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Unit 1

The Environment and

Dialogue Samples
A Long-Distance Call Reservation
R = Reservationist    G = Guest

R: Good morning. New Century Hotel. Room Reservation. Can I help you?

G: I am calling from Boston. I’d like to reserve a room in your hotel.

R: What kind of room would you like, sir? We have single rooms, double rooms and suites.

G: I’d like to book a single room with bath. 

R: How long would you like to have it?

G: Five days, from September 6 to September 10.

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

G: OK.

R: Sorry to have kept you waiting, sir. We have rooms available in that period. 

G: How much do you charge for a single room?

R: 380 yuan for one night.

G: OK. I’ll take it.

R: Could you tell me your name, please?

G: Bill Green.

R: Mr. Bill Green. A single room with bath from September 6 to 10. We are looking forward to your coming. 

G: Thank you. 

R: Good-bye.

A Group Reservation

R = Reservationist    G = Guest

R: Good morning. This is Room Reservation. May I help you?

G: Yes. I am calling from the East Sea Travel Agency. I’d like to know if you have any rooms available for nights from August 2 to August 6. A tour group of Americans will visit Qingdao at the beginning of next month. 

R: May I know how many people there will be in the party? 

G: 20 persons.

R: What type of rooms would you like? 

G: Double rooms with twin beds.

R: Just a moment, please. Let me check the reservation list and see if we have enough vacancy…Sorry to have kept you waiting, sir. I can book you 10 double rooms for those days. 

G: Thank you very much. Is there a special rate for a group reservation?

R: Yes, there is a 10 percent discount.

G: That’s fine.

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

G: We’ll send you a check soon.

R: May I have your name and phone number, please?

G: 87342234, Miss Johnson.

R: 87342234, Miss Johnson. Thank you for calling. We’re looking forward to seeing you soon. Good-bye. 

G: Good-bye.

Requests Unable to Be Satisfied

R = Reservationist   G = Guest

R: Good afternoon. Room Reservation. What can I do for you?

G: Yes, I’d like to reserve two single rooms in your hotel.

R: Which date would that be?

G: For the night of October 5, for one night.

R: Would you please hold the line? I’ll check the room availability for that day…Thank you for waiting. I’m afraid there is none available on the night of October 5.

G: Well, do you have one twin room for that night?

R: I’m very sorry. Our hotel is fully booked on that night, because it is a peak season.

G: That’s too bad.

R: Would you like to be put on our waiting list and we’ll call you in case we have a cancellation?

G: Thank you. That’s very kind of you. But could you recommend to me another hotel that won’t be full up?

R: I’m afraid we don’t have any information on their room availability. Is it possible for you to change your reservation date?

G: No, it’s impossible.

R: Would you like me to book you for the night?

G: I’ll think about it and let you know. 

R: We expect to hear from you. Good-bye.

Useful Expressions

1) Reservation. May I help you? /Can I help you? / What can I do for you?

客房预订处。我能为您服务吗？

2) I’d like to book /reserve a room in your hotel.

我想在你们饭店订一个房间。

3) What kind /type of room do you like /prefer? We have single rooms, double rooms and suites and deluxe suites and Presidential suites.

请问您要订哪种房间？我们旅馆里有单人房、双人房、套房和豪华套房及总统套房。

4) I want to reserve a single room with shower.

我想预订一间有淋浴的单人房间。

5) Could I book a double room with bath?

我可以预订一间有浴缸的双人客房吗？

6) I’d like to make a reservation for a suite with both shower and bath.

我想预订一个既带淋浴又带浴缸的套房。

7) I’d like a room with a view.

我想要一个风景较好的房间。
8) I’d prefer a quiet room.

我想要一个安静点的房间。

9) I’d like a room facing the sea /the mountains.

我喜欢朝向大海/群山的房间。

10) How long do you intend to stay? / How long will you be staying?

你打算住多久？

11) For what dates please? / When do you need the room?

请问预订哪几天？/请问何时需要房间？

12) It’s for three nights, May 1 to 3. /That will be four nights.

预订三个晚上，从五月一日到三日。/预订四个晚上。

13) Hold the line, please. /Could you wait a minute, please?
请稍等片刻。/请等一下，好吗？
14) I’ll check if there is a room available for those days.

我去查一下那几天是否有空房。

15) I’m sorry, but all the rooms are occupied for next week.

对不起，下星期所有的客房都订满了。

16) I’m sorry we’re booked out for that night. 

对不起，那天晚上所有客房都订满了。

17) What a pity! We have no vacancies for these nights.

太遗憾了，这几天晚上已经预订满了。

18) We do have a vacancy for those dates.

那几天我们有空房间。

19) How many people are there in your party?

请问你们团有几位客人？

20) How much do you charge for a single room?

单人房的收费是多少？

21) What’s the price of a double room?

双人房的价格是多少？

22) How much does a suite cost?

套房的价格是多少？

23) The current rate is $50 per night.

现行房价是50美元一天。

24) A single room is $60 per night. There is also a 10 % tax and a 10 % service charge.

单人房每晚60美元，另外还要加算10%的税金和10% 的服务费。

25) Children under 12 are half price. 

