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Making Room Rescrvalions

PRELIN 1 Fhr il ik 55

Service Procedure AR & iR 2

& Greet the guest.
[ & A 8] 4F .
& Ask the guest of the reservation information:
WiEEATIMITER:
The date of arrival and departure.
B ANEAFE FIBIE B8,
The number of the people.
FIE AL
The room type and the number of rooms.
EAENFIFEEL.
& Search for the room available /needed in the computer.
BN EERFREENTF.
& Get the following information from the guest.
MNEAIERBTINER:
The name of the guest or name of the group.
A B9 S B BA & R
The guest’s telephone number.
BEAWBIESH,
The contact name and his telephone number.
WREZERITEZE TRITANUEZE RBIESHE,
& Confirm the reservation.
BIATIT .
@ Express your wishes.
KRAMBREA.
& Form the reservation record.



T RERS T I
R FITE 3.
Skill Points #% Bt & &

& Pay more attention to use polite language. After reservation,be sure to say to the guest:
“We look forward to your arrival.”

BT EFREAILRERSBIE. TUTEENE T “HNBBEHNXIR.”

& Ask the guest about the time of his arrival and departure with the following:
B~ %04 F18 8] 55 (81T 78 4 B (8] .

What date would that be?

For which /what date?

For when?

How long will you intend to stay?

& Ask the guest about his name and telephone number with.

“May | have your name and your telephone number?”
BTRIaFEREiTFEANEEFEIESH.
‘TP T ENE FARIEHNBIES G ?”

4 Do confirm after getting all of the information about the reservation,for example:

“Mr. White, you've reserved (booked) a single room from 5™ to 7" of July and your tele-
phone is 0044-0246-720355. ”

ERBIAIBENERZE—EZE confirm(FHIA) . 40

“RFFEELEMITT 6 A5 HE 7 BH—ERAIME. &K BIES L E 0044-0246-
720355,”

& If you don’t understand what the guest says,be sure not to guess or pretend to know at
all. Certainly you aren't afraid of this. Ask the guest to say again with:“| beg your pardon. ”
“Pardon me?” or“Sorry, | don't understand. Could you please repeat that?”
HEREIZFBEREANEL . PDIBN. EFEREPHE., SABRIAMN. ILRME
EABRE—B.0: “YAEEFR—B . FEE—T". A" HAE.BxBENE.£5
BEE—®?”

& |f the rooms are fully booked, or the rooms needed have been reserved, you can recommend
the following to the guest in order to solve the problem:.

Some other kinds of rooms.

Some other staying date.

Some other hotels.
MRBEREFEZUTB . AEZAMBNFEIEEFEATITHE EANE. TUA TIIAE

KRR UL
RN BT,

HHEAMAONEER.
HHEAMONEBS.
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Task of Service Practice il £ &

& George Brown wants to book a double room with Grand Hyatt Beijing. The room rate per
night is 177 dollars.
George Brown Jg/: [a] Jb 5UR J7 8 B I I $03T — (R XA 6] L B 9 4K 177 36T,
@ The time: from 20™ to 22™,that’s three days in all.
il 4 20 HE 22 H,—dk 3 K,
& The telephone number of George Brown is 0044-0246-720598.
George Brown [y HL 3§55 0044-0246-720598
@ Li Cong handles the reservation.

Wi RN T XA IE T 4.
Service Practice BR % 2l

Now,let’s begin the practice according to Task of Service Practice.

TEH R PSR SZYNE S Gz,
Model of Service Practice ZZ 3l 3 B&

Li. Li Cong.,a reservationist.

Brown: George Brown,a guest.

Li. Good afternoon,Grand Hyatt Beijing, Room Reservation. May I help you?
A AE SRR Ty A ORI G 2% B T AR .l S Rk 55 e 2
Brown: Yes,I'd like to reserve a room from 20™ to 22™ of April.
FAHBIT 4 7 20 HE] 22 HEg—0 55,
Li: Please wait a moment. I'll check our rooms available for these days. Thank you for
waiting, sir. What type of room would you like?
WA REA —EMILRAERAS . oA b EBAET . WEA AR B2
Brown: A double room. What’s the room rate per night?
— XN, 2
Li: 138 US dollars. Will that be all right?
138 o0 f1g 7
Brown: Yes,that will be fine. Thank you.
GRS
Li: With pleasure! May I have your name and your telephone number?

TR ENR 55 . BERE BT 00 Itk 44 R HL 35 5 A e 2
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Brown: Sure. My name is George Brown and my telephone number is 0044-0246-720598.
i, Fk n George Brown, 3 i B 31 /& 0044-0246-720598,

Li: Thank you, Mr. Brown. You’ve booked a double room from 20™ to 22™ of April,and
your telephone number is 0044-00246-720598.
WA, Brown JedE . AT T 4 H 20 HZE 22 H A — A1 XA 8], %50 #2365 5 2
0044-0046-720598,

Brown: Yes,that’s right. Thank you.
JE IR G

Li: I'm glad to serve you. We look forward to your arrival.

