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Room Reservations

% b i

6 Objectives “F2] Hbr:

» How to receive reservations I{A#£4FH1T
» How to confirm reservations A0{aI&#FIATLT

‘ Listen—in &35 50

A. Listen to a passage about hotel room types. Put appropriate terms under the

pictures.
1. Connecting Room 2. Double Room 3. Double-double Room
4. Family Room 5. Junior Suite 6. King Room
7. Quad Room 8. Queen Room 9. Single Room

10. Suite Room 11. Triple Room 12. Twin Room
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B. Discussion.
1. To make a room reservation, what information do you need to get from the guest?

2. Put the following items in logical order.

Random Order Logical Order
Name of the Guest (1)
Contact Address )
Room Types 3)
Room Rates 4)
Date of Arrival 5)
Date of Departure (6)
Mode of Payment (7)
Special Remark (if any) )
Reservation Made by Person or Company 9)

Part 1) Dialogues

Dialogue 1 Taking an FIT Reservation” 152 FiT

Context: Su Hui works as the reservationist for Evergreen Hotel. She is receiving reservation
requests from Ms. Johnson on the phone.

Pre-listening questions: 1) With the help of the pictures given below, could you describe the hotel

room that Ms. Johnson would like to reserve?



Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

Sarah:

Staff:

2) The staff made a mistake when taking Sarah’s reservation. What was it?

Good morning. Reservations. Su Hui speaking.® How can I help you?

Good morning. I’d like to reserve a room for my husband and me, please.

Certainly, madam. And what type of room do you prefer?®

Do you have a double room for next Thursday?

Just a moment. Let me check, please.

Oh, we’d like the one with the balcony facing the courtyard. Non-smoking if possible.
That would be one of our business suites. They all have queen size beds.

That’s fine.

For how many nights do you stay?

Three. Thursday, Friday and Saturday. From January the 10" to the 12"

Good. We have a room available, non-smoking.

Okay. How much is it?

It’s RMB 1,500 yuan per night including breakfast.

Okay. That’ll be fine. And could you reserve a table for us in the restaurant? You see we
are arriving in the evening at about 7:30.

Yes, madam. Would you like me to book a table for you, say, at 8:00 on Thursday
evening?

Yes, please.

May I have your name, please?

Ms. Sarah Johnson.

That’s Sarah S-a-r-a.

r-a-h. Johnson, J-o-h-n-s-o-n.

Yes, madam. Sarah Johnson. And could I have a contact number?

Yes. My mobile number is 04565456484,

Good.

Can you say that back to me, please?

Certainly, Ms. Johnson. 04565456484.

That’s right.

Good. So you’ve booked a queen-sized room from next Thursday, January the 10" to
Sunday, January the 13"

Actually, instead of the 13", it should be the 12", Saturday.

That’s it. Sorry about that. Three nights, Thursday, January the 10" to Saturday, January
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the 12". Checking out on Sunday, the 13", Is that right?
Sarah: Exactly.
Staff: ~ Non-smoking with the balcony facing the courtyard.
Sarah: Perfect.
Staff:  And I’ve reserved a table for you and your husband in the restaurant at 8 p.m.
Sarah: Great.
Staff:  Will there be anything else, Ms. Johnson?
Sarah: No, that’s all.
Staff:  Thank you for choosing the Evergreen. Goodbye. Have a nice day.
Sarah: Thanks. Bye.

Dialogue 2 Taking a Corporate Reservation® 313/ i FiliT

Context: John Evens with Leslie International Ltd. is calling the reservations of Evergreen
Hotel to reserve rooms for his colleagues. Su Hui takes his requests.

Pre-listening questions: 1) What is the hotel is check-in time? Choose the correct answer from

the following:

’ \

B. C.
2) Who will confirm the payment details?

Staff:  Good afternoon. Reservations. Su Hui speaking. How may I help you?

Guest:  Good afternoon. This is John Evens with Leslie International Ltd. here. Please reserve
two single rooms.

Staff: ~ When is that for, please?

Guest: Two nights. From October the 15" through October the 16",

Staff:  Please hold the line for a moment. I see your company has an arrangement with this hotel
for deluxe rooms. The rate will be RMB 989 yuan per night.

Guest: OK, that’ll be fine.

Staff: ~ May I have the guests’ names, please?

Guest: That’s Mr. T for Tom Long, and Mr. D for David Smith.

