reservations. May I help you?
gooboooobooooboobbooo

Yes, 'm calling from Longquan Company. I'd like to
know if you have rooms available for the nights from May
5 to May 10. We are going to have a business conference.
JoooO0o0oO0oooso soo obb0O0obOOoOo
goobDooboDbooo

May I ask how many people there will be in the party?
oooooooo



16 persons.
160 O

: What kind of room would you like?
gooooooooa

: Double rooms with twin beds.
goooooooao

: A moment please, sir. Yes, I can confirm 8 rooms for

those days.
Oob0bo0o0oobOoboooboooobono soo
od

: Thank you. Is there a special rate for a gfoup reservation?
goooooooooooao

: Yes, there is a 10 percent discount.
goooooo 10%.,

: That is fine.

ooad

: By the way . how will you be settling the account,
please?
Oo0o0oO0obooOooobboooogd

: The company will cover all the expenses and we’ll send

you & cheque soon.
0oo00oooOoouoooooooooog



: Could you give me the flight number, please, in case the
plane is late?
goooobooOoobboooobooo

: Sorry, I don’t know the number yet, but I'll let you know
by phone tomorrow.

o0 . 00000000000 0000b0000a0
oo

: Thank you, sir.
ooooooo

: Have you got a big conference hall?
gooooooooao

: Yes, sir. We have a very nice multi-functional hall, but
you'll have to speak to the manager about that. Please
hold on a moment and I'll see if I can put you through.
gooooobobooooboobbOooooobobooboo
goobooooobObOooobbOooobbOooon

Fully Booked U 0O 0000

(R=Reservationist 1 0 0 0G=Guest U0 U O

: Good moming, Reservations. May I help you?
gooobobobObOooobooboooon

: 1d like to book a single room for 25th this month.



gooodoo 250000000

: A moment please. I'll check if there is a room available
for those days... Oh, I'm awfully sorry, sir. Our hotel is
fully booked in that period, because it is peak season.
goobooooobboooobbOooboobOoooon
goboboooooboooooboboon

: Oh, that’s too bad.
gooo

: Would you like us to put you on our waiting list and call
you in case we have a cancellation?
gooooObOoO0ObOOoO0obOoOobObOOoODbOOo0O0OOn
goooobooooooobooon

: Thank you. That’s very kind of you. But could you re-
commend me another hotel that won’t be full up?
goobOoOooobbOo0oooobooooboboooo

: Yes, of course. Where would you rather like to be in the
city center or in the suburbs?
gooooObOoO0ObOOoO0obOoOobObOOoODbOO0O0OOn
ooo

: I prefer a place close to the city center.
gooooooooo

: In that case, I would suggest that you try Jinlong Hotel.
Their. phone number is 5293071.



ooooo0ooooooOoog 5293071

G: Thank you very much. I really appreciate your help
Goodbye.
Oboooooogo

R: Good-bye and thank you for calling us.
oooooooood

T T
' Dlalogue Notes 5

1. pick-up service U U D u
gooooooOOOO0O000O0O000oooooooon

goooooooooooa

2. peak season U0
000000o0o0ooooooooDOoogd low sea-

son or off-season ] 0 I

3. cancellation U 0O 00O
J0000000OOoOOoO0O0O0O0oOoOoooOoooooo
D000D0 waitinglist 0 0000000000000
00 ODoooooooooooo



T T
<<Useful ExpresanB

o NN }
g

1. Finding out what the client wants
a. Would you like a room with a front view or rear view?
b. A single room or a double room?
c. Would a double room do?
d. Would you like breakfast?
e. How long will you be staying?

2. Accepting a booking
a. We can confirm a room for 5th and 6th.
b. It is all right for Sth, but not 6th.

3. Refusing a booking
a. We are fully booked for all types of room for the date.
b. We won’t be able to guarantee you a room after 22th.
c. This is the busiest season. I'm sorry, but could you call
us again later this week? We may have a cancellation.
d. We don’t have any single room available. Would you
mind a double room instead?

4, Quoting a price
- a. For a single room the price would be...
b. It is ... per night for a double.
c. Breakfast is also included.
d. The rate includes three full meals.
e. We'll have to charge you $ 10 extra.



5. Advance information on payment

a. How will you be paying the bill?
We accept American Express.

b. You’ll have to send us a deposit of...

»c. Who will be paying the bill?

d. Is the company willing to cover all the expenses?

e. P'm afraid we have no credit arrangement with your com-
pany. We will need an advance deposit by bank draft or
in cash before the reservation date.