12岁以下的儿童半价。

26) Is there a special rate for a group reservation?

对团体预订有优惠吗？

27) We offer 10% discount for group reservation. 

对团体预订，我们给予10%的优惠。

28) Would you please tell me your name and address?

请问您的姓名和地址。

29) May I know your name and telephone number?

请问您的姓名和电话号码。

30) May I have your arrival and departure dates?

请告诉我您到达和离开的日期，好吗？

31) Could I have the airline flight number and arrival time?

请告诉我飞机航班号及到达时间。

32) I’d like to confirm /cancel a reservation.

我要确认/取消一项预订。

33) I’d like to extend the reservation for another two nights.

我想再延长两个晚上。

34) Would you like us to put you on our waiting list and call you back in case we have a cancellation?

需不需要把您列入我们的预订名单？一有取消预订的，我们就通知您。

35) We look forward to your arrival. / We are looking forward to your coming. 

我们期待着您的到来。

Situational Dialogues

Make dialogues according to the situations.
1) Miss Smith is a secretary. She calls Peace Hotel to reserve a suite for her boss from December 12 to 16. The reservationist answers the phone call and accepts the booking.  

2) Wang Ling is a client of a travel agency. She is calling to reserve for a tour group of 12 from England from June 21 to 23.

3) Mr. Black would like to book a double room from May 5 to 10. Unfortunately the hotel is fully booked for those days. The reservationist refuses the booking politely.

Text A

Room Reservation

Hotels play an important part in the tourism. The aim of a hotel is to create a home away from home for all the traveling guests who need rest, food and drink.
The front office of a hotel is not only its “shop window” but also its “nerve center”. The staff of the front office fulfill these tasks—receive reservations, register guests, assign rooms, distribute baggage, store guests’ valuables, provide information, deliver mails and messages, exchange foreign currencies, encourage and settle the guests’ complaints, check room occupancies, check guests out and so on. The front office staff’s efficiency and personality are of great importance to the realization of the hotel’s aim. It is within this department that the guest’s vacation or business, and indeed, the hotel’s operation itself is made or ruined. 

Thus all the staff of a hotel should remember that the hotel would enjoy greater financial success only with the greater satisfaction the guests receive from the “home away from home”. 

As to room reservation, it is the first step to contact with the hotel and it belongs to the front office.[1] The reservationists are responsible for receiving and processing reservations, forecasting occupancy levels and room revenue, as well as maintaining availability to ensure that no over-booking occurs.[2]
Advance reservations are made in different ways. Some people send reservation letters to the hotel. Others go directly to the hotel and make reservations in person or call the hotel and make reservations over the telephone. Still others telegraph the hotel for rooms.[3] Nowadays fax and telex reservation has become more popular. It is fast and the confirmation is made immediately.

Another development in the hotel advance reservation business is the introduction of a computerized reservation network. Hotels can link their reservation systems with other hotels, with airlines seat reservation systems and with terminals in the offices of important travel agents. So people can make reservation by E-mail and computer terminals. Therefore, the guests’ reservation is very much facilitated.

Throughout the reservation process, information gathered about the guest should be     recorded if a room is available. This reservation record can be recorded on paper or in a    computer file for storage. The information contains the guest name, address, telephone number, arrival date and time, length of stay, type and number of rooms and number in the party, rate quoted and guarantee method, method of payment and special request.

Once the information is gathered and recorded, the reservationist sends a reservation confirmation to the guest. This can be done by issuing confirmation number over the telephone or by sending a letter of confirmation. Both methods verify the information on the reservation record and the guest’s needs. Reservations are confirmed using different guarantee types such as corporate guarantee, deposit, credit card, travel agent, etc. A guaranteed reservation assures guests that a room will be held until the check-out time on the day following the date of arrival.[4] This type of reservation also guarantees that the hotel will receive payment if the guest does not arrive and does not properly cancel the reservation.

In the event of cancellation of travel arrangements due to any reasons, cancellation of the room reservation must be made to the hotel in the first instance by telephone and then in writing. Deposits may be returned at the discretion of the management, but refund would be restricted to a limited amount. Cancellation charges will be effective from the time or date the hotel receives the guests’ notification in writing. All or part of any revenue received from the re-letting of cancelled accommodation may be deducted from the cancellation fees.

All activities of room reservation require its working closely and cooperating with every other department of the hotel. Besides, room reservation must also provide the other departments with a forecast of expected occupancy. The forecast is extremely important, since it provides the Housekeeping, Food and Beverage and other departments with continuous information on anticipated occupancies, thus permitting the heads of these departments to plan their staff requirements and control their payroll costs.[5]
New Words
	reservation
	[]
	n.（旅馆房间等）预定，预约，预订，保留

	reservationist
	[]
	n. 预订员

	reserve
	[]
	vt. 预约，预订

	guest
	[]
	n. 旅客，来宾，客人

	staff
	[]
	n. 全体职员

	nerve
	[]
	n. 神经

	fulfill
	[]
	vt. 履行，实现，完成（计划等）

	register
	[]