Staff: ~ What time will they be arriving?

Guest: They are arriving by air on Flight MU 536, at 12:10 p.m.

Staff: MU 536, arriving at 12:10 p.m. Our check-in time is 2:00 p.m., so we will try our best to

accommodate the guests should they check in before that time.”

Guest: Yes, I understand.

Staff: ~ Will the company settle the full account?
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Guest: The guests will settle their own expenses on check-out, except the accommodation.

Staff:  Can you confirm those payment details in writing, please?

Guest:  Yes, I’ll fax our confirmation to you.

Staff:  Two deluxe singles at a rate of RMB 989 each per night, in the names of Mr. Tom Long,
and Mr. David Smith, check-in date Friday October the 15", check-out date Sunday
October the 17", You will confirm the billing arrangement in writing.

Guest: Yes, that’s correct.

Staff:  Thank you, Mr. Evens. I hope we can be of help again soon. Goodbye.

Dialogue 3 Taking a Guaranteed Reservation® /45 {41 Fili]

Context: Mr. Roberts telephones the reservations of Evergreen Hotel to reserve one guaranteed
single room. The reservation clerk asks for the necessary details.

Pre-listening questions: 1) How long will the customer be staying in the hotel?

2) How does the guest guarantee the reservation?

Staff: ~ Good morning. Reservations. Su Hui speaking. How may I help you?

Guest: Good morning. I’d like to reserve a single room. I’ll be going to Shanghai from
New York next month.

Staff: ~ May I know your arrival and departure dates, please?

Guest: From Tuesday October the 3™ to Thursday October the 5.

Staff: ~ That’ll be two nights. One moment, please. ...Yes, we can do a standard single for
RMB 800 yuan per night, or a superior single for RMB 1,000 yuan per night. Which
do you prefer?®

Guest: I’ll take one standard single room.

Staff: ~ May I have your surname and initials, please?

Guest:  Yes, my name is Mr. D. Brown, B-R-O-W-N.

Staff:  Is this a company booking, Mr. Brown?

Guest: No, I’m on a personal trip.

Staff: Do you wish to guarantee the room?

Guest:  Yes, I need to.

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

Guest: My credit card, please.

Staff: ~ May I know the type of card and the card number?

Guest:  Yes, it’s my American Express. The card number is 8643-2003-2105, expiration date
12/28/2018.

Staff:  Thanks, Mr. Brown. One standard single room arriving on Tuesday October the 3"
and departing on Thursday October the 5", in the name of Mr. D. Brown. The rate
for the room will be RMB 800 yuan per night. This is a guaranteed reservation and
the room will be held for you if you arrive at the hotel after 6:00 p.m. Your credit card
number is 8643-2003-2105. Am I correct?
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Guest:

Staff:

Yes, that’s correct. Thank you for your help. Goodbye.

Goodbye, Mr. Brown. We’re expecting your coming.

Dialogue 4 Changing the Booking 7% 5 1]
Context: Mr. Clinton, a local travel agent, has booked rooms in Evergreen Hotel in the name of

Claude Travel. But due to his customer’s requests for changes in the booking, he calls

the Reservations again to alter his booking.

Pre-listening questions: 1) What are Mr. Clinton’s requests for changes in the booking?

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

2) How does Su Hui confirm the changes?

Good morning. Reservations. Su Hui speaking. How may I help you?

Good morning. Claude Travel. I’'m calling to revise the reservation we made yesterday.
Can you tell me who made the reservation, please?

Our secretary, in the name of? Leslie Fong.

Just hold the line for a moment, sir. ...Yes, I can see it. What are the changes?

We’d like to cancel one double room.

No problem. What else, sir?

Our customers want to have deluxe singles instead of standard singles, if possible.

One moment, please. Yes, deluxe singles are available. I’ll upgrade ten standard singles
to deluxe rooms. May I have your name, please?

My name is Mr. L. Clinton, C-L-I-N-T-O-N.

What is your telephone number?

66558899, extension 208.

That’s 66558899, extension 208. Are there any other changes, Mr. Clinton?

No, so far so much.

Very good, sir. Let me confirm the details with you. You’ve reserved ten deluxe singles
and five twin-bedded doubles for five nights in the name of Claude Travel. The changes
and cancellation were made by Mr. L. Clinton. And your confirmation number is C55662.
Yes, sorry to have caused you the trouble.

