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Xeservation

‘ Unit Objectives

After studying this unit, you should be able to:

name different room types in English
make reservations for group guests
make reservations for FIT guests
revise and cancel reservations

make and maintain reservation records
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- Warming-up

Task 1 Match the room types with their corresponding
pictures.

single room O

double room O

TWB/standard room ()

triple room O

Task 2 Write each of the expressions under its corresponding picture.

junior suite  executive suite  deluxe suite  presidential suite

Task 3 How many room types do you know now? What are they? Discuss with your
partner with the help of the words in Tasks 1 and 2.
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¥rReading

Task 1

Try to answer the following questions before you read the passage.

1. Why is reservation very important in the work of Front Office?

2. How can the Central Reservation System facilitate the reservation work?

Central Reservation System

Since most people make reservations before
their stay, the Reservation Department usually
becomes guests’ first contact with the hotel.
Therefore, reservation performs an important
Front Office function. Efficient and high-quality
reservation service helps create higher levels of
guest satisfaction and bring hotel profitability in
return.

People can book hotel rooms in a number of
ways, by telephone, mail, fax, or the Internet. The
introduction of the Central Reservation System
(CRS) greatly facilitates the reservation process.
The CRS is a computerized system that stores
and distributes information on a hotel, resort, or
other lodging facility.

The information commonly stored in the
CRS includes the room rate, room allotments,
room types, room availability, hotel information
(such as address, phone number, fax number,
room features, and hotel features), hotel
cancellation, deposit and minimum stay
information, nearby International Air Transport
Association (IATA) cities and airports, on-site or
nearby restaurants, bars and attractions.

The CRS links different hotels in a hotel
chain with each other. It also links the major
airline seat reservation systems and the computer
terminals in the offices of important travel

agencies. Thus the guest’s reservation is very

much facilitated. For now the guest can simply go

to either a travel agency or an airline office or a
hotel and have all his travel arrangements made.

“The Internet is becoming more and more
important for hotel bookings. However, I
wouldn’t say overall it is going to increase our
bookings. We have to be aware of it because it’s
a different method of the way guests can book,”
the sales manager John from one five-star hotel
says. “So, we have to make sure we are offering
the right rates, at the right time and in simple
English, so that everyone around the world can
understand, as now it is not just travel agents
accessing the hotel information, it’s somebody
sitting at home.”
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Task 2 Read the passage and tick off the ways of reservation mentioned in the passage.

|| reserve in person book through a travel agency

|| reserve through a central reservation system reserve at attractions
|| reserve over the phone book on the Internet
|| reserve by mail reserve at nearby restaurants

|| book through the International Air Transport Association reserve at nearby bars

OO OO

|| reserve by fax book at an airline office

Task 3 Read the passage again and fill in the table about the information stored in the
CRS.

Information Stored in the CRS

room rate
. room allotments

. room availability
hotel
. deposit

minimum stay information

® NN AW —

. hotel information address

phone number

room features
hotel features
9. nearby information nearby IATA cities and airports

bars

Task 4 Decide if the following statements are true (T) or false (F).

[ ] 1. The CRS links hotels around the world with each other.

|| 2. We have to offer the right rates at the right time and in difficult English.
L] 3. Now everyone may access the hotel information through the Internet.
| 4. The Internet provides a different reservation method.
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Listening

Task 1 Listen to five short dialogs and decide what each dialog is about and mark (V) where

n appropriate.
| O

Rate Telephone No. |Swimming pool| No. of people Date

Dialog 1
Dialog 2
Dialog 3
Dialog 4

Dialog 5

Task 2 Joanna Eliot is a tour guide. She is calling to make a reservation for her tour group.

n Tick off the information mentioned in the conversation.
| | name | length of stay
| address | method of payment
L | number of people in the party ] telephone number
[] type of room [] special requirement
L] arrival time | guarantee method

Task 3 Listen to the conversation in Task 2 again and fill in the blanks with the words or
n expressions provided in the box.

per room inthe party  under your name looking forward to
roomrate check Twin-bed rooms available

Reservationist (R): Good morning. Room Reservations. How may I help you?

