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Policy: Reservation Sales Agent knows common reservation terms and abbreviations as applied to Hotel.
Abbreviations and jargons will not be used when talking to FIT calls.

BUOR: BUEHYE RO T WPUE & IIARE NS . 5% NS RE P ASREAE 40 5 sl 5 AR TE .

Goals: Better communication and professional service.
EAp: SR A AR SS
Steps:

>

Allotment Jit %
Certain number of rooms allocated to travel agents for free sale purpose.

SEAETRAT AR —E B 1), RATH AT L A

Available Rooms 7] Hi £l 75 [A] %5

The number of rooms normally available on a day basis

H AT A R o )

Average Length of Stay “F*# AME K%L

Represent the average number of days a guest stay, i.e. no. of guests divided no. of arrivals.
BNFBINAE R E, B 2 AN B DA [ 08

Average Room Rate(ARR)F-44 5 it

The total room revenue for a given period, divided by the number of rooms occupied for the same period.
R S IS 1) BT P FR s T WAC N B A SH e ] B P 6 HE AL s ]

Bed & Breakfast(BB) /A fl .4

A type of room rate which includes the price of room and breakfast.

(ENEZE IR 37 d SRl i i

Central Reservation System(CRS) * Je T 5 R 41

It's a computerized system used within a chain of hotels to process reservations across all sites. For
Accor, it's named TARS, Travel Accor Reservation System.

LR )E H SRR TUE P R RS . HEm ) Rl RGP “TARS”, s&Travel  Accor  Reservation
Systemf{| H FEFE S .

Check-in(C/N A fE

Guests arrive and register in.

B NIEEIL

Check-out(C/0) &)

Guests settle the bill and depart.

2 NGEKETT

Complimentary Room %1 % 5

An occupied guest room for which no price is charged. (Complimentary room does not equal to
complimentary for guest)

BAAEMBNRI A AT ZAS AGE T 55 90
Confidential Stay{# % N\ {3

Guest requesting his/her stay to be “unlisted” or “not registered”.
A5 2 NAN B H A N 2 3 A / b AE S

Cut-off Date #1E H 1

Designated day when meeting planner/travel agency (upon request) must release or add to function
room or guest room commitment.

SWCHAFE B RAT A28 R T, FEIE HIZ B, Do 20U B DA s ) B2 LS TE
Day Use HH 5
Use room during the day only but not for overnight.

REARMH, AR5 .
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> Do not Disturb(DND)iEZ) 4T
The guest has requested not to be disturbed. This is usually indicated with a sign left hanging on the
room'’s door knob or electronically by a red light indicator outside the guest room door.
BTNESRAPATIL . EEENSREZITMEEAT T, B BT ER.
> Downgrade[£%Z}
Moving a guest to a lower category room and decreasing the rate.
B o 2 N3 A o R ) o [
» Due Iny RAfE
Expected check-in today.
RAETUE RN
> Due Out*4 K Z )k
Expected check-out today.
MRAETUE R HE .
> Early Departure$ fif 25 5
Guests check out earlier than the expected departure date.
2 NEETUE H 152 AT &5 .
> Estimated Arrival Time (ETA) $iii1$€5 i (8]
> Estimated Departure Time (ETD) Fiiii 25 i if [A]
> Frequent Independent Traveler(FIT)#{(%
Guests who arrive on their own as opposed to being a part of an organized group.
B R A
> Full Houseiifi 7}
Indicate a situation when all the guest rooms are occupied, which means 100% occupancy.
PITA 1A o5 a4 AL T, RI10096 H AL
> Guest Amenities’Z% H fih
A range of disposable items provided in guest room, including such items as shampoo, lotion,
conditioner, soap, toothpaste, toothbrush, etc...& 55— R HEH M FLSHK, G, WKigEE, kA, 3
Kz, T, FhI%EE.
> Guest History % %
A record maintained for each guest who has stayed at the hotel with a separate entry for each visit and
details of pertinent preference. This is valuable reference tool for reservations, marketing, and credit
departments.
B NMELINIE R ARies, B AR, BRHRNERTEAIL RS, FLNHOE, mimH sy
FHRHEA A -
> High(Peak)Season/Shoulder SeasonHt 7
The period of consecutive months during which optimum revenues, room occupancy and average room
rate are generated.
B BUN ], EEREJLDH, X B NANVE YO, AL A A28 b O AR AR X B =
> House Use d H )
Non-revenue producing guestrooms occupied by hotel staff.
W5 P EE G TN, AR 5 1A
> Late Check out#EiRiH 55
Check out after the standard check out time which is usually 12:00noon.
PRAEIR B I A A 12:00 5 2 SRR 55
> Logbook ZHi A

Book used for communication among staff.
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AT TR SR A5 B AT

Lost & Found &4 $1 %kt

An area under the jurisdiction of housekeeping for the control and storage of lost & found items.