Not at all. I’'m always at your service.

\VoGabUlaryAStld

reservation / reza'veifn/ n. AT

FIT reservation ESTRA
reservationist / reza'verfnist/ n. AT 7
Evergreen Hotel KH RS
courtyard /'ko:tja:d/ n. JE Rt
business suite /swit/ [EEE37
queen size bed KEIR
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contact number IR HLIh

corporate /'koparat/ adj. AL

corporate reservation ARl

hold the line ) 452 T R U
deluxe /dr'laks/ adj. SN

rate /re1t/ n. Hrig:
check-in NI
accommodate /o'kpmodert/ v. A TE

settle /'setl/ v. gk

account /o'kaunt/ n. Jr Rk H
check-out B 4k

confirm /kon'fs:m/ v. TN

fax /feks/ v. T3 AR RIE
be of help LA B
guarantee / gaeron'tiz/ v. PRAE

guaranteed reservation AIRUETT 5
departure date B I %

initial /r'nifl/ n. & ARk

on a personal trip MNIRAT

credit /'kredrt/ n. fEH; (AT 13K
credit card (EVERS

in advance $EHT

American Express EEBESiiRN
expiration / ekspr'rerfn/ n. 1 F R A8 A 3 H
hold /hould/ v. (Nl

travel agent AT #L:

due to K, T

alter /'a:lta(r)/ v. AR

revise /r1'vaiz/ v. Bk

cancel /'kansl/ v. By

instead of H AR

if possible W AT BRI 1
available /5'verlabl/ adj. A7

upgrade /ap'grerd/ v. T4

extension /1k'stenfn/ n. (R LS
so far so much 2 H A A X L
confirmation number iV

at one’s service

SRERTT IR
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1. Taking an FIT Reservation #ZFEMRHIT (E5N) BEMMIT

FIT: Free (Foreign) Independent Traveler, normally requiring accommodation only. H H117 (3%

Ah) R . T EAEAE RS

2. Su Hui speaking. I 27 &,

A & HL S 8 This is Su Hui speaking. [4ang X . 8L 6384

a Speaking.2, {HSpeaking. ANI&E &0 REFF 25K
3. And what type of room do you prefer? {ZZHiFHREEL?
TR B 25 b 3 ROTVEA 2. 4255 Rl W IRAL B 5 KR8, AT LT P

72 by WIRAE (YN
N5 (Single) 1 1
BNXIR 77 (Twin) 2 2
XN 75 (Double) 1 2
£ 5 (Suite) AN BN R R . 25 b PCE — TR R R
D WA, BIEnl k.
pr

FrvfEHL N 5 (Standard Single)

RSN 5 (Superior Single)

LA 7 (Deluxe Single)

PRUEXU A 5 (Standard Double)

RSN B (Superior Double)

XN (Deluxe Double)

PRI AN R B (Standard Twin)

FEFSAXS IR 5 (Superior Twin)

SAENFSIR 5 (Deluxe Twin)

£ 55 (Suite)

4. Taking a Corporate Reservation &5 2 & fiT

A AT RPN — AN EERE. K ANOFERAA RN, LS
AFEES) . S BERIL RS R IR E B R N o ARSI I A 4 i Ui A T
(GIT—Group Inclusive Tour) -

5. ...s0 we will try our best to accommodate the guests should they check in before that

time. WARMAIZEL A B ZBINERIE, HIVEREMBITRHE.
Should they check in before that time : If they should check in before that time.

e.g. Should someone ask for me, ring me up. W54 A F, 4] B iHE A3
6. Taking a Guaranteed Reservation Z{F 8 {RIEFNIT

AORUER D5 T il F 4 5 Ak e 1D Bl (Prepayment) {RUFTIIT: & A
AT AT RS 2) S (Credit Card) {RiFTIT: W FENMEH K56, 3
FNEAFE AT ERRE A & D7, s o] [ R NSO 2R B o 33 A d i ) —
HORUEMT 7. HAFEAREH R LEZE < (American Express) | JJ AR