Guest (G): I am calling from the International Youth Travel Agency. I’d like to know if you have
any rooms (1) for the nights from December 2nd to 6th.

R: May I know how many people there will be (2) ?

G: 28.
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Task 4

Task 5

Q

rPOQrROQRQRQ

7 Q

What kind of rooms would you like?
3 with bath.
Just a moment, please. Let me (4) . ... Sorry to have kept you

waiting, madam. I can book 14 TWBs for you for those days.

How much is the (5) , then?

Four hundred and eighty yuan per night (6) , with breakfast.
That’s good.

May I book the rooms (7) ?

Yes. My name is Joanna Eliot. J-O-A-N-N-A, Joanna, and E-L-I-O-T, Eliot.

Thank you, Miss Eliot. May I have your phone number, please?

312-5541412.

312-5541412. That’s 14 TWBs for Joanna Eliot at 480 yuan from December 2nd to 6th. Is
that correct?

That’s correct.
Thank you for calling. We’re (8) seeing you soon.

A guest is calling the hotel to cancel a reservation. Listen to the conversation and

fill

in the blanks with the information you hear.

Guest name:

Date of reserovation: from fo

Caller’s name:

Phone number:

Listen to the conversation in Task 4 again and

decide if the following statements are true (T) ~ N
or false (F). o New Words
[ | 1. Alice Green calls to change her travel schedule. f)u(;door ‘;dfg £ g%’ & ﬁgﬂ’g
| | 2. The reservation is under Alice Green’s name. lcir?:;t aa ZJJ ﬁ?ﬁ;j e
| | 3. The boss calls to cancel his reservation. tax n. B '
[ | 4. The deposit will be refunded to Jim Fischer’s adult n. A
account in seven days. available adj. T[], HESH)
per prep. &, f—
cancel v. BUH
refund n. IB3K
account n. JifF7
\\ J
Y
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\Speaking

Task 2

Read and practice the conversation in pairs.

Reservationist (R): Good morning, New Century Hotel Reservations. Can I help you?
Guest (G): Yes, I’d like to reserve a room for my boss.

Q

7 Q

G:

FOFQE

PARPQAFRQRQR

For which dates?

For the nights from January 10th to 14th.

How many guests will there be in your party?

Just two.

Could you hold the line for a moment, please? I’ll check if there is a room available for those
days.

OK.

(The Reservationist checks the hotel’s reservation system for the room availability.)

Thank you for waiting. We have double rooms and suites. Which do you prefer?

How much do you charge for a suite?

A junior suite is at 790 yuan per night, and an executive suite 1,090 yuan.

I’d like to take the one at 790 yuan.

Certainly, madam. Could you tell me the name of the guest, please?

Peter Anderson.

Peter Anderson. Very well, madam. Could I know if you have any special requests, please?
Oh, if possible, I would like to have a quiet room.

All right, madam. We can arrange a quiet room for you. So that’s a quiet junior suite for Mr.
Peter Anderson for the nights from January 10th to 14th. Is that correct?

Correct.

Thank you, madam. We’ll send you an email to confirm the booking. May I have your email
address?

Certainly. My email is susanroberts@yahoo.com.

Susanroberts@yahoo.com. Thanks for calling, madam. We are looking forward to seeing
Mr. Anderson. Goodbye.

Goodbye.

Discuss the procedure of reservation with your partner with the help of the
conversation in Task 1 and put the following steps in the correct order.

A. Confirming the reservation details with the guest;

B. Asking for the date and room type the guest wants;

C. Asking for the guest’s name, telephone and fax number, address, number of the party, etc.;

D. Asking for any special requests;

E. Checking room availability;

F. Saying goodbye;

G. Greeting the guest.

Correct order:
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Task 3 Michael Ford calls the Reservation Department. He wants to reserve a double
g room. Make up a conversation similar to the one in Task 1 with the expressions

given in the box, and then act it out in pairs.

|

Room Reservations. How may | help you?
For which dates?

How many guests will there be in the party?
What kind of room would you like?

Wait a moment, please. Let me check.

Sorry to have kept you waiting.

