Resenvation

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 individual guests
revise and cancel reservations

make and maintain reservation records
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-Warming-up

Task 1 Match the bed types with their descriptions.

Bed Type Sleeps Inches Centimeters
king bed - 38x75 97x191
queen bed - & 54xT5 137x191
full/double bed - 60x80 152x203
twin/single bed - 76x80 193%203

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

premier king room  superior twin room
deluxe sea-view room executive suite

©) ()

Task 3 What other room types do you know now? What are they? Discuss with your
partner.
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Task 1

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

1. What common distribution channels do hotels use to sell rooms?

2. How can the Central Reservation System facilitate the booking process?

Central Reservation System

Nowadays, reservations are coming from
a multitude of distribution channels, which
could be Global Distribution Systems (GDSs),
Online Travel Agencies (OTAs), social media,
travel agents or wholesalers, in addition to direct
bookings on hotel websites or by phone or email.
To manage and optimize all the processes related
to reservations, a specialized software, Central
Reservation System, or CRS, is used. CRS is a
system that contains the hotel’s availability, rates
and inventory (ARI) data and helps manage
online and offline bookings. It distributes hotel
information to various sales channels and
updates and maintains hotel ARI information so
that reservations are managed in real time.

Let’s take a look at a typical reservation
process with CRS.

First, search and inquiry. Nowadays
people use lots of search engines and platforms
to find accommodation. The CRS integrates
with them. So, when somebody is looking for
accommodation, they have to fill in the date(s)
and room type(s) to check availability and send
the inquiry. These inquiry details are delivered to
the hotel CRS to get the availability information.

Second, availability check. The CRS verifies if the
requested room type(s) is/are available on the indicated
date(s). This can be done in a flash, pulling the data
from the CRS and shooting it back to the booker.

Third, reservation request processing. If the

booker decides to make a reservation, the request

is sent to the CRS. It contains all the essential

information about the number of guests, arrival
and departure dates, room types, contact details,
special requests, etc.

Fourth, confirmation and blocking. The
requested room has to be blocked to prevent
double booking. At the same time, a reservation
record is created in the CRS. An email
notification is then generated and sent to the
booker to confirm the reservation.

Fifth, information sharing. Once reservations
are made, the CRS shares all the booking details
with Property Management System (PMS)
modules such as housekeeping and front desk.
Sometimes booking details might be adjusted.
Reservations might be canceled. Once availability
changes, the CRS shares the information across

all different channels.

Reservation @
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Task 2 Read the passage and tick off the hotel distribution channels mentioned in
the passage.

Global Distribution Systems (GDS)
Online Travel Agencies (OTAS)
Travel agents

Meta-search engines

Social media pages

Wholesalers

L1 O O O i) O O

Hotel websites

[] Phone or email reservations

Task 3 Read the passage again and fill in the reservation process chart with the
correct forms of the words provided in the box.

availability  reservation inquiry request confirm share

A TYPICAL HOTEL RESERVATION PROCESS

Booker (traveler, company, Am 1) is ) is checked

travel agent, etc.) searches sent to the hotel CRS and a response is sent

for options to get availability back to the booker
information

Information is Reservation is Booker sends a
(6_) —across all 4) and reservation
distribution channels

locked i
and PMS modules rooms are blocked in 3 to

the CRS the hotel CRS

S s
modified or cancelled
(optional) in the CRS

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

[ ] 1. Nowadays, people no longer directly book rooms on hotel websites.

[ | 2. Central Reservation System (CRS) shares hotel availability, rates and inventory (ARI)
data.

[ | 3. Once a room is reserved, the CRS sends an email notification to the booker to confirm the
reservation.

| | 4. Property Management System (PMS) shares modified reservation information across all

distribution channels.
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Listen to five short dialogs, decide what each dialog is about and mark (/) where

appropriate.
-

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

O

group. Tick off the information mentioned in the conversation.

