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Making Room Reservations
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Service Procedure IR &% 12

¢ Greet the guest.
LE-PNLIE o8
@ Ask the guest of the reservation information:
R N R HTE A
The date of arrival and departure.
EPNE| o | =D R o< S T
The number of the people.
(ENLFIPN 88
The room type and the number of rooms.

BN EL ) B B B [R5

@ Search for the room available/needed in the computer.

TETF AL b A 48 75 20 25 s
@ Get the following information from the guest:
M NI B ARAS T HIE B
The name of the guest or name of the group.
E PN} AN
The guest’s telephone number.
YNGR T
The contact name and his telephone number.
WEREMRIT IR ZE B AT AW 4 Sl ik 5 i,
¢ Confirm the reservation.
BIATIIT .
® Express your wishes.
FoRPIEE N
@ Form the reservation record.

BT i 5% o
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Skill Points ¥ BEZE &

@ Pay more attention to using polite language. After reservation, be sure to say to the

guest,“We look forward to your arrival.”
LT S AL SR IR 55 I . BT S8 SR IR T FRATT A M S e
@ Ask the guest about the time of his arrival and departure with the following:
FHF Z0 ) - [ By 8] 0T 76 A2 0 ]
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 I have your name and your telephone number?”

R FVA] TR 3T b5 A 44 AT 3 S 4
RGNS TR AN o RN ER Ry LR

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

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

TEHRBIANERZ)G—EE confirm (AN , 4 41

ARSI T 7T A S HAE T H A E BN A, B HL IS SRS 2 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,“I beg your par-
don. ”“Pardon me?” or“Sorry,I don’t understand. Could you please repeat that?”

WA W il B A Wi % AR50 ULa g SR ZECRE BT . AR B A . AL 3 3 i
BNVl e XA E UL EEE R s R, R A T fE S
PRE AT — 77

@ If the rooms are fully booked,or the rooms needed have been reserved,you can recom-

mend the following to the guest in order to solve the problem:

Some other kinds of rooms.

Some other staying date.

Some other hotels.
WA G 2 € 21T W 8B & AN 0 55 (| & & N BTl LT 91 9 3 ok il o
I

A7 0 1Y g AL
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Practice 1 Making an FIT Reservation
LmB 1 #EMiT

Task of Service Practice SLilll 1 %

@ George Brown wants to book a double room with Grand Hyatt Beijing. The room rate per
night is 177 dollars.
George Brown ¢ ] 46 50 2R J5 8 B 9 % 90T — [ XA ), s 2 K Ry 177 36T
¢ The time: from the April 20 to 22, three days in all.
WfE: 4 H 20 HZE 22 H,—3k 3 X,
@ The telephone number of George Brown is 0044-0246-720598.
George Brown [ HL %565 2 0044-0246-720598
¢ Li Cong handles the reservation.
W B AR R T X AT T4

Service Practice AR £ Ll

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

15 1% 18 R ST 55 FF iR sl
Model of Service Practice ZE Il 3 B&

Li. Li Cong;a reservationist.

Brown: George Brown,a guest.

Li. Good afternoon,Grand Hyatt Beijing, Room Reservation. How may I help you?
ARG AR TT B ORI I & B TR . R O SR 55 1 2
Brown: I'd like to reserve a room from the April 20 to 22.
T4 H 20 HE] 22 HAG—H 7.
Li: Please wait a moment. I'll check our available rooms for these days. Thank you for
waiting, sir. What type of room would you like?
RS A LR A WA S . EGLEBAET . WEMA AR ?
Brown: A double room. What’s the room rate per night?
— XN i Z b7
Li. 138 US dollars. Will that be all right?
138 30 77
Brown: Yes,that will be fine. Thank you.
GRS
Li: With pleasure! May I have your name and telephone number?

TR0 B S5 . B B HES 0 4 A 5
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Brown: Sure. My name is George Brown and my telephone number is 0044-0246-720598.
I, &Y George Brown, I8 [ HiL i J& 0044-0246-720598,

Li: Thank you,Mr. Brown. You've booked a double room from April 20 to 22,and your
telephone number is 0044-0246-720598.
S Brown Se4E . BT T 4 20 HE 22 H B — B JA], 2500 B35 5 1 )2
0044-0246-720598,

Brown: Yes,that’s right. Thank you.
JEIXFE !