This is Su Hui.
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(Master) . KFAHIK#H K (International Diner’s Club) . Z4EFE R (Visa) « Kk
(International Great Wall) 45; 3) 4> (Advanced Deposit) fRUFTIIT: & NFEHT AT
—RHL; 4) /MY (Contract or Agreement) {RUETILI: WK 578 74 WhAE S,
TR A v TAT 2 B A AL, P A8 2 v 7k H
7. Yes, we can do a standard single for RMB 800 yuan per night, or a superior single for
RMB 1,000 yuan per night. Which do you prefer? 287, FK{1iZ2HEE800TTAIFRER A
8, WEFHEER1, 000THI SR AB . & TR ENERFEE ?
ZARIL T IROT GG Cupselling) $35 o B8 HL SR AE T HAE D) 2 N — AN fif B
Hym) @i  “Would you like a better room?” , {3 “We can do a standard single room for
$250 per night, or a deluxe single room for $ 500 per night. Which do you prefer?” 343 3|
TENMIFE, BT LA N ARG OE, R nT LU ROE R 5 Ty R E 2R . Jr)T
S A A e T N R s A Ol AR T TSR e, B RA S TR
NPT H EAL U8R, E RIS HE — A rack rate (BRéEHT) , FEAMELLAMAG
&rfirack rate, A2 E —Mloor rateE{minimum premium CEARICEMN) o 7E %N
BB 3 DY g B RIS, SR D BN By N Bt T AN T, i3 N R RER
KRG 2ZEAT IR BN 1R 25 A2 BRI A 5o Jih, SR GO RIS LEA T il 25 b3
RUMEN, SO iRAT#E, By BEAEEE =T Al & 5 N
8.in the name of KL (FEA) WIZX, £ (XA BI&T
e.g. She called Evergreen Hotel to reserve fifteen deluxe double rooms for three nights in the

name of Fortune Travel.

IAT R BT O, DU R IRAT AL 44 ST T+ I s XN Dy, I T2 =AM b

Exercise 1: Match the expressions on the left with the best meaning on the right.

HHTIFIRIEYX

1.  reserve a. able to be used

2. rate b. to tell sb. that a possible arrangement, date, time etc. is now
definite

3. guarantee c. a fixed standard room charge or payment

4. available d. to arrange for a place in a hotel, restaurant, plane etc. to be kept
for sb.

5. confirm e. to promise to pay for the room even if it is not used

Exercise 2: Complete the following with words or expressions from the dialogues. f X

B ETFE B R RCEEIE ST T I AT

1.C guaranteed reservations are the most common form of guaranteed
reservation.
2. A guaranteed reservation assures the guest that the hotel will h a room until a specific

time of the day following the guest’s planned arrival date.
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3. A prepayment reservation requires that a payment in full be received i

4. If a guest stays until the night of the 12" and leaves on the morning of the 13", the d

is the 13™ not the 12"

5. He telephones the hotel to book eight single rooms for three nights i

Erica Travel.

Part Il Listening & Speaking

1. Functional Sentences INEER]
BIITHEIESIEF LITITEA

Good morning.

Reservations. Su Hui speaking.

Reservations. Su Hui speaking. How may I help
you?

How can I help you?

Welcome to Evergreen Hotel! May I help you?

LRI BT IR
O EIF U FIE Gr e . AT Ty ?

KL EBE L ATy ?

B4 U WA IR T U o A7 Ty 2

RELFRITIE B

do/will you ?
How many nights ...require the room W S EAA T LR?
How long ...plan to stay W ST RAE 2 A2
What type of room ...require it I Jas LR s Y 2
How many rooms ...require 5 A2 LI s 2

May I have , please?

your surname/initial/your telephone number/
your fax number/the company name/the
company address/credit card number/the way to

contact you

T T 5 R 2 D/ 17 B A 5 i A% T 5 1/
ASIEY iO0/Neib b WA S I SRR TR R O RSB EN S
Ey

, please?

For how many/How many was it for
For how many nights/For which dates
Who is the booking for

Can you spell the surname

AT LA ERT 5 ?

T IR R B JLRAEWE LR ?
T A RSB AHE 4 ST B3 ?
VR IR T B S Ik 1

the way of payment/to pay the prepayment

to guarantee the booking

Your date of arrival/Your date of departure 15 ]G s/ H 12
How would you like ?
a deluxe double/a deluxe suite SRS Sl ISPV PN e SE SR M/ &

(&
REEATRE AT T 3 AU A TR K 2
AT ORUETT 5 2

T

1

:\
22

Is it ?

a company booking/a private booking/a group
booking/a guaranteed reservation

T I 2 2 wIT s /S AT s e/ A BAAT 1y
/A PRAUE TR T 1 2

10
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, please, sir/madam.