Could I know if you have any special requests?

[

I’d like to reserve...
For the nights from... to...
How much is the room rate?

If possible, I’d like to have a room
with a street view.

Task 4 Mr. Smith comes to the hotel to revise his reservation. Please role-play the situation
g with the help of the useful expressions provided below.

Last Reservation

Revised Reservation

Room Type single room family suite
two nights from February 15th four nights from February 15th
Length of Stay J v J Y5
to 16th to 18th
Room Rate RMB 290 yuan RMB 420 yuan
Deposit RMB 300 yuan RMB 500 yuan

1 Guest

My name is... I made a reservation...
Now I'd like to modify it.

I'd like to change... into... and extend
my reservation for two more nights
till...

Reservationist l

How would you like to change it?
So that’s a family suite for... nights
from... to...

Could you pay 200 yuan more to
guarantee your revised reservation?
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(%2 Writing

Task 1

The following is a written record of a guest’s reservation call. Read this record.

Reservationist (R): Room Reservations. May I help you?

Guest (G): Yes. Do you have a double room available from September 21st to 26th?

R:

7 Q

2

PQF QAR

FQRFRQRFRQRQRQ

Just a moment, please. I will check the computer for room availability... Sorry to have
kept you waiting. Since it’s the peak season now, all our double rooms are booked up on
September 21st. Would you mind having a junior suite instead? And from September 22nd
on, we do have a double room available for you.

What’s the rate, please?

For junior suite, the current rate is 650 yuan per night including breakfast, and for double
room, it’s 480 yuan.

That sounds reasonable. I’ll take it.

Very good. Could you tell me your name and telephone number, please?

Yes, it is Douglas Keeler. (212) 734-1550.

Thank you, Mr. Keeler. And what is your address, please?

It is 1470 1st Avenue, New York City, USA.

Yes, so it is 1470 1st Avenue, New York City, USA.

That’s right. By the way, I’d like a room with a garden view if that is possible.

A garden view room is preferred, okay.

Can I pay when I arrive?

Yes. We can keep the room for you until 6:00 pm on September 21. If you want to hold the
room, we require a 500 yuan credit card deposit. You can cancel up to five days in advance
and we will refund your deposit.

All right. I’'ll give you my credit card number. It’s a Master Card, the number is
5509-0963-1589-8325, and the expiry date is November, 2015.

We also have airport pick-up service if you let us have your flight number and arrival time.
Oh, that’s great, but [ don’t need that.

OK. We’ll mail you a reservation card confirming your booking as soon as possible.

Just fax me for it. The fax number is (212) 734-1551.

(212) 734-1551. 1 get it. We look forward to your coming.
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Task 2 The following is a hotel reservation form. Please fill in the form with the information

given in the written record in Task 1.

Hotel Reservation Form

Last Name First Name

No. of Adults No. of Children

Company Passport No.

Address

City Country

Telephone Fax

Special Request ( )non-smoking ( )quiet ( )gardenview others
Room Type Room Rate Arrival Date Departure Date
Standard Room Y480

Double Room ¥480

Deluxe Single Room | ¥580

Studio/Junior Suite Y650

Executive Suite Y780

—Rates are inclusive of 15% service charge and one daily breakfast
—Y¥100 per person for additional breakfast

—Check-in time: 14:00 on day of arrival

—Check-out time: 12:00 noon

Transportation Service
o Passat from Beijing Airport at RMB 200 yuan per way per car 0 Do not require

Arrival Flight No. Arrival Time

Departure Flight No. Departure Time

Transportation Service arrangements must be on guaranteed basis and a 100%
charge will be levied on No Shows.

Guarantee Method (Please fill in details)

o Master Card o American Express 0 Visa o Diners Club  oJCB
Credit Card No. Expiry Date

Name as in Credit Card (For Hotel Use Only):
Confirmation Number:

Signature/Date:
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Project Guidelines

This project aims to go through the process of room reservation. The whole
task is divided into three steps. Step One focuses on a research of a local five-
star hotel’s room information. Step Two is a presentation about the hotel’s room
information. Step Three calls for a complete role-play of room reservation process.