[ | name [ ] length of stay

[ | address [ | method of payment
[ | number of people in the party (] telephone number
L] type of room L] special requirement
[ | arrival time [ ] guarantee method

Task 3 Listen to the conversation in Task 2 again and fill in the blanks with the

O

words or expressions provided in the box.

per room in the party under your name looking forward to
room rate 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

R: What kind of rooms would you like?
G: (3) with bath.

~

rPOQrFOQRQRQ

~Q

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, Ms. 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 reservation: from to

Caller’s name: Kelvin Joant

Phone number:

Listen to the conversation in Task 4 again

and decide if the following statements are - N
true (T) or false (F). /f New Words |
[ | 1. Jim Fischer calls to change his travel schedule. f)mdoor adj. 5} E/‘J"F oy
[ | 2. The reservation is under Kelvin Joant’s name. mdoort aCZ', Hi@ggﬁ F PRy
| | 3. The boss calls to cancel his reservation. tc:;rzril %5‘; o IR
| | 4. The deposit will be refunded to Jim Fischer’s adult 7. A

account in seven days. available adj. W], HZSH)

per prep. &, &—

cancel v. BUH

refund n. B3k

account n. K/

L J
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Task 1

2

Task 2

Read and practice the conversation in pairs.

Reservationist (R): Good morning, New Century Hotel Reservations. How may I assist you?
Guest (G): I'd like to reserve a room for my boss.

For which dates?

For the nights from January 10th to 14th.

How many guests will there be in your party?

Just two.

FQARQAPR

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?

Q

A junior suite is at 1,790 yuan per night, and an executive suite 2,690 yuan.

I’d like to take the one at 1,790 yuan.

Certainly, madam. May I have the name and the telephone number of the guest, please?
Peter Anderson. 310-468-5621.

Peter Anderson, 310-468-5621. Very well, madam. Could I know if you have any special
requests, please?

PQRQARQR

Oh, if possible, I’d 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?

G: Correct.

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

7 Q

address?

G: Certainly. My email is susanroberts@]123.com.

R: Susanroberts@123.com. Thanks for calling, madam. We are looking forward to seeing Mr.
Anderson. Goodbye.

G: 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 dates, number of the party and room type;
C. Asking for the guest’s name and contact information;

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
room. Make up a conversation similar to the one in Task 1 with the expressions
g given in the box, and then act it out in pairs.

Reservationisty v

Room Reservations. How may [ help you? I’d like to reserve...

For which dates? For the nights from... to...

How many guests will there be in the party? What’s the room rate?

What kind of room would you like? If possible, I’d like to have a room with

Wait a moment, please. Let me check. a garden/city view.

Sorry to have kept you waiting.

Could I know if you have any special requests?

Task4 Mr. Smith comes to the hotel to revise his reservation. Please role-play the
’ situation with the help of the useful expressions provided below.

()
Last Reservation Revised Reservation
Room Type twin room family suite
two nights from February 15th to our nights from February 15th to
Length of Stay ghts § J J ghts § J
16th 18th
Room Rate RMB 680 yuan RMB 1,480 yuan
l Guest Reservationist 1
My name is... I made a reservation... How would you like to change it?
Now I’d like to modify it. So that’s a family suite for... nights
I'd like to change... into... and extend from... to...
my stay for two more nights till... Could you pay 4,560 yuan more to

guarantee your revised reservation?
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Task 1

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

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

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

R: May I know how many people there will be, please?

G: Just me.

R: Wait 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 the superior king rooms are booked up on
September 21st. Would you mind having a deluxe king instead? And from September 22nd
on, we do have a superior king room available for you.

What’s the rate, please?

7 Q

For a deluxe king room, the current rate is 1,090 yuan per night including breakfast, and for
a superior king room, it’s 890 yuan.

Okay. I’1l take them.

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

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

Thank you, Mr. Keeler.

By the way, I’d like a room on a high floor if that is possible.

High floor is preferred, okay.