Chapter

One moment/Just a moment/Hold the line for

a moment/Let me have a check

TS T SE AR AN LA B AT, JEZE
1%+,

B

We can do for per night.

a standard twin-bedded room ...RMB 860 BATEFRUEAST IR B, BFIRIEF 86070
a deluxe twin ...RMB 1,000 BATHT SN IR 5, REE)RER10007C

a standard twin-bedded room ...RMB 860, or | &A1 FruE XA K Fr, 6 A 5K 86070; v,
a deluxe twin ...RMB 1,000 16 SFHENAST IR, RFEEER10007T .
We charge for per night.

RMB 860 ...a standard twin-bedded room
RMB 1,000 ...a deluxe twin

RMB 860 ...a standard twin-bedded room, or
RMB 1,000 ... a deluxe twin

FRHEUARS R 57145 K860T
SR A, 45K 10007E
KRR 5 R4 860 05 BEERA
LR, RV 10008

The price /rate for is

a deluxe single ...RMB 960 per night

a minimum of ten rooms ...15 percent off

SN s, B EERI60TT
SRR by, WU T LA

18 (B AR B R FOHE % At /)
How are you arriving? i i) f& ({412 77 A ?

Do you have ?

the flight number and the arrival time for the

guest

A 2 NAUHE 5 AT I [ ey 2

the estimated time of arrival

TR Ll ki ?

WIAFRIT

We (can) confirm .

ten standard doubles from May the 7" to the 9"

your credit card guaranteed reservation
your prepayment guaranteed reservation
advance deposit guaranteed reservation
travel agent guaranteed reservation

contract guaranteed reservation

FATH N TRIFRAEXCN B3, I E) 2 T A B
H2LH.

AT A5 H R DRI 55 0T
AN I TS SR ORAIE D3 TI0T
AT A B ORUE 53 F0T

AT A RAT A ACHL LR UL B3 TI0T
FATN I I B R RUE DS TIGT

We can guarantee/hold

you the rooms booked after October the 17"

the room until 6:00 p.m.

FAPRAE R+ T H-EH EUS T 55
FATPRE T b3 DR B 2 2P /N i B

11
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TEEH

I’m sorry, but .

all rooms are taken KA, TR EECEITW T .
we have no vacancies at the moment KA, IAERH T .

we’re booked up XA, FRATBAT 2

2. Answer the following questions, using courteous and professional English. F %[
SRANF A RYIEE Z T 5 a0 .
For each question, choose one or more appropriate answers. Then listen for the correct
answers and repeat after the recording, paying attention to the fluency and tone of your
voice. fRIGAFH 11, WF— DI MG UMRIRTE . RaWres, JFREE, ERRY
K rE i
1) What would you say when receiving a reservation call ?
A. Good morning. Reservations. Su Hui speaking. How may I help you?
B. Good morning. Welcome to Evergreen Hotel! May I help you?
C. Hi, Reservations, Su Hui speaking. How may I help you?
D. Good morning, Miss. How may I help you?
2) Could you make courteous phrases, using the guest’s name?
A. Thank you, Mr. Smith.
B. Yes, please, Wang sir.
C. For how many nights, please, Mr. Tate?
D. Goodbye. Mrs. Jones.
3) What would you say to get the guest’s name?
A. What name, please?
B. May I have your name, please?
C. Could you spell your name, please?
D. What’s your name, please?
E. May I know your initials, please?
4) How would you sell a more expensive type of room to the guest?
A. We have deluxe suites. Do you like it?
B. I can do a standard twin-bedded room for RMB 800 per night, or a deluxe twin at the special
rate of RMB 1,000 per night.
C. Since you’re traveling on business, I’d definitely recommend the executive level rooms.
D. The concierge floor has a lounge.
E. As a guest on this floor, you’ll have 24-hour access to our executive lounge.
5) How would you get the guest’s contact information?
A. May I have your telephone number?
B. Could you tell me your fax number and your address?

C. Can you tell me the company name and the company address?

12
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D. Will you tell me your email address?

6) What would you say to repeat the details back to the guest to ensure correction?

