
Unit1
RoomReservation

Objectives

• Understandtheworkingproceduresforroomreservations.
•Dealwiththesituationflexiblywhenthehotelisfullybooked.
•Dealwithreservationcancellationsinaprofessionalmanner.

Lead-in

1.Thinkitoverandshareyourideaswithyourclassmates.
  Oneofthemostimportantqualitiesofhotelstaffisareallikingforpeopleandawarm
desiretohelpthem.Discusswithyourclassmatesandfindsomegoodwaystocultivatethis
quality.

2.Matchthefollowingroomtypeswithhotelroomsinthepicturesbelow.
A.singleroom B.doubleroom C.twin-bedroom(standardroom) D.suite

(1) (2)

(3) (4)
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PartⅠ BackgroundKnowledge

JobDescriptionforReservationAgent

Ahotelisa“homeawayfromhome”foralltravellingguestswhoneedrest,foodand
drinks.Thefrontofficeofahotelisnotonlyits“shopwindow”butalsoits“nervecenter”.
Itsstaff􀆳sefficiencyandattitudeareofgreatimportancetoguests􀆳vacationorbusiness,

andindeedtothehoteloperation.Thejobofareservationagentismainlytorespondtore-
quirementsfromguests,travelagents,andreferralnetworksconcerningreservationsby
mail,telephone,telex,cable,fax,orthroughacentralreservationsystem;tocreateand
maintainreservationrecords—usuallybydateofarrivalandalphabeticallettersofconfir-
mation,cancellationsandmodifications.Additionaldutiesmayincludepreparingthelistof
expectedarrivalsforthefrontoffice,assistinginpreregistrationactivitieswhenappropri-
ate,andprocessingadvancereservationdeposits.

PartⅡ SituationalDialogues

Dialogue 1 FIT Room Reservation by Telephone

Scene:Helen(H)isthereservationistofWuxiIntercontinentalHotel.Sheisreceivingareser-
vationcallfromaguestnamedWilliams(W).

H:WuxiIntercontinentalHotel,reservationdesk,Helenspeaking.HowcanIhelpyou?

W:Yes,I􀆳dliketobookaroominyourhotel.
H:Sure.MayIhaveyourname,please?

W:HenryWilliams.
H:Okay,Mr.Williams.MayIknowyourarrivalanddeparturedates?

W:FromOctober1sttothe3rd.
H:Okay,Mr.Williams.Whatkindofroomdoyouprefer? Wehavesinglerooms,double
rooms,twin-bedroomsandvarioussuites.

W:I􀆳dlikeadoubleroom,please.
H:Howmanypeoplearethereinyourparty,Mr.Williams?

W:Justmywifeandmyself.
H:Wehavedoubleroomswithbathanddoublewithshower.Whichdoyouprefer?

W:Anydifferences?

H:Mr.Williams,adoubleroomwithbathisRMB688yuanpernight.Foradoublewith
shower,itisRMB618yuan.

W:ThenIwillchoosetheonewithbath,please.
H:Mr.Williams,mayIhaveyourcontactnumber? Wecancontactyouifitisnecessary.
W:Sure.Itis001-415-578-7342.
H:Thankyou,Mr.Williams.Soyou􀆳vemadeareservationforyouandyourwife,adouble
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roomwithbathfromOct.1stto3rd.AndtheroomrateisRMB688yuan.Thecontact
numberis001-415-578-7342.AmIcorrect?

W:Exactly! Thankyou!

H:AnythingelseIcandoforyou,Mr.Williams?

W:No,thatisall.Thankyou!

H:Mypleasure.Thankyouforcalling.Wearelookingforwardtoyourcoming.Andhave
aniceday.Bye!

W:Bye-bye.

Dialogue 2 Group Reservation

Scene:HenryWilliams(W)iscallingtheReservationsofWuxiIntercontinentalHotelto
reserveroomsforhiscolleagues.Helen(H)receiveshisrequest.

H:WuxiIntercontinentalHotel.ReservationDesk.Helenspeaking.HowcanIhelpyou?

W:ThisisHenryWilliamscallingfromSpringTravelService.
H:Oh,Mr.Williams.WhatcanIdoforyouthistime?

W:WehaveameetinggroupfromtheUSA.Andweneedtoreserveroomsforthemin
yourhotel.