6. Getting the details of arrival
a. When will you be arriving?
b. Could I have the airline flight number and arrival time?

a room with front view
a room with rear view
instead

to be included

extra

bill

American Express
deposit

credit agreement

ooooooo
ooooooo
oomao
oooo

oo

oo
oooomooo
oo

oooo



advance deposit ooo
bank draft - oooo

At the Reception Desk
O O O

At the Entrance U 0O 0O
(D=Doorman U 0O 0G=Guest U O U

D: Good evening, sir. Welcome to our hotel. -
gooooboboooobboooo

G: Good evening, thanks.
gooomano

D: So you have got altogether four pieces of baggage?
gobobooooodg

G: Er... Maybe five. Let me have a check... Sorry, boy, you
are right. Four pieces.
goooboooboooobooobobooobooon

D: Never mind, sir. The reception Desk is straight ahead

After you, please.
gooooooobobobooooog



G: OK, thank you.

ooo

The Registration! U

R:

G:

(R=Receptionist LU ;G=Guest U 0 U

Good evening. What can I do for you, sir?
oo0oopoOooOoooOoooooo

I have booked a single room with bath two weeks ago. I'm
John Smith.

00000000000 000000C0000  John
Smith,

: Just a moment, please, Mr. Smith. I'll check the arrival

list... Sorry to have kept you waiting, sir. Yes, you have
reserved a single room with bath and a rear view from to-
day to 16. You paid 0 200 advance deposit. Is that cor-
rect?
Od00OCmith0D0OD0OD0OO0OO0OO0OOO0OOOODODOOODOO
gooooDOoDOoOOoO0ooODODO0OO0 00000
000000000 o0ooD 20000000000

That’s it.
ooao

Could I see your passport, please?... Thank you, sir.
And would you mind filling in the registration form?



goooooooooOoOoooooooon

G: TI'll take care of it... Here you are. Is it all right?
ooo0o0o0ooo0ooooooooao

R: Yes, thank you. How are you going to pay, in cash or by
credit card?
goooooo0ooOoOo0o0oOoobooOoooooo

G: Could I pay with traveller’s checks?
goooooooo

R: Certainly... Here is your receipt and the key to Room
1712. Please keep it. And the bellboy will show you up.
Have a nice evening, sir.

J00000oooooo 7120000000000
ooboobooooooboobobboo

G: Thank you.
ooo

Receiving a Walk-in Guest U U U 00000
(R=Receptionist 0 0 0 O0G=Guest U 0

R: Good afternoon, sir. May I help you?
oooobObOoOoobbooooo

G: Yes, please. I have just arrived from Hong Kong. And I'd
like to have a double room with a bath, please.



ooo0oo0ooO0o0o0oo0ooO0Oo0O0oOooO0o0a

: Have you made a reservation, sir?
goooooooad

: 'm afraid not.

ooo

: Just a moment please. I have to check if there is a room
available... Sorry sir, we don’t have any vacancy at the
moment.
godooooobboooboooooooooooo
ooooo

: That’s too bad. Could you recommend another hotel that
won’t be full up.
000000 O00000O0OODOOO0OO0O0OoOoOoOoOa

: You could try Friendship Hotel if you like.
ooooooooao

: How far is it from here?
ooooooaa

: It takes about half an hour by taxi. I'll ring them up if
you like.
oboooooobbbUoooouooobbboo
ooDooDbooo

: That’s very kind of you.
ogoooaoo



Dealing with a Reservation Mix-up U 0 0 [
ud

(R=Receptionist U U U [G=Guest U U 0

R: Good evening, madam. May I help you?
pooooooooboobooo

G: Yes, I booked a double room here for tonight. The name
is Nancy Walker.
000000000000 Nancy Walker,

R: Just a moment, please... ’'m sorry madam, but I haven’t
got any record of that. When was it made?
jo0dMboomomoobooooooomooo
ooooa

G: A couple of weeks ago.
ooobooo

R: Who made the booking?
pooooo

G: My secretary did.
ogoooad

R: Have you got a letter or telex confirming your booking?
oooboooooooobooobog

G: No, I haven't.
Oooao



R: Well, I'm terribly sorry, madam. There must have been
some mistakes. Unfortunately, we're fully booked for this
evening. Would you like me to get you a room in another
hotel?

0000000000 000OoOoODOoO0o0oooOooaon
000000000000 bOOoOobOoOoooooao
ooooao

G: Yes, please.
oono

R: Why don’t you sit down over there while 1 take care of it?
oooooo

G: Thank you.
ooao
<Dglgl/o_”“ezlﬁ\I:tes>
< Dialogue Notes

=3

doorman 00 000000000000 OO0COOOOO
gooooo0oooOO0oocOo0oooO0ooOobOOobObO0ODbO0D
oo