A. You are arriving on the 4" and leaving on the 7", right?

B. Can you confirm those payment details in writing, please?
C. That’s 65658899, extension 208. Am I correct?

D. Let me go over the details. One standard single room arriving on Tuesday October the

3" and departing on Thursday October the 5"

7) What would you say to close the telephone conversation pleasantly, thanking him or her for the

reservation?

A. Thank you for calling. Have a nice day.

B. Thank you for your reservation.

C. Goodbye, Mrs. Jones. Have a nice day.

D. We look forward to seeing you soon.

Exercise 1:

Dialogue 1
Staff:

Guest:
Staff:
Guest:
Dialogue 2
Staff:

Guest:
Staff:
Guest:
Dialogue 3
Staff:
Guest:
Staff:
Guest:

Dialogue 4
Staff:
Guest:
Staff:
Guest:

Listen to the short dialogues. Fill in the blanks. Then practise with
your partner. ITx1%, EZ, F5EIREX%.

Good afternoon. Majestic Hotel. Reservations. . How may I

help you?
Good afternoon. I’d like to book a room.
What type of room ?

A deluxe twin, please.

Good morning. San Felice Hotel. Reservations. Laura speaking.
?

Good morning. I’d like to reserve a room for next Monday.
Yes, for how many nights will you ?

Three nights, please.

May I have your , please?

Yes, my name is Mrs. D. Truman.

the surname, please?

Yes, it’s T for Tom, R for Ronald, U for Uganda, M for Mike, A for Alpha, N for Nancy,
and

Do you have the guest’s ?

Yes, they are arriving by air on flight AY 336, arriving at 11:01 a.m.
AY 336, 11:01 a.m. Thank you. Will the company ?

Yes. Please send the bill for all the expenses to this company.

13
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Dialogue 5
Staff: Good morning. Regency Hotel. Lionel speaking. How may I help you?
Guest: Hello, Regency Hotel? I am just calling because I need to change the
. It’s booked under my name, Nancy Reeds, R-E-E-D-S.

Staff: I’ll just have a look. Ah yes, a from the 27"

of July to the 2" of August during the London Olympics.
Guest: Can you one room from single to double?
Dialogue 6
Guest: Arriving on the 20" of March, for two nights.
Staff: So that will be , the 22"
Guest: Yes, please.
Staff: Please hold the line for a moment. We can

at RMB 980 per night.

Exercise 2: Listen and fill in the missing information. IT3R &, EX.

Reservation #:

Mr/Mrs/Miss/Ms:

Arr. Date: Dep. Date:
ETA: No. of Nights:
Room Type: No. of Rooms:
No. of Persons: Rate Quoted:
Contact/Company Name:

Address:

Phone No.: Fax No.:
Method of Payment: Gtd Booking:

Notes: ETA = Estimated Time of Arrival; Gtd = Guaranteed

Exercise 3: Listen again and fill in the blanks. Then practise with your partner.

BIr—BRE, EHZ, F5RSEN%.

Staff:  Good afternoon. Reservations. . How may I help you?

Guest: This is . Id
like to reserve rooms for my group.

Staff: do you prefer?

Guest:  We have 30 people.

Staff: , Mr. Richard?

Guest: .

Staff: . . Yes. We still

have those rooms available.

14
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Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Chapter

Then how much do you charge for each room?

, equivalent to 97 US dollars.

Fine. One more thing, may we use the hotel meeting room during our stay in your hotel? We
are to have a meeting on the afternoon of January the 23“, from 3:00 p.m. to 5:00 p.m.

No problem. ,

the use of the hotel meeting room.
Oh, I see. Can you give us a special rate since ours is a company booking?

within five

days. ?
You may fax at area code 0527-54321818.

Exercise 4: Complete the dialogue orally with the Chinese prompts. iR #5512

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

Guest:

Staff:

T.I_T’ D%%ﬁiﬂqiﬁo

(RS FIETIIT B Juliae A7 (7w 2 )
This is Henry Smith calling from Australia. I’d like to reserve a room, please.

Chfy, Ssiied. EATIER

HpE? )
From June the 14",

(EAEJLR? D

Four nights, please.

(2N A NH KB . TR R 5 R, s d:? D

I’d like a double room for my wife and myself. What’s the rate?

(FRERN A BER DY T 76, SRR TR DY P )\ FT0, R smf—Ff? )
I’1l take a deluxe double. It is about 77 US dollars per night, isn’t it?