Can I pay when I arrive?

FPrFQRQRQ

Yes. We can keep the room for you until 6:00 pm on September 21st. If you want to hold the
room, we require a 5,540 yuan credit card deposit. You can cancel up to five days in advance
and we’ll refund your deposit.

All right. I’ll give you my credit card number. It’s a MasterCard, the number is 5509-0963-
1589-8325, and the expiry date is November, 2030.

We also have airport pick-up service if you let us have your flight number and arrival time.

Oh, that’s great, but I don’t need that.

Q

OK. We’ll send you an email to confirm your booking.
Just fax me for it. The fax number is (212) 734-1551.
(212) 734-1551. 1 get it. We look forward to your coming.

PQrRQR
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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 others

Room Type Room Rate Arrival Date Departure Date

Superior King Room | ¥890

Superior Twin Room | ¥900

Deluxe King Room | ¥1,090
Deluxe Twin Room ¥1,190
Executive King Room | ¥1,980

Junior Suite ¥2,080
Deluxe Suite ¥2.480
Executive Suite ¥2.,950

—Rates are inclusive of 15% service charge and one daily breakfast
—¥298 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 500 yuan per way per car  © Do not require

Arrival Flight No. Arrival Time

Departure Flight No. Departure Time

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

Guarantee Method (Please fill in details)

o MasterCard 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 the 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

n 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.

& 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.

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.




=7 Hotel English 1

12

W Wisdom of China

[ AR A 5 (hospitality industry)

bl LA A AR B HERE, A NS ML BT R ] BT B AR 2R A B B,
ST EE R, BETBARE _EFBE:, BB ARSI E,
EAREE RIS TR ME5 S s, 228 TiREE RS,
AP ER A B R R A E T EREM. —, 5 RT ARISh 3K
TR AR S, A m RAINEN B85S 5l sk A el e 55—
T, EIE AR ER SR RSB ), K ERE T RTE (boutique homestay) |
B fE £ 7 (homestay clusters) . % 7E #il (campsites) ., H A HILIE )E (destination
hotels) FRERIKAMIZE, HRTEIFER S AR SN RILFEEE,

Vi Self-evaluation

Rate your progress in this unit.

| know the different types of room.

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

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

| can ask for and take down the necessary guest details.

| can make group reservations.

| understand how to use the FIT reservation service.

| can use the reservation cancellation service.

| can use the reservation revision service.

| can recount the reservation procedures used by a receptionist.
| can complete a hotel reservation form.

| know how to look for and investigate hotel information.

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

Hi R (Ef RN N (NN E e
H jE) ANy AN NN EOEE N NN

D\DDDDDDDDDDDDD
LRI RO RO L RO AL RO LR L R

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

*Note: Distinction, Merit, Pass, Fail
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“¥.New Words and Expressions

Reading

New Words
accommodation /o kama'defon/ n. {315, JEfE module /'madzul/ n. ke, 24

inventory /'mvon,tory/ n. FEAF

adjust /o'dzast/ v. JE#E

availability /o,velo'bilot1/ . ] {54
block /blak/ v. PHIE, 4

cancel /'kaensl/ v. BUH

channel /'tfeenl/ n. IEiE

confirm /kon'fsm/ v. #iiA

contact /'kanteekt/ n. & v. Bt R
contain /ken'ten/ v. £15

departure /dr'partfav/ n. BT
distribution /,distra'bjufon/ n. 4348
essential /1'senfol/ adj. EER], FHEARY
generate /'dzenaret/ v. A2
housekeeping /"haus,kipiy/ n. % FHE
indicate /'indo ket/ v. &7, FEH
inquiry /m'kwarr1/ n. 1] ]

integrate /'mto,gret/ v. #E5

notification /notofa'kefon/ n. @I
optimize /'apto,marz/ v. {4k
platform /'plaet,form/ n. *F-&

rate /ret/ n. fif&

request /ri'kwest/ n. & v. {E3K
reservation /reza-'vefon/ n. Tii]
verify /'vera,far/ v. #%5E, ik
wholesaler /'hol,sele/ n. #t % 7