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

TR 2% R R 55 . FATA AR BB

Practice 2 Making a Group Reservation
xyImB 2 BAATIT

Task of Service Practice Ll £ &

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

ZEUETE 25 U BURE 2 b5 BT B A E AT s . M AE Sh VR BT 5 A 15 H&E 21 H
FIARUEN] 16 8], 3X 237 [a) 2% 35 ok db mt S — > E 2 2 .

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

5 H 15 Hix— K. At i HA 14 A FpifE a) 02 25 5 A i A — 263858 £ 1] WA 1T
%K. 125 H 16 HE 21 HIELA 16 il .

@ 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 1) /Y P54 & 180 Kot FilE H] 2 210 oo, HlEN 5 A H BT AT 4T Judfr.

@ Li Ming’s telephone number is 65291256.
2T LA S 02 65291256,

Service Practice BR % 32l

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

T R AR SE YT 45 - 4R 5
Model of Service Practice Z2 3l 3 E&

Wang: Wang Ying,a reservationist.
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Li:

Wang:

Li:

Wang:

Li:

Wang:

Li.

Wang:

Li.

Wang:

Li:

Wang:

Li.

Wang:

Li Ming,a guest.

Good morning, Beijing Hotel! Can I help you?

A AU RS o TR SR IR 55

I'd like to reserve 16 standard rooms for some visiting scholars.
FABTEARANTIRUE J oK Uiz 41T 16 bRk .

What date would that be?

BT AE A4 B[] (1 7

From May 15 to 21.

5H1IS HE 2L H,

Just a moment, please. Let me check the reservation list. 'm very sorry. We only
have 14 standard rooms available on May 15. But from May 16 to 22, we have ade-
quate standard rooms for you. Can you change the date of arrival to the 16™7
WE—SIL.WE—ETITH, AR5 A 15 HIRATRA 14 DNhrdEmE (&M 16
H2| 22 H,FAT AT LA e 28 12 08 0 br i 1] 25 B, RE A 2 38 0 B[] i FE 16 H g 2
Oh,no,we can’t, because these visiting scholars will be attending a very important
international academic exchange in Beijing.

MR LN N BE - TR X S5 [ 27 3 e R AU Bt S — Ak E 2 [ PR AR S I 3

5%, The price of a junior suite is

We also have some junior suites available on the 1
30 dollars more than that of a standard room,and we have a special group rate for
junior suites.

15 HOIRRFATT 0 30 £ [A) R A7 — 2823 b, 5Tl & (8] 19 o #% L AR vE ] 2 30 65T, M
H 5 7 FRATxE P BT 3T 38 3 2 (R AT R

How much is a standard room per night? And what is your discount for the junior suites?
B ETA) B W AN 4% 22 /0 0 Sl B R BT ?

One hundred and eighty dollars. We'll give you 10 percent off for the reservation of
the junior suites.

180 T, HimERNWITRN LA EITILHT.

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

A1, 3 — L3714 AShr ok [E] A S EE & ] . Fem] 2=, s S iR 65291256,
Thank you,Mr. Li. You've booked 14 standard rooms and 2 junior suites from May
15™ to the 21*. And your telephone number is 65291256.

WA AR 3T T 14 AR E RN AT AN m L PR E S ] 15 H &
21 H B s3G5 i 2 65291256,

That’s right. Thank you.

JEXFE . .

You're welcome. My name is Wang Ying. If anything changes, please call me.
Goodbye.

A W ES, R A S B T L R
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Practice 3 Changing a Reservation

XyImB 3 KEWT

Task of Service Practice SLilll £ %

@ Mr. Ramsay reserved 20 standard rooms with China World Hotel for the silk trade nego-
tiations for April 7,8,and 9.
Ramsay 564z FH HL W0 A o B RO LI 24 FAE 4 A 7 HE 9 H 22905 5 F
T 20 ASHRiEME

@ Now he is calling from New York to change the date of the reservation,because the silk
trade negotiations have been postponed until May 4 to 6.
PRAE A AL 29 3T F 35 R U 0T O 22 9 5 B iR FI e 3 5 4 HZE 6 H

@ The hotel has exactly 20 standard rooms available during the time.
WG BB ILR IE4F A 20 PRl =5 by .

@ Mr. Ramsay books 20 standard rooms and a business suite altogether from the 4™ to the
6™ of May.
Ramsay 554 3L HIT 17 5 A 4 HZE 6 HEY 20 A prifEE A— A5 5 &£ .