G, e IRAIEES XN, & AN H -0 H 28 3+ JWH,
FEIXFE? )
Yes, that’s right.
CURATTIL RLBR 252D
Around 4:00 p.m. By the way, do you have the airport shuttle bus?

G, M. WAENI A Htrat. NSRRI RIS, AT
ESI OSSP
That’s fine. Thank you. Goodbye.

CHF TR TS, st WA, f . D

15
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Exercise 5:

Role play. & #)E.

@@
p 2 b

Johnson A+ L 1E B K F1)E (Evergreen Hotel) 1] 55#F, A2 4 H A
AN IR R T =R 4N 5 (standard single rooms) o FHAG AT Hi%
WG 2y (arrangement) , AATETE T 2% AR HH A Bl A& 4H Csettle all
the accounts) o EUIRIETHIT G2, VAR IS RGUE S IX AN X%, FEAEYE |
K

@@
p 2 b

AR 2 KT BOE T 52, 2] T 40 B AT BRI RIS . i —
NEZEK FHARNYE (leisure travel) , BT —[RIZEE N, FFHGEHF
RAUFVT 5 (credit card guaranteed reservation) o i IR [R]85 R4 Y 251X AN %)
1, JEEPE B

@@
p 2 b

[E #h—Z A Syt 4 (Trade Association) T-Ur #3854 [ 4 JF 44> (annual
meeting) . 2WAHLUEHH M) (Grand View Hotel) 1] 5, %3k
AN AN TR 7R S ONSG 7 N7 U 1 S SRt AN 7= 1 s R N 81K 7/ S5 R A
T, RIS HE R XA 1, HFAEYE BRI

Part lli
—

Practical Writing

Hotel Confirmation Correspondence 3 J& i\ {5 &

BOEHOT T AT 2 Fe BUEIETOT S, B 7 AR 24k, S s AR w] U S
fei s A RORSE T AT F I . 4k, MU ERAE. g% LR AR AR Y T T

B, i Ho2

PREGFAT T e —MBUE T P58 AV ZE e B A o fE pe, S b 2

FAFPRINR SRS, WEGIAME . SR AT I RA— AN BUS T 55 8 [ % LT
PR N RN L NI SR (S

Universe Travel Agency
Texas Fax: 033-5851632

Date: October 17,20
To: Grand View Hotel, Shanghai, P.R.China

From: Mr. L. Johnson, sales manager, Universe Travel Agency, Sydney

Subject: Room Reservation

Message: Pls arrange one double room for four nights starting from November 5.

Notes:

1) ToJi5 1 5 WAk N B AT 5

2) From/Ji5 [ 5 KA N B
3) Subject i [H] fii] % 5 W = tH ;
4) Pls Ay Please )4 5 .
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ffiiAf= (The Confirmation Letter)

CEAS AN HHEFI H 3D
Grand View Hotel

112 Sun Street
Shanghai, 200010
P.R.China

October 18,20

Mr. L. Johnson ({5 A

Universe Travel Agency (A7)

320 12" Street (IS5, &%)

San Antonia, TX 78214 (3. M (&) ZETFR485 . H%)
USA (HZO

Dear Mr. Johnson, (FRif§)
RE: Room Reservation (E51)

Thank you for your fax of October 17. We have, as requested, reserved for you: one double room

for four nights starting from November 5 to 9 at RMB 860 per night.

If there is anything additional we can do for you, please do let us know. We appreciate the

opportunity to be of any help to you. (1F-3)
Sincerely yours, (%Ei%E)

Cawloy Santosy (FEZEH)
Carlos Santos (] E[1%54%)
Reservations Department  (35]])
Grand View Hotel (F¥Lf7)

AL (The Confirmation Fax)

Grand View Hotel
112 Sun Street
Shanghai, 200010, Fax 021-7821868

FAX TO: Mr. L. Johnson (Jitf= A)
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Universe Travel Agency (FLA)

320 12" Street (IS5, &%)

San Antonia, Texas, USA Fax: 033-5851632 (¥kifi. M (&) &. fLEHS)
October 18 CH#1)

MESSAGE
We are pleased to confirm your reservation of: one double room for four nights starting from
November 5 to 9 at RMB 860 per night.