Phrases and Expressions

a multitude of AR

front desk H&

Global Distribution System (GDS) £FR7-4H R 5t
Online Travel Agency (OTA) FFZR AT+

Property Management System (PMS) #)\l &3 R 5
search engine 1872875 [4&

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 acharge or payment that is set according to a standard scale

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

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

back if nothing is damaged
4. 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
. 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

1. How much do you charge a double room?

2. The reservationist should be aware different ways of guaranteed
reservation.

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

4. We look forward seeing you soon.

5. 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. F35h, ARREIEIX 1018 5 ZHETE R — 24 b, WSRATRERYIG ?
B. 74b, W ATREAYIE, VRAEZCHER —HZ Y 10[8] 5 HAh?
C. WAER)—T, [Fl—Z R LAZZHEL0E] 52
D. BT, 4nRATRERIE, EREHEX108] 55 L HEE R — MEE?

2. At what time do you expect to arrive?
A TE LSS IR S50
B. R LR 2 EA?
C. EHLAsh =32
D. A BHA LR 32

3. For group reservation, there’s a 10% discount in peak season, and 20% in off-season.
A XTI, TR 23T, HABR T\,
B. %FFRIATIT, FEZILT, N4,
C. Xf TRATT, BEZIUIT, 1RZE/\HT,
D. HATOTIES —, k54T,

4. Would you like a room on the street or on the court?
A. BRRE—AME_ R E RS2 BT ERFEIR]?
B. GBI Y 5 TRt 2 I R e 8] 2
C. EAREE—MIm R 2 BT a2
D. A8 E A5, RS R I BRI ?
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") Useful Expressions

1. Making Reservations

D

@

©)

@

®)

©)

™)

@®

©

For which dates?

RO LKA 18]

May I know your arrival date and departure date?

TH AR EI NG H AR s H 92

For how many nights are you going to stay?
BATHRAET LA 2

What kind of room would you like?

SRR T Wb 1] 2

How many guests will there be in your party?

A e S E 2N,

Could you hold the line, please? I’ll check our room availability.
T2 FokE TR A Z A,

May I know your name/telephone number/email address?

RE IR SRR 12/ P/ L7 R (st ik e

Could I know if you have any special requests, please?

T MO B AR ESR?

Would you like to make a guaranteed reservation by credit card?

EREERFERRBRTT 2

(10) How will you be settling the account?

TR AT AR

(11) For group reservation, there’s a 10 percent discount.

AIBA T "TLAST LT

(12) We will send you an email to confirm the reservation.

R NES s e S HERTIVINES/ ST AR

(13) We are looking forward to seeing you.

FA IR LR el

2. No Vacancy or Booked Up

D

@

©)

@

®)

It is the peak season.

AR,

I am sorry. We don’t have any vacancies.

XA, HITEAZER T,

I’'m sorry, but we are fully booked today.

MR, FATHES RELIW T

I'm afraid we have no twin rooms available. Would you mind two king rooms instead?
BMFATIAE A ZSRABUR S T, B BEOT SRR 7

Is it possible for you to change your reservation date?

R AR AR AR LT H 38Ie?



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

X Jl B — BN FAT H TR i R M2 WIRES A NBGH T
(7) We hope we’ll have another opportunity to serve you.
AR N IRBEN BT,

3. Revision and Cancellation

(I) How would you like to change/revise/modify your reservation?
BATHE MBS AT ?

(2) We’ll extend the reservation for you.
AT N BRI,

(3) Certainly, sir. We’ll make the change/cancellation for you.
LIRATLA, Jeik, AT B By IGE AT,

4) Could you pay 2,000 yuan more to guarantee your revised reservation?
TEREFTAZ2,000 T HH AR X BE DL T T 12

Unit 1
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