H:Howmanypeoplearethereinthisgroup,Mr.Williams?

W:Therewillbe40peopleinit.
H:Forwhichdates,please?

W:Theyarearrivingon22ndJuly,Mondayandleavingon25thJuly,Thursday.
H:Thatwillbe3nights.Whattypesofroomwouldtheylike,Mr.Williams?

W:Twentytwin-bedrooms,please.
H:Anyotherrequirements,Mr.Williams?

W:Theyaregoingtohaveameetinginyourhotel.So,couldyouarrangeaconference
roomforthem?

H:Sure.Forwhen,please?

W:Ontheafternoonof23rdJuly,from2:30p.m.to5:00p.m.
H:Noproblem.Wecanmakeitforyou,butwechargeRMB300yuanperhourforusing
themeetingroom.

W:Oh,Isee.Isthereanydiscountonthegroupreservation?

H:Thecontractedroomratefortwin-bedroomis588yuanpernight,includingbreakfast.
IsitOK?

W:That􀆳sallright.
H:Howaretheyarriving?Doyouwantustoofferpicking-upservice?

W:No,thanks.Theyarearrivingbyair.Ourtourguidewillmeetthegroupattheairport.
H:Doyoupayeverything,Mr.Williams?

W:No.We􀆳llgiveourguestsvouchersandwepaythevalueonlyonthevoucher.Other
expensemustbesettledbythegueststhemselves.
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H:Okay,Mr.Williams.Youhavebooked20TWBsfortheguestsfromtheUSA,from
22ndJulyto25thJuly,andameetingroomfor23rd,from2:30to5:00p.m.AmI
correct?

W:That􀆳sright.
H:Wewillsendyouaconfirmationbyfaxwithin2days.MayIhaveyourfaxnumber?

W:Youmayfaxat0510-58586688.
H:Thankyouforcalling,Mr.Williams.Haveagoodday!

Dialogue 3 Fully Booked

Scene:HenryWilliams(W)iscallingtheReservationsofWuxiIntercontinentalHotelto
reservearoom.Butthereisnoroomforthedateheneeds.Helen(H)receiveshisrequest.

H:Goodafternoon.ReservationDesk.HowmayIhelpyou?

W:I􀆳dliketobookasingleroomforAugust23rd.
H:Justamoment,please.I􀆳msorry,sir.Allthesingleroomsarebookedupforthatday.
W:Oh,it􀆳stoobad.
H:Wouldyouliketotryotherroomtypes? Westillhavesomedoubleroomsavailablefor
thatday.

W:No,thankyou.
H:Wouldyoulikeustoputyouonourwaitinglistsothatwecancallyouincasewehave
acancellation?

W:It􀆳sverykindofyou.ButIhaveanimportantmeetingonthatdayinyourcity.
H:Isee,sir.Wouldyoulikeustofindyouaroominanearbyhotel?

W:Yes,please.Thankyousomuch.
H:MayIhaveyournameandphonenumber,please? We willinform youifthe
reservationismade.

W:HenryWilliams.Thenumberis001-145-5768-3208.
H:Okay,Mr.Williams.Iwillcallyoubacklaterwhenthereservationisdone.
W:Thankyou.Ireallyappreciateyourhelp.
H:Mypleasure.Thankyouforcallingus.Wearealwaysatyourservice.

Dialogue 4 Adjustment of the Reservation

Scene:Helen(H)isthereservationclerkofWuxiIntercontinentalHotel.Sheisreceivinga
callfromaguestnamedWilliams(W),andhewantstomakeadjustmentofhisreservation.

H:Goodevening.WuxiIntercontinentalHotel.Reservations.HowcanIhelpyou?

W:Goodevening,I􀆳mcallingfromLosAngles.I􀆳vebookedtworoomsfromOct.2ndto
5th.Iwanttoreviseit.

H:Sure.Inwhosenameisthereservationmade?
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W:HenryWilliams.
H:Mr.Williams,letmecheck.Yes,wedohaveareservationmadebyyou.Sowhatkind
ofadjustmentdoyouwanttomake?

W:ThemeetingI􀆳mgoingtoattendinyourcitywilllastonemoredaythanithasplanned.
I􀆳llextendmystayforonemorenight.