12 b5 B B, T A N T8 B T

Low(Off-peak) Seasoni%k 2=

The consecutive months during which the lowest revenues, room occupancy and average room rate are
generated.

BB, EERE LA, B EAERON, A FRAE B AN HOH R AR

No show i3 A %

Guest who does not arrive when accommodation is reserved without noticing Hotel in advance.
BIAETE, HEREZNEAEANE, mHERAEFLEE A,

No Smoking (N/S) Tl

Occupancy AMfEZH

The percentage of available rooms occupied for a given period of consecutive time. This figure is
calculated by dividing the number of rooms occupied for a period by the number of rooms available for
the same period and is expressed as a percentage.

HAR S AR R 3R o T B o0 X e g T 1) P EEAEL ) ) 8 DA BRI ] A BRI E REL s T)

Out of Order(000)# [ 5

Rooms removed from saleable inventory due to major repair works, e.g. renovation or refurbishment.

AT DAy P B i) 5 71 A B LR AL AR 5 1B) o e P AN R SR AE PT R TR N

Out of Service(00S)4E12 /7

Rooms temporarily blocked off for minor repair works.

BRI g /I8 1) 8 75 EELEAZ 1 5 T

Overbooking i A il &

A situation in which more room reservations have been taken by a hotel than what a hotel is able to
accommodate.

TiE B b5 1) HokE Y 1 AT H R DS 1) #

Package 3 {

An assembly of components under a one-price system.

— AR 2RSS, b, R, GBS

Property Management System {5 ¥ & 4t

Fidelio, Opera, etc.

Rack(Full) Rate [ ]/}

The full, undiscounted published room rate.

BHATI 2.

RebateH193

An adjustment made to guest folio(bill). This is always a negative figure and is an adjustment due to
unsatisfactory service or posting error.

Xt e NIK BT SR BE 5. B N, RO AN AN IR 55 B0 AN U R 1 2B AT o

Revenue per Available Room#E [A] A B # 5 e A

It is the key indicator of performance for hotels and can be broken down into two parts reflecting
occupancy and rates.

RevPar = Occupancy * Average Room Rate

S B E RPN B SL B, ZiE 518 17 AR B i A 2

BR8] AT AR 5 SN = HY A P25 B Ay

Room Block#i /5

A predetermined number of rooms reserved in advance.

FERTTUE 1) —LE 5 [A] .
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Room Discrepancies 7 25 7 7

Rooms reported by Housekeeping when the physical status of the rooms does not tally the PMS status.

B AR A 55 A 5 PMS B R IRAE A .

Rooming List%) 73 3%

A list of guest names provided by a travel agency or group organizer to the hotel to inform names of
persons occupying the block booking.

HIARAT A A B H R F SR — 44 0, BE ] 7 &b s A4 5

Run of House(ROH) AR 75 74 2 HE 5 1]

A term used for contracted rate for the lowest room category and when the category is not available
upon guests’ arrival, the guest must automatically be upgraded to next available category at no extra
cost.

AT S RN, iR AR 2 B NERI, sl s Tt R s .

Same Day Reservation > K il &

On day booking, refers to reservations made today for today’s arrival.

N RNEFTAITIE -

Sleep out#[

The guest registers into the room but does not use the bed.

wNCEHPHNATL, HREAAAENE.

Smoking (SM)WHH 55

TracefRi#t#H &

A message/instruction left in the PMS for relevant department to follow up.

FEPMS B B 5 LA AR T ER2E

UpgradeF+2%

Situation where a guest is given a higher priced room at a lower rate, usually for business promotions or
out of goodwill. This must be approved as per Delegation of Authority.

B NCME RS AME S GO 5 R, 8 H 2 DR B RIE . T A E BRI
o

Up sell #4655 B4 ) 5 1]

Moving a guest into a higher priced room in the hotel with a rate increase.

PASE s s B 4a 2 NS i o5

Very Important Person (VIP) % A Y

Walk in Guest Jo il 5E 25

A guest check-in without an advance reservation.

BATE, BERBETEPHENMERZ N
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