If there is anything additional we can do for you, please do let us know. We appreciate the

opportunity to be of any help to you. (1-30)
Sincerely yours, (%EiE)

Cawloy Santos (FEZ4)
Carlos Santos (#] E[1%4%)
Reservations Department  ([])
Grand View Hotel (HL47)

Exercise: You’ve just received a fax booking as shown in the following. Write a
fax confirmation in your real name for Evergreen Hotel. 5 i\ &

Steven High School
1102 North Blvd. San Antonia, TX 78214, U.S.A
FAX TO: Evergreen Hotel, 112 Sun Street, Shanghai
Fax No.: 88 425 6668
October 18

MESSAGE

Please reserve two deluxe doubles for four nights starting from November 10. Please guarantee—
VISA card number: 6623 50458 1001.

Thanks.

D. Eliot
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Part IV) Feature Reading

Reservation Operations 1] 55l 5%

Pre-reading questions: 1) What does “reservation” mean?
2) What are the basic reservation activities?

3) Why is it important to prepare reservation reports?

Reservations department is the first contact that a guest has with a hotel. It books or reserves
accommodation for the guest for a certain period of time. In the process of reservation, rooms are
sold, generating revenues for the hotel and providing important information for the management to
ensure the hotel be more profitable.

Staff in the reservations determines the guest’s first impression of the hotel. They must
be well-trained in social skills and salesmanship. It’s also their duty to be skillful in following
reservation procedures. The procedures start with receiving inquiries, i.e., getting from the guest
reservation details as to date of arrival, length of stay, room type and number of rooms, number of
persons. What follows is to determine room availability—to check whether the guest’s request can
be met. This can be done through the use of forecast boards, reservation charts and a computerized
system. A forecast board looks like a calendar posted on the wall and provides room status
information. Room availability can also be displayed on conventional charts or density charts.
While a conventional chart shows the availability of each room of the hotel by room number, a
density chart displays the total number of reservations held for each type of rooms.

However, due to occasional late cancellations or “no-shows”, the hotel may sustain loss in
profits. One solution to this problem is overbooking which means deliberately accepting more
bookings than the actual number of rooms available to let. In particular, overbooking agreements
should be made part of the GIT bookings that takes a long lead-time.

If the request for a reservation is accepted, a reservation form will be completed, and the
booking details must be entered into a hotel diary either manually or automatically to update the
existing bookings. A confirmation number is then assigned to each reservation that will often be
accompanied by a computer-printed confirmation form or slip, or a personalized confirmation letter.

In case of any changes in the reservation, the original should be speedily retrieved and
amended, so reservation records must be kept with easy access. A reservation amendment or
cancellation form is used to make a record of such changes.

As mentioned earlier, the reservations can provide important management information.
Reservation reports are prepared on a basis of time—daily, weekly and monthly, to gather
management data and information. These reports fall into different types as follows: expected
arrival and departure lists, room availability report, group status report, special arrivals list, turn-
away report, and revenue forecast report.

It is said that the reservations also generates customers that other departments live by, and no

one can deny the fact that it keeps the hotel running.
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Exercise 1:

Choose from below an appropriate Chinese to match each equivalent
in the passage. ZEXXE R H 5 T FERIZHEMNAIRI .

AR EE ALK AN S SlERs2) AT
[ kS ECE NRE LR T 3 TR PO H &
P FrpR e NARIE A B | BIAST PRRESIRE | BT SRR | B i
HER LIS OB R PR T ES A b
AT W T 4 A P il TG T FOTHOEE | BOTHRIAE/ &

Exercise 2: Substitution practice. %3] .

1.

Reservation procedure help(s) to make sure of quick and accurate handling of the guest’s

request.

1) Social skills

2) Salesmanship
3) Personal quality

4) Interpersonal communication skills

. Information from the room availability report can help a hotel to plan its budget or forecast.

1) group status report
2) special arrival list
3) turn-away report

4) revenue forecast report

. The association convention present(s) the greatest potential for “no-show”.

1) Lots of GIT bookings
2) A long lead-time booking

1) late cancellations
2) overbooking

3) amendments

. Before accepting a reservation, it is necessary for the staff to check the room availability to

avoid excessive overbooking.
3) reservation charts
6) hotel diary

1) room status 2) forecast boards

4) density charts 5) conventional charts

. A reservation form is an important document of reservation records.

1) reservation amendment form
2) reservation cancellation form

3) confirmation letter or slip
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