R 2 R R 55 . FATA AR BB

xImB 2 BT

Task of Service Practice =il &

& Li Ming is calling Wang Xiao in Room Reservation of Beijing Hotel. He wants to book
16 standard rooms from 15™ to 21% of May for the visiting scholars, who will attend an
important conference in Beijing.

ZEUETE 25 U BT RE 25 b BT 3P 0y E e AT s . AR Vs 2AF HiiT 5 A 156 H& 21 H
AIARAENR] 16 8] 33X 2615 ] 27 S R AL s S — D B2y .

@ On 15" of May, there will be only 14 standard rooms available in Beijing Hotel. But some
of junior suites aren’t reserved yet. From 16" to 21*, there will be just 16 standard
rooms.

SH IS B — R, AUl HA 14 ASbrifi ] 0 28 by o A b i A — 263558 £ M) 3 A 1T
X, AR5 16 HZE 21 HIEWA 16 MrdE

€ The room rate of a standard room is 180 dollars,a junior suite is 210 dollars. But the rate
of junior suite will be 10% deduction for the group reservation during May.
B E] Y P A & 180 €T, Fril B H) & 210 oo, HmEm 5 A HBAHIT AT 4T Judr.

& Li Ming’s telephone number is 65291256,

ZE WY LTG5 S 65291256,

Service Practice AR 5% 32ill

Now,let’s begin the practice according to Task of Service Practice.

EH IR PR SZYNE S H IG5z .
Model of Service Practice Z2 35 3% E&

Wang: Wang Ying,a reservationist.
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Li Ming,a guest.

Good morning, Beijing Hotel! Can I help you?

A AE RS . IR R 55

I'd like to reserve 16 standard rooms with your hotel for some visiting scholars.
FARLEARNTIUE Jy R V2% 51T 16 D ArifEfa]

What date would that be?

FLTAE A 4 B[] B 2

From 15™ to 21 of May.

5H15HE 21 H.,

Just a moment, please. Let me check the reservation list. I'm very sorry. We only
have 14 standard rooms available on 15" of May. But from 16" to 22™,we have ade-
quate standard rooms for you. Can you change the date of arrival to 16™2
W2 RA—-AWITH., MAR.S A 15 HRMEA 14 Dhpdill fHEM 16 H
B 22 H L IRATATLL Ry G A5 2 08 A AR vE (8] 25 57 EHE Bk A I A) 207 16 H A2
Oh,no,we can’t, because these visiting scholars will attend a very important inter-
national academic exchange in Beijing.

MR, AN S ANBE » PR X S 35 0] 2 5 2 ok b 5t S — Ao 1 20 [ B2 R3S i i sh i
We also have some junior suites available on 15". The price of junior suite is
30 dollars more than that of standard room,and we have a special rate for group
reservation for junior suites.

15 HIIR R KA 13 38 22 (0] 38 A — 2823 B 3% 38 22 ) 1) e 2 AR E ) 2 30 3ETC.,
1 H 5 H FRATXS AT BA S0 TT 3 A )RR

How much is a standard room per night? And how do you discount for the junior suites?
o o [0) B e AN A 22 /7 Bl ] B RE ST T 7

180 dollars. We'll give you 10 percent off for the reservation of the junior suites.
180 &I, HimE | WiT R4 EAT L.

That’s great,I'd like to book 14 standard rooms and 2 junior suites altogether. My
name is Li Ming and my telephone number is 65291256.

17, F-— L30T 14 b ofe (8] AT A il S ] . FRo 0] 2= L 3h S iR 65291256,
Thank you,Mr. Li. You've booked 14 standard rooms and 2 junior suites from May
15™ to 21*". And your telephone is 65291256.

S e ) 3T T 14 DS ARUE RN R A m L R 2 5 O] 15 H &
21 H R HL 35 2 65291256,

That’s right. Thank you.

JEXFE . B

You're welcome. My name is Wany Ying. If there is anything changeable, please call

me. Good bye.

A B ETE . WRA A S I R
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Task of Service Practice il &

& Mr. Ramsay reserved 20 standard rooms with China World Hotel for silk trade negotia-
tion for April 7*,8" and 9*.
Ramsay Je4: HIH BB 7E h B RORE MBI A F7E 4 H 7 HE 9 H L7 5 iR A il
T 20 AR ENR]

& Now he is calling from New York to change the date of the reservation,because the silk
trade negotiation has been postponed until 4™ to 6™ of May.
IRAE M AR 29 4T F IR SR B 00T, R 22 98 58 i R FI A 3 5 A 4 HZE 6 H

@ The hotel has just 20 standard rooms available during the time.
WE ALK IE4FA 20 DR dER 25 57 o

& Mr. Ramsay books 20 standard rooms and a business suite altogether from 4™ to 6%
of May.
Ramsay Se AT T 5 H 4 HZE 6 HEY 20 A bR ] A — A5 55 £ 10,

Service Practice BR % 32l

Now,let’s begin the service practice according to Task of Service Practice.