H:Wouldyoupleaseholdthelineforamoment?I􀆳llcheckthebookingrecord.Yes,Mr.
Williams,youcanhavetheroomyoureservedforonemoreday.

W:That􀆳sgreat.Thankyousomuch.
H:You􀆳rewelcome.Sothereservationischangedlikethis:thesameroom,thedatewill
befromOct.2ndto6th.AmIcorrect?

W:Yes,exactly.
H:AnythingelseIcandoforyou,Mr.Williams?

W:No,thankyou.
H:Thankyouforcalling.Wearelookingforwardtoyourcoming.

Dialogue 5 Cancellation

Scene:Helen(H)isthereservationclerkofWuxiIntercontinentalHotel.Sheisreceivinga
callfromaguestnamedJohnSmith(S),andhewantstocancelthereservationhemadefor
hisboss.

H:Goodmorning.WuxiIntercontinentalHotel.ReservationDesk.Helenspeaking.How
mayIhelpyou?

S:Yes.I􀆳mcallingtocancelareservation,becausetheschedulehasbeenchangedforthe
badweather.

H:Itisokay.Inwhosenamewasthereservationmade?

S:HenryWilliams.
H:Couldyouspellthelastname,please?

S:W-I-L-L-I-A-M-S.
H:Andforwhichdates,please?

S:FromNovember5thto7th.
H:Thankyou,sir.MayIknowwhetherthereservationwasmadeforyourselforsomeone
else?

S:Formyboss.
H:ThencouldIhaveyournameandtelephonenumber,please?

S:Yes.It􀆳sJohnSmithandthenumberis001-2354-3788.
H:Thankyou,Mr.Smith.IwillcancelMr.Williams􀆳reservationforNovember5th
to7th.

S:Thankyouverymuch.
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H:It􀆳smypleasure.Welookforwardtoservingyouinanotherchance.Haveaniceday.
Goodbye.

S:Bye-bye.

PartⅢ UsefulExpressions

1.Greetguests.
  Goodmorning/afternoon/evening.WuxiIntercontinentalHotel.Reservations.Helen
Speaking.HowcanIhelpyou/MayIhelpyou/CanIbeofanyservicetoyou?

2.Inquireaboutthereservationinformation.
CouldIhaveyournameandphonenumber,please?

Howmanypeoplearethereinyourparty?

Forhowlongareyougoingtostayinourhotel?

MayIhaveyoursurname/yourfaxnumber/thewaytocontactyou/yourlastname/

creditcardnumber/passportnumber?

3.Asktheguesttowait.
Holdtheline,please.
Onemoment,please.
Letmecheckthereservationrecord.Pleasewaitaminute.

4.Telltheguesttheroomrate.
WecanofferasingleroomwithbathatRMB658yuanpernight.
WechargeRMB658yuanforadoubleroompernight.

5.Inquireaboutthearrivalinformation.
CouldIknowyourarrivaldate,please?

Howareyouarriving? Yourflightnumber,please?

MayIknowtheestimatedtimeofyourarrival?

Doyouneedpickupservice?

6.Confirmthereservation.
Nowletmeconfirmyourreservation:you􀆳vebookedasingleroomfromOct.3rdto

6th/adoubleroom/atwin-bedroom withcreditcard guarantee/roomsbyadvance
depositreservation

7.Telltheguestthatyourhotelisfullybooked.
I􀆳mawfullysorry,butalltheroomsarebookedup.
Wehavenovacanciesforthedatesyouneed.
Wearefullybookedforthosedays.
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PartⅣ Activities

1.Vocabulary:Getthecorrectmeaningsandlearnthembyheart.

WordsandExpressions Meanings WordsandExpressions Meanings

frontoffice arrival

reservation departure

ahomeawayfromhome singleroom

efficiency doubleroom

personality suite

centralreservationsystem TWB

confirmation adjustment

cancellation roomrate

modification vacancy

sellingstatus acknowledgement

creditpolicy guaranteedreservation

noshow PMS

2.Role-play.
Situation1:JohnBrowniscallingWuxiTaihuHotel.Hewantstobook3twin-bed

roomsforhiscolleaguesfromOct.2ndto5th.Youarethereservationagent.Answerthe
phoneandhelphimtobooktherooms.

Situation2:JohnBrowncomestoWuxiTaihuHotel.Hewantstobookasingleroom
forhimselffromSeptember7thto9th.Butthereisnosingleroomavailableforthosedays
inyourhotel.Youarethereservationagentandneedhelphimtosolvetheproblem.

