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Policy: The reservation spiel is the initial contact with the client, and it is imperative to make a positive first-
impression. Every guest who makes a booking should be handled with professional service and given clear
information.

BUR: TUE RG22 N E UGEAE RS, JA1% L E s N RIFRIEE — 1R, BALHERUE % N RNAT 2]
BV IR ST S WS

Goals: To provide professional and consistent service and maximize the revenue.

HAn: AL, FFEEMIIRS, el
StepsHH:

Taking a reservation should ensue as follow:

e LAHR U T IR :

Greeting the guest with the hotel standard spiel:
Good morning/afternoon/evening, Reservation *** speaking, how may I help you?

LA R o o4 170 fie 2 N
BB/ L, BUEES, T8 R a ] AR ?

Identify the caller’s name

5 R F A4

May [ have your name please?

J7 A8 A R IR R k44 ?

Have you / your guest stayed with us before?
16 /12 N B I AT ) e 2

[s this booking for yourself or your guest?
e H O 2 NI R A TE ?

May [ have the name of the guest please?

T EE PRERE A 24 1 ?

Identify purpose of travel (leisure & business)

Wi ikAT B (ARIHERRT45)

Will you/your guest be travelling on business or leisure?

T I A /8 1R 2 NS R ARG 2 7 55 ik AT W 2

If business, may [ have the name of your company?

INAER B IRAT, RS PRI — TS AR IR,

If leisure, would you/your guest require room only or inclusive breakfast?
W, VR S BN T A 2

Identify if an Company loyalty card or contracted rate
HHETARRERRE T HEREE SR
Are you/is your guest holding any company membership card? If yes, may [ have the card details please?

HE/EE NG R RS 3G, HEERE -T2 REMER, Wi

Arrival & Departure date

FENEEBHN

May I have the arrival & departure dates please? May I know your arrival date at the hotel? Can [ have your
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arrival date please?
WA L5 2R ? 1 RARIL S B EWE? AT LS EnFR A s H S 2 /a] DL R0 JR AR i B9 8 H NG 2
When is your departure date? Can I have your departure date please?

TR LS =R ? W] DA SR A R s R H JyIne 2

Number of Persons and/or Children

2N UMD BE

How many people will be staying in the room? How many adults and/or children will be staying in the
room? ( If yes, ask for age of children, and inform guests the children policy)

HRAIVEEAIE? /ABRA/NMZE?  CIERA, R/ INMZ R

Inform room type and prices of two categories starting with higher category

HENMBEH, FUBRRHINBITHES ZARM

Would you/your guest prefer a king size bed room, twin bed room, family room or suite?

T I 1B NRRBERIR DS SR D5 FKEE Dk i ?

Will you/your guest require a smoking or non-smoking room?

T IR A5 /S8 1 2 N RO s 3 AR R A s 2

From the period you/your guest prefer to stay. I would recommend our twin Room which is 30sqm, with
mountain view... If you were to book with me now, it is only at RMB*** per room per night without service
charge and inclusive breakfast.

R /BB AN RIS RS, AR AR A TRIOUR 5, 30°FJ5K, ATRARCE 2057 L 500 . 2R
DLETIE g, 1555 A 75 BEXXX 0 S 9 G ik 48 HORWSCIOIR 45 2%

Handle guest’s price objections, if any, accordingly

AL BB NI % 1R 30

Would you like for me to go ahead and make a reservation for you/your guest?

I T Bt % N T 12

Request contact number/email
] IR FEL U / R TR

If yes, may I have your contact number/email address?

WEARA, RO TR R LTl /0 T Pt

Arrival time
R e TE)
May [ have your arrival time/arrival flight details?

A DL R A R I 18] S A A5 2 2

Provide with hotel’s details
TLEAEEE R
Advise check-in & check-out time

FINAE SR 5 1]

Request guarantee

ZORELR

May [ have your (guest’s) credit card details in order to guarantee the booking?

TSR /R BB NS AR A5 B DUE SRR TIUE S ?

- If the client does not have a credit card at the time of call, suggest calling back later to give credit card
details: please be informed that we release all non-guaranteed rooms at 6pm. If your arrival is after 6pm,
[ advise you to call me back with your credit card details to guarantee the booking.
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- WERFNITHENBCAFEHA R, @EANEFRABINDIFHRMMEHREE: SR ER SRR
SREBIT6R, WRERAETF6RLIGRIE, EWEM G SRNRAIFRBERENREEN
EHRTIGE.

Where the customer provides guarantee for the booking

BRNNTE R AR

The hotel’s cancellation policy is politely explained to ensure the guest avoids any unnecessary penalty
charges depending on the rate/offer chosen.

IRAELEFE RIS /AR, AT AL S 170 2 N B s BV TIUE RO BOR DA % N /5 BSOS AN b B 2
&

The cancellation policy will depend on the hotel’s standard operating environment and could vary from no
changes, no refunds and could be within a notification period of 24 hours prior to arrival.

OOV O AR LG 3R A E AR HE I 5, P ARAMEAE, AREIRFK, B0 2% N5 AT 24/ .

Recap: arrival & departure date, room type, room rates and inclusions

HREA: FEEH, BEEY, BH, BEHmEamE

May I reconfirm your booking: your/your guest will be arriving on... for ***nights...you/your guest will be
staying in our *** Room at the special rate of RMB*** without service charge and inclusive breakfast.

T SRVF IR FHRAR B — I IS TOE . /1% MoK S AEXXXS BJE I AEXXXAN b, 8 /8 r 2 AT H)
FETRA T EXXX 55, AR 55 4 A2 XXX TG G B2 I 2% 48 H A RO 25 2%

[s above information correct?

DL EAE B IR ?

Are you ready to take down the confirmation number?

HUETT L TSR RRIA T ?

Thank the customer for calling the hotel

B E NS RS

[s there anything else I can do for you?

A A4 AT AT s 2

Thank you *** for calling XYZ Hotels & Resorts hotel. Good bye.
I

Email Confirmation

HRAF A A

If the guest books via email, Reservation Agent has to arrange for the standard confirmation letter from hotel
PMS. Arespond is within 30 minutes.

iRz Nl HEPEHUE, FUE 518 APMSH FLTE B A E BRAE30 708 N [l B2 45 % N

Follow up the guaranteed reservation

BRt R RTE

If the credit card is declined or when encountering other errors, Reservation has to inform the guest about
their reservation status by email or by phone.

AN SRAE FH R Jo R B B AR [ B, I8 T0E 5 il R B A 1 o S 2 A ABATT R U RS

If the reservation guaranteed by Agent/Company, Reservation has to obtain the voucher or guarantee letter
prior to check in.

NN F B AR R AR, TUE GANAE R NP BT Z AT R R IE B PR

All non guarantee reservation should by cancelled, by 6pm one day before arrival.

FITAT VAT THOR (A TIUE A8 2R BT — XN P78 OB
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