T I8 R ST 55 FF R 2.
Model of Service Practice Z& 3l 3 &

Wang: Wang Ying,a reservationist.
Ramsay: Marcus Ramsay,a guest.

Wang: Good morning. China World Hotel, Room Reservation. Can I help you?
B O N S Nz R B T A N o
Ramsay: Yes. This is Marcus Ramsay calling from New York. I have to change the date of
the reservation.
T2, FoJe Marcus Ramsay . NAL 225 URATTHT LTS , FoAS BB BT H 49 .
Wang: How and in whose name has the reservation been made?
e LAYER 44 7 AT 24 07 TRy 2
Ramsay: By e-mail and in my name.
PLIR Y 44 5 HL R R 1 7 X HT Y
Wang:  Please wait a moment. I'll check it in the computer. Thanks for your waiting.

You've booked 20 standard rooms for silk trade negotiation for April 7*,8" and



Ramsay:

Wang.

Ramsay:

Wang .

Ramsay:

Wang .
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9™ ,is it correct?

WA, A AN, IR EAE T BEAATHEI HAZHRY
AT T 20 A>FpEla] , S XA 7

Right, but the negotiation has been postponed until 4™ to 6™ of May. Do you
think it’s possible for us to change the reservation?

SRR SR IRFIMER B 5 4 HE 6 H. RUCHIRATRENS AR BT g 7

Let me check the reservation list. Fortunately, we have just 20 standard rooms
available for the three days.

KA —AEHITH ., KT B8 3 RIELFAH 20 AHrifER

Very well. And we’ll book a business suite as well.

AL E AR5 E M.

Mr. Ramsay.you need 20 standard rooms and a business suite altogether from 4™
to 6™ of May. Is that right?

Ramsay 5g4:.5 J 4 HZ 6 H BT 20 DFRUERI A — R 55 & ), X FEng 7
Yes,it is. Thanks a lot.

e KT

It’s my pleasure. Good-bye.

NN S5 AR R UL

LB 4 BUEIIT

Task of Service Practice £l &

@ John Berry wants to cancel a reservation.
John Berry ZEBUH — 1T,

@ The date of the reservation is from May 6™ ,for 5 nights altogether.
XIHITEEEMN 5 A 6 H IG5 g L,

@ Zhao Li cancels the reservation for John Berry.
BAFIA John Berry P T X HHIT .

Service Practice BR % 32l

Now,let’s begin the practice according to Task of Service Practice.

TR IR ST 55 T iR S

Model of Service Practice 223l 3 &

Zhao: Zhao Li,a reservationist.
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Berry: John Berry,a guest.

Zhao: Good morning. Room Reservation. May I help you?
AR B BT ER A AT A BT R 7
Berry: I'd like to cancel a reservation.
e E PO — AT
Zhao: In whose name was the reservation made?
T 7)o 2 T HE R 44 BT Y 2
Berry: John Berry.
John Berry,
Zhao: What was the date of the reservation?
T H
Berry: From May 6", for 5 nights altogether.
M5 H 6 HESS L
Zhao: T'll cancel Mr. John Berry’s reservation from May 6" for 5 nights altogether. My
name is Zhao Li. We look forward to another chance to serve you.
WU John Berry 5 6 HEI 5 AW B BiiT. FmbRXH . AT Frae B AL N
M55 .

Hotel Knowledge

PN

(D /& MIIHE .
Front Office/Front Desk/Reception Desk F X iFENAT & B E B IR F& & 8 K a7
TR B A S IR S R G & E VAR E R R AN RAT T
PRAETE B0 0 B I b RSN VB VDR B T A — RN IR S . w0 S RS
RRE T M 55 T 1 AR A5 T 0 1) B AR F- BRI T 13 93 N PR S T O 10 b 22 K (Nerve
Center)”, PRI . 5 5 X HE G % 3 3 52 FH 4 BB 1 2Rt LE# o

(2) Another name for hotel keeping is the“courtesy industry”. We advocate old-fashioned
and good manners and politeness. Practice these till they become second nature till you
are courteous automatically.
AT FRALIRATE” . FRATHRAB AL GE 0 B 4SS R A AL, BEAE 52 3. v fff ok
TR AR 1 5 — KA MBS A SR

(3) Some useful expressions in the Front Desk:

HE 5 H RN
Reservation LT HR

Information [a] 3 4b