Service Practice AR %% 321l

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

TEH R PR SZYNE S G szi.
Model of Service Practice 223 35 E&

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

Wang: Good morning. China World Hotel,Room Reservation. Can I help you?
B AE . A E RS % BT . 7 IR R 55 G

Ramsay: Yes. This is Marcus Ramsay calling from New York. I have to change the date of
a reservation.
W2, FJE Marcus Ramsay, N2 20 45 VR AT LIS  FRAS e AR 03T H 199 .

Wang: How and in whose name was the reservation made?
& LUIERY 44 7 A 407 XLHUT Y 7

Ramsay: By E-mail and in my name.
PLIR Y 45 5 B - W F 09 7 T Y

Wang:  Please wait a moment. I'll check it in the computer. Thanks for waiting. You've
booked 20 standard rooms for the silk trade negotiations for April 7,8 and 9,is

that correct?
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WA, A AL R EASE T B4 H THE 9 H 28R
GyRFITLT T 20 S FRfE ] X AR 2
Ramsay: Right,but the negotiations have been postponed until the 4™ to the 6™ of May. Do
you think it’s possible for us to change the reservation?
JEXFE R RRFIHMEIRR S H 4 HE 6 H., RUCHIRITEENS SAE T2
Wang: Let me check the reservation list. Fortunately, we have just 20 standard rooms
available for the three days.
KA —EBITH., K& T8 3 RIEGFH 20 AbrifE
Ramsay: Very well. And we'll book a business suite as well.
AL E— 55 £,
Wang: Mr. Ramsay,you need 20 standard rooms and a business suite altogether from the
May 4 to 6. Is that right?
Ramsay 554,54 HZ 6 H @G E 20 S FR e ) A — 4> 55 B ) L 2 X R 2
Ramsay: Yes,it is. Thanks a lot.
JE I RS T
Wang: It's my pleasure. Goodbye.
R SRR L

Practice 4 Canceling a Reservation

B 4 BUEIT

Task of Service Practice SLilll £ %

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

¢ The date of the reservation is from May 6,for 5 nights altogether.
XTI EE A 5 A 6 HIFhRIET 5 i 1

@ Zhao Li cancels the reservation for John Berry.

BAF A John Berry BUE T XTI HIIT .
Service Practice AR £ £l

Now,let’s begin the practice according to Task of Service Practice.
T BB RS2 YT 55 FF i 521

Model of Service Practice Z& 3 35 B&

Zhao: Zhao Li,a reservationist.

Berry: John Berry,a guest.



Chapter One Front Office( ] )
LlER— AERS(—)

Zhao: Good morning. Room Reservation. May I help you?

AL D 0T R A A T R 2

Berry: I'd like to cancel a reservation.

T B PUH — T T .

Zhao: In whose name was the reservation made?

T 1) 2 HIE R 24 7 BT Y 2

Berry: John Berry.

John Berry,

Zhao: What was the date of the reservation?

BT H

Berry: From May 6,for 5 nights altogether.

M5 A6 HiEI S5 A4,

Zhao: T1'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.
HUH John Berry 5 H 6 HiZd: 5 A0 Ery il . FRmBCH . RATIFae A LS R
Bk %5

Hotel Knowledge
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Front Office/Front Desk/Reception Desk H1 L FENFT & B G MR & 8K H I, 7
BT RS B A S IR S R BRI & VAR R VB R SR AR EEIT B T
PR B0 0 B e AN VR F VD ER B T S — RAIMIRS . A RS
RO T R 55 T A AR R A6 T i A B AR K P BRI L 1 63 B R R T I 7 il 28 TR K (Nerve
Center) , A, B 65 %8 B 51 A9 98 1 92 FH A RE AV 2R W L s

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 XFRALIRATE” . FRATHRAB AL G2 1Y B AF A M A AT L, B AR 52 B ff i 2
MRS R A SR

Some useful expressions in the Front Desk:

I & AL

Reservation T
Information [f] 36 42k
Reception R b

Cashier’s Counter iR &
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Front Office Manager
Front Office Supervisor
Lobby Assistant Manager
Guest Relations Manager
Reservation Manager
Reservation Supervisor

Reservationist

T AR 2 P
AT 2
PNl
55wk B
LT 22 B
BT A
HiT 51