Please follow the Task Description to complete the project.

Task Description

ﬁ Step One

Organize small groups of 3 or 4 students in your class.

* Look up information on a local five-star hotel, including its hotel introduction,
number of rooms, room types and features, etc. in different ways.

» Focus on its room types, room rates, reservation methods, guaranteed reservation
deposit, discount policy, etc.

ﬁ Step Two

* Work in the same group.

» Prepare a presentation to introduce to the class the hotel’s room information. The
room information should include what you have collected in Step One, especially
the room types, room rates, reservation methods, guaranteed reservation deposit,
discount policy, etc.

* Choose one student in each group to give a presentation; use multimedia aid if
possible.

g Step Three

Work still in the same group.
* Prepare a role-play of the whole procedure of room reservation.
» Use the information you obtained in Step One and presented in Step Two.

+ Follow the correct steps of reservation procedure you have learned in this unit.




Eﬁﬂ Hotel English 1

12

2. Self-evaluation

Rate your progress in this unit.

I know the different types of room.

I know what the Central Reservation System (CRS) is.

I can introduce the different ways to make a reservation.
I know what information is stored in the CRS.

I can ask for and take down the necessary guest details.
I can make group reservations.

I understand how to use the FIT reservation service.

I can use the reservation cancellation service.

I can use the reservation revision service.

I can recount the reservation procedures used by a receptionist.
I can complete a hotel Reservation Form.

I know how to look for and investigate hotel information.

I can do a presentation on hotel rooms and reservation procedures.

H NN AR NN

I can role-play the procedures used when making a room reservation.

*Note: Distinction, Merit, Pass, Fail

H NN AL R RN

H NN AR NN

H Ny NN AR RN
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+.New Words and Expressions

Reading

New Words major /'merdza(r) adj. FEHY)

access /'eekses/ v, kA minimum /'minimam/ adj. /MY
allotment /o'lotmant/ n. 43¢ on-site /'onsart/ adj. F371)

arrangement /o'reindzmont/ n. 274k overall /duvar'a:l/ adv. AT s SR UL

attraction /o'treek[on/ n. LA WGE| F10ZEY) (8RN profitability /,profita'bilatt/ n. Zi 5 &g
availability /o,verla'bilott/ n. FI|ff (2 #:f58) pynl  rate /reit/ n. Jfy

Rtk reservation /,reza'verfon/ n. Fii]
cancellation /, k&ensa'leifon/ n. B terminal /'taiminl/ . 23
chain /tfemn/ n. B2
computerized /kom'pjustoraizd/ adj. i1 &AL FHHY Phrases and Expressions
contact /'kontaekt/ n. B £
deposit /d1'pozit/ n. 4
distribute /dr'stribjuzt/ v. 4-fit
efficient /1'f1font/ adj. 5 %FH)
facilitate /fo's1litert/ v, {5 & £
facility /fo'stlott/ n. i%Jifi, ML
feature /'firtfo(r)/ n. FF
function /'fAgkfon/ n. ThfE

be aware of & iH%|

Central Reservation System FHHLfiii] R 40
five-star hotel . B 45

Front Office /T

Reservation Department 1] #

sales manager £YEEZ4TH

travel agency HRfTHL

high-quality /'har'kwolot1/ adj. & JF &

. Proper Noun
information /, Info'meifon/ n. {Z 5,
Int ti 1 Air T t A iati
lodging /od3iy/ n. £ n ernil 1<‘)naH ir Transport Association
Ebrfiisishth e

13
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¥.Vocabulary and Structure

Task 1

Task 2

Task 3

Match the words in the box with their definitions.

rate cancel deposit refund revise

e a charge or payment that is set according to a standard scale

e to end an agreement or arrangement that you have with someone

e money that you pay when you rent something, which will be given

back if nothing is damaged
e an amount of money that is given back to you

5. e to change something because of new information or ideas

Write the Chinese versions of the following expressions.

. double room
TWB

. triple room

. junior suite

. executive suite

. presidential suite

. deluxe suite

. twin-size bed
. double-size bed

. queen-size bed

—_
=]

—_
—

. king-size bed

Fill in each blank with the appropriate form of the word given in brackets.