	n. 记录，登记簿，登记，注册
vt. 记录，登记，注册

	assign
	[]
	vt. 分配，指派

	distribute
	[]
	vt. 分配，分发

	baggage
	[]
	n. 行李

	store

	[]

	vt. 贮藏，贮备，存储，储存

n. 商店，店铺，贮藏，贮备

	storage
	[]
	n. 贮藏（量），贮藏库，存储，储存

	valuable
	[]
	adj. 有价值的，宝贵的

n. 贵重物品

	provide
	[]
	vt. 提供，供应，供给，准备

	deliver
	[]
	vt. 邮递，传送

	exchange
	[]
	vt. 交换，兑换

	currency
	[]
	n. 货币

	settle
	[]
	vt. & vi. 解决

	complaint
	[]
	n. 抱怨，投诉

	check
	[]
	n. 支票，核实，检查

vt. & vi. 检查，结账

	occupancy
	[]
	n. 拥有，占有，居住

	efficiency 
	[]
	n. 效率

	personality
	[] 
	n. 个性，人格，人物

	realization
	[]
	n. 实现

	department
	[]
	n. 部门，局，处，科

	vacation
	[]
	n. 假期，休假，假日

	indeed
	[]
	adv. 事实上，真正地，确实

	operation
	[]
	n. 运行，操作

	ruin
	[]
	vt. & vi. 使毁坏，使毁灭

	thus
	[]
	adv. 因此，因而，从而，这样，如此

	contact
	[]
	n. 联系，接触

	
	[]
	vt. & vi. 联系，接触

	process
	[]
	vt. & vi. 处置

n. 过程

	forecast
	[]

	n. 预见，预报，预告，预测

vt. 预想，预测，预报

	revenue
	[]
	n. 收入，税收

	maintain
	[]
	vt. 维持，保持

	availability
	[]
	n. 可用性，有效性，实用性

	available
	[]
 
	adj. 可得到的，可利用的，有效的，有用的，有空的

	ensure
	[]
	vt. & vi. 确保，保证

	book
	[]
	vt. & vi. 预订，登记

	occur
	[]
	vi. 发生，出现

	financial
	[]
	adj. 财政的，金融的

	satisfaction
	[]
	n. 满意，满足

	advance
	[]
	n. 提前，预先

	directly
	[]
	adv. 直接地，立即

	nowadays
	[]
	adv. 现在，当前

	fax
	[]
	n. 传真

	telex
	[]
	n. 电传，电报 

	popular
	[]
	adj. 流行的，受欢迎的

	confirm
	[]
	vt. 确定，批准，确认

	confirmation
	[]
	n. 批准，证实，确认，认可

	immediately
	[]
	adv. 立即，马上

	development
	[]
	n. 发展

	introduction
	[]
	n. 采用，介绍，传入

	network
	[]
	n. 网络

	terminal
	[]
	n. 计算机终端，终端设备，线接头

	E-mail
	[]
	n. 电子邮件

	therefore
	[]
	adv. 因此

	facilitate
	[]
	vt. 使便利，使容易

	throughout
	[]
	prep. 通过，从头到尾；遍及

	file
	[]
	n. 文件夹，归档

	address
	[]
	n. 地址 

	arrival
	[]
	n. 到达，抵达

	party
	[]
	n. 一行人，餐馆食客 

	rate
	[]
	n. 价格；比率，费用

	quote
	[]
	vt. 引入，引用；提出价格，报价

	guarantee
	[]
	vt. 担保，保证 

n. 担保，保证

	verify
	[]
	vt. 查证，核实，证实；检验，校验

	corporate
	[]
	adj. 法人的，团体的，共同的

	deposit
	[]

	n. 保证金，订金；押金
vt. & vi. 付订金 

	cancellation 
	[]
	n. 取消

	cancel
	[]
	vt. 取消，删去

	arrangement
	[]
	n. 安排

	management
	[]
	n. 经营，处理，管理

	refund
	[]
	n. 归还，偿还额，退款
vt. & vi. 退款，归还

	charge
	[]
	n. 费用

vt. & vi. 收费，要价

	effective
	[]
	adj. 有效的

	notification
	[] 
	n. 通知，布告，告示

	re-let
	[]
	vt. & vi. 重新租出

n. 重新租出

	accommodation
	[]

	n. 住宿，旅馆房间，膳宿，（车，船，飞机等的）预订铺位

	deduct
	[]
	vt. 扣除

	fee
	[]
	n. 费

	require
	[]
	vt. 需要，要求，命令要求

	requirement
	[]
	n. 需要，要求，必要条件

	cooperate
	[]
	vi. 合作，协作

	besides
	[]

	adv. 此外

prep. 除……之外还有

	expect
	[]

	vt. 期待，预期，盼望，指望

   <口>料想，认为

	extremely
	[]
	adv. 极端地，非常地

	continuous
	[]
	adj. 继续的，连续的，持续的

	anticipate
	[]
	vt. 预期，期望

	permit
	[]
	vt. & vi. 许可，允许，准许

	payroll
	[]
	n. 工资表，工薪总额，职工工资册

	cost
	[]

	n. 成本，价钱，费用，花费

vt. 花费