3.Practicalwriting.

HowtoWriteaConfirmationLetter

Reservationconfirmationisanacknowledgementgivenbythehoteltoguestsfortheir
roomrequestandalsothepersonaldetailsgivenatthetimeofbooking.Awrittenconfir-
mationstatestheintentofbothpartiesandconfirmsimportantpointsofagreementlike
name,arrivalanddeparturedates,numberofguests􀆳staying,roomrate,typeofroom
booked,numberofrooms,picking-updetails,detailsofdepositmade,packagedetails,

etc.Aconfirmedreservationmaybeeitherguaranteedornon-guaranteed.Detailsonthe
confirmationletterareretrievedfromthereservationrecordand manuallyupdatedor
enteredautomaticallywiththehelpofPMSusedbythehotelontoaspeciallydesigned
reservationconfirmationform.Confirmationlettermayalsoincludethecancellationand
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no-showpolicesofthehotel.Andit􀆳salsoabouttheretentioncharges,hotelstandard
check-inandcheck-outtime,early morning/earlyarrivalchargesandlatedeparture
charges.Therearemanydifferenttypesofformatsusedbyhotelsforconfirmationletters.
Weofferyouasamplewhichmayhelpyoubetterunderstandwhatareincludedinaconfirmation
letter.Hereisasampleforyou.

ReservationConfirmation
ReservationNo:20220801

Date:

DearMr./Mrs.(GuestName)

Wearedelightedthatyouhavechosen(MentionyourhotelName)andwearepleasedto
confirmyourreservationasfollows:

Companyname

Nameoftheguest(s)

Numberofguest(s)

Numberofroom(s)

Arrivaldate

Departuredate

Flightdetails/Arrivaltime

Departuretime

Airporttransfer

Roomcategory

Modeofpayment

Roomrate

A.Arrivalanddeparturepolicy.
Check-in:1400Hrs
Check-out:1300Hrs
Earlycheck-inissubjecttoavailability.Forguaranteedearlycheck-in,roomsaretobe

reservedfromthepreviousnight.Roomsarehelduntil4p.m.onthedayofarrivalunless
guaranteedbyacreditcardordeposit.
B.Cancellationpolicy.

Allcancellationsshouldbedone72hourspriortothedayofarrivaltobeexempted
fromthecancellationcharges.Thisisequivalentto1day􀆳sretentioncharges.Allno-shows
willalsoattract1day􀆳sretentioncharges.Anon-refundablereservationfeeof($00.00)is
billedtothecreditcardusedtoguaranteetheroomreservation.
C.Guaranteepolicy.

Allbookingsmustbeguaranteedatthetimeofreservationbycreditcardoradvance
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payment.Allmajorcardsareaccepted.
D.Photoidentity.

AllGuestsarerequestedtoproducethegovernmentapprovedphotoidentitycardand
validpassportandvisaforforeignnationalsuponarrival.

Welookforwardtowelcomingyouat(MentionYourHotelName)

BestRegards
Reservations

PartⅤ FurtherReading

HowtoIntroduceYourselftoOthers

A.Eyecontact.
Eyecontactshowsthatyouareengagedintheinteraction.Eyecontactisonewayto

connectwitheachotherandshowsthattheotherpersonhasyourattention.Whenyou
makeeyecontact,itshowsthatyouareopenandengaged.
Ifyou􀆳renotcomfortablelookingstraightintosomeone􀆳seyes,stareatthepoint

betweentheeyebrows;shewon􀆳tnoticethedifference.
Ifyou􀆳reinagroupsetting,makeperiodiceyecontactwiththosearoundyou.

B.Smile.
Itisimportanttokeepagenuine,brightsmilewhenyoumeetanewperson.Begenu-

inelyhappytomeetsomeonenewandtoshareapositiveexperienceanditwillhelpcreatea
genuinesmile.Includingtheupperpartofyourfaceinyoursmilecreatesamoregenuine
andlessfabricatedsmile.
C.Bodylanguage.

Useappropriatebodylanguage.Yourbodylanguageshouldcommunicatethatyouare
confidentandatease.Standwithyourheadhighandyourbackstraight,beingcarefulnot
toslouch.
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