1. Let me have a check... Sorry to

available.
2. May I know your (arrive) date?
3. There’s a convention held in our hotel. I'm afraid we have no other (vacancy).
4. There are still some single rooms (availability).
5. You need to pay 900 yuan more to guarantee your (revise) reservation.

(keep) you waiting. We do have a room
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Task 4 Complete the sentences with the words in the box.

of under by for to

. How much do you charge a double room?

. The reservationist should be aware different ways of guaranteed

reservation.

We’ll send you a confirmation notice email as soon as possible.

We look forward seeing you soon.

May I book the room your name?

Task 5 Choose the best Chinese translation for each sentence.

1.

By the way, could you arrange these ten rooms on the same floor if that is possible?
A. Fi8h, RREIEIX 108] 5 HETE R — 2 b, AR AT REM)TE?

B. 73 4h, WARATREITE, R RELHER—HE 2 A 10[8] b3 E]E?

C. BER—T, [Al—ZHEr] LAZEHE 0] 517

D. AT, N RTRERYTE, EREHEX 10[H] 55 ZHEE R — M ZE 2

At what time do you expect to arrive?
A TEJ LRI 2 3k

B. fEfF L 2 3157

C. W Lash =517

D. A BAE LB EA?

For group reservation, there’s a 10% discount in peak season, and 20% in off-season.
AT EATIIT, TEmEm 23T U, HARR RT3,

B. X PRI, BEZEIUT, A4,

C. XTFEUATIT, BEZ LI, S,

D. FRTT EZE—T, ~Fi 4,

Would you like a room on the street or on the court?
A B M LR RS2 RERE_ERFTR]?

B. fEAEE—MIm A5 (B 2 il RE e 5 1) 2
C. BB E I ERIE 2 RE By f7 H]?

D. BB E A5 ], IS 2 I Bk ?
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) Useful Expressions

1. Making Reservations

(1) For which dates?
TEEL TR LR A5 1E)2

(2) May I know your arrival date and departure date?
TR R ERIEIE HIIAT 5 H 2

(3) How many nights are you going to stay?
ATHAE LM B2

(4) What kind of room would you like?
TR Wb [

(5) How many guests will there be in your party?
R NP S E 2N

(6) Could you hold the line, please? I’ll check our room availability.
THRIEERT G2 TR E R AEEHEL.

(7) May I know your name/telephone number/email address?
RE SR TR Ltk 4a/ FLTh/ FE R L 1E 2

(8) Could I know if you have any special requests, please?
T B BT 2R IR ESKR?

(9) Would you like to make a guaranteed reservation by credit card?
CREERER RS

(10) How will you be settling the account?
AT AT AR

(11) For group reservation, there’s a 10 percent discount.
HIBA T ] /T LASTILIT,

(12) We will send you an email to confirm the reservation.
AT 2a e — A X T

(13) We are looking forward to seeing you.

FATIRF SR,

2. No Vacancy or Booked Up
(1) TItis the peak season.

BAE RIS,
(2) Iam sorry. We don’t have any vacancies.
XA, BAAZS T,
(3) I'm sorry, but we are fully booked up.
XA, BA TR AT T
(4) I'm afraid we have no TWB available. Would you mind two singles instead?
BARFATIAE A 2 RAIXUR 5 T, BN BT PSRN 2
(5) Isit possible for you to change your reservation date?

TR AT AR ST T HAYIWE?
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©)

Could you call us again later this week? We may have some cancellations.

TR LU AT G I SR A2 A BES A AHGH T

(7) We hope we’ll have another opportunity to serve you.

FA TR T IRBE N T,

3. Revision and Cancellation

@

(@)

©)

@

17

How would you like to change/revise/modify your reservation?

BATE B AR T2

We’ll extend the reservation for you.

NN ERERK AT,

Certainly, sir. We’ll make the change/cancellation for you.

IRV, Jei . Bl A s By OH T

Could you pay 2,000 yuan more to guarantee your revised reservation?
TERETFFAZ2,000 TG HH AR B R A T T e ?



