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Hotel usually receives reservation requests in the following ways.

—by telephone. It is the most common way in many hotels.

—by fax. It is fast and the confirmation is made immediately.

—by E-mail and computer terminals. Hotels can link their reservation sys-
tems with other hotels with airline seat reservation systems and with
terminals in the offices of important travel agents.

—Dby letter.
—by personal contact.
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1. Thank you for calling the Hil- Q
ton Hotel. @
2. Peter speaking. How much are @
your standard rooms?
@
3. For what date? Q
@
4. Can you make it another date? Q
@
5.1 can help you with that. What @
are the booking details?
@
6. How much are doubles? @
@
7. What kind of room do you @
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8. Do you want a room with a @
good view? Y

10. Sorry, we're fully booked on o
that date. Can you make it
another date? @
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Conversation 1

A: Good morning. Room Reservation. May | help you, sir?

B: Yes, I'd like to reserve a room.

A: Thank you, sir. What date would that be?

B: For one month. From November to

A: Which kind of room would you prefer?

B: A double. I'll be accompanied by my wife.

A: Could you hold the line, please? Il check our room availability. . . . Thank you
for waiting. I'm afraid we have no double rooms, but we do have some twin
rooms at HK $ , and HK'$ , available.

B: The one at HK'$ , sounds fine.

A: Certainly, sir. May | know the name of you and your wife?

B: Mr. and Mrs. Vernon Williams.

A: Thank you. May | have your telephone number, please?
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B: Yes, it's - . work in IBM American Corp.
A: We do offer special rates for your company, sir. For a twin room there is a
% discount. Shall we charge this to you directly?

B: To my company, please.

A: Which department should the bill be made out to?

B: To the Accounting Department, please.

A: Thank you very much. If you have any further inquiries, please don’t hesitate
fo contact me.
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Conversation 2

A: Good morning, Room Reservation. Can | help you?

B: Yes, my name is Peter. | have made a reservation for a single room from
June  to June .Id like to make some changes. The reservation should
only be to June
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=TT
A: A single room from June  to .Is that correct?
B: Yes.
A: OK. Do you need limousine service?
B: That's exactly what | want. How much does it charge?
A: A hundred and eighty yuan for one way. We have a counter at the airport
where our representative will escort you to the car.
B: That sounds good. I'll take that.
A: Thank you, sir. We look forward to serving you.
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Conversation 3

A: Good morning, madam. This is Room Service. May | help you?

B: Morning. I'd like to reserve some rooms for a tourist party.

A: All right. What kind of room would you like?

B: You see, we are tourists whose requests are different, so please tell me more
about it, will you?

A: It's my pleasure. We have single rooms, double rooms and suites, etc. Well,
here is an introduction to our hotel.

B: That's great. I'd like to book four single rooms, five double rooms and three
suites.

A: All right, madam. For which dates do you want to book the rooms?

B: From tomorrow fill January th. That's two days in all.

A: | see. Now please fill out the form.

B: Here you are. Is everything OK?
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A: Just a minute, madam. You should pay a deposit of yuan beforehand.
B: OK. Here you are.

A: Thank you. Please keep this receipt.

B: Thank you. By the way, is there any preferential rate for the party?
A: Yes, there is a  percent discount.

B: That's wonderful.
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Conversation 4

A: Good morning, Room Reservation. Can | help you?

B: I'd like to reserve a room for next Friday to Sunday.

A: Which kind of room would you prefer?

B: | want a double room with harbour view.

A: We have double rooms but they are dll facing the city center, not the har-

bour.
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B: It's oo bad. Let me think about it. Il get back to you later. Thank you very

much. Goodbye.
A: Thanks for calling. Goodbye.
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Doormen are stationed at the entrance to the hotel and help the guests or
visitors in and out of the taxis and cars. They call for taxis, so they must be
aware of different means of transportation in the city. Very often guests will ask
them for directions to restaurant's cafes, places of business, or even other ho-
tels. When VIPs come to a hotel, the red-carpet treatment begins with the
doormen.
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1. Mr. Wang, it's nice fo see you Q
here again. @
2. Please mind your head. Q
@

3. Please mind your hands in the @
revolving door. @
4.leave it to me. I'll take care of @
your baggage, Madam. )
5. S0 you have got four pieces of @
baggage altogether? )
6. Let me have a check again. Q
@

7. The Reception Desk is straight @
ahead. @

8.Shall | arrange a tfaxi for you,
Sir?
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9. Here's vyour taxi, get in, @
please. @
10. We have a Chinese restau- 9

rant and a western-style res-
taurant. Which one do you @
prefer?
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Conversation 1

A: Good evening, sir. Welcome to the Peace Hotel.
B: Thank you.

A: How many pieces of luggage do you have?

B: Just these four.

A: Two suitcases and two bags. Is that right?

B: Yes. That's all.
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A: I'll show you to the Front Desk. This way, please. | will put your bags by the o

post over there. ,EB
13

B: | see, thanks.

A: A bellman will show you to your room when you have finished checking in.
B: OK. Fine.

A: Please enjoy your stay.
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Conversation 2

A: May | help you with your bags, madam?

B: Yes, please. What an irresistable sale!

A: You are right, madam. It is the best time to visit Beijing. But today is a rainy
day and the floor is slippery, so please be careful.

B: Thanks for reminding me. I've just bought a fragile china.

A: Do you need extra wrapping?

B: No, thanks. | think it's good enough.

A:
B:

Conversation 3

A: Good evening, sir. I'll show you to your room. You have two suitcases and
one bag. Is that right?

B: Yes, that's right.

A: Is there anything valuable or breakable in your bag?

B: Yes, there’s a bottle of whisky.

A: Could you carry this bag, sir? I'm afraid the contents might break.

B: Sure, no problem.

A: Thank you, sir. May | have your room key, please?

B: Yes. Here you are.

@- 2ax -E&fmm 0065

A: Thank you, sir. Your room is on the th Floor. Please follow me.
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Conversation 4

A: Excuse me, but are you Mr. Smith, the Best package group leader?

B: Yes, | am. You must be Miss Mo Li, are you?

A: Yes, | am Mo Li from the Great Wall Hotel and have come to meet you. | am
looking forward to meeting you.

B: Thank you very much. Nice to meet you.

A: Altogether, this group has sixteen guests, right? Is everybody here?

B: We are all here.

A: Having a long journey, I'm afraid you must have a rest. We'll directly go to
the hotel. All right?

B: All right. We'll follow you.

A: Have you got your baggage?

B: Yes, everything is OK.

A: Very good. Let's go, our bus is just over there, in the parking place. May |
help you with your baggage?

B: | can manage it. Thank you.

A: This way, please.
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Reception

Cultural Background YikEs -9 3%
Good service is the key o success. The front office of a hotel is not only its
“shop window” but also its “ nerve center”. The work of the front office staff is of
great importance in realizing the aim of the hotel. It is within this department
that the guest's vacation or business, and indeed, the hotel’s operation itself are

made or ruined.
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