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TVL FOOD AND BEVERAGE SERVICES – GRADE 12 
 
Name: ______________________________________ Date: ____________________ 
 
Grade: ______________________________________ Section: ___________________ 
 
 
Quarter:   1   Week:   2   SSLM No.   1   MELC(s): Take Table Reservations 

Ø Objectives: 1. Describe the process of reservation over the phone; and 
2. Write a script in processing reservation with proper etiquette. 

Ø Title of Textbook/LM to Study: TVL-HE Food and Beverage Services Q1 SSLM 1 
Ø Chapter: None Pages: 8-23 Topic: Reservation Process and Telephone Etiquette 

 
 
 
 
 

Reservation Process and Telephone Etiquette 
Receptionist provide important first impression about the restaurant upon reservation. 

It is important to communicate effectively considering the proper etiquette in answering a 
phone call.  
a. Always have an update of the availability of restaurant’s tables and menus of the day. This 

is also made to avoid double booking. 

b. Always have your pen and a reservation form with you or near you. 

c. Answer the phone promptly and politely with a smile in your face. Greet the caller politely, 
mention the restaurant’s name, identify yourself and offer some assistance. 
Examples: 

“Hello, R12 Restaurant, this is Chelle. How may I assist you?” or 
“Good morning, R12 Restaurant. Chelle speaking. How may I help you?” 

d. Politely ask the caller’s name. Make sure to spell the caller’s name correctly. 
Examples: 

“May I have your name please?” or 
“Who is calling please?” 

e. Start gathering details of the reservation. Ask questions politely based on the needed 
details in the reservation form and/or depending on the arrangements the caller wanted to 
request. Do not forget to acknowledge or thank the caller every time he or she answers 
your question. 
Examples: 
Receptionist: “Sir/Ma’am, may I have the date and time of the reservation?”  (Caller’s 

answer) 
Receptionist: “Yes Sir/Ma’am.” 
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Receptionist: “May I know the total number of guest we are expecting Sir/Ma’am?” (Caller’s 
answer) 

Receptionist:  “Thank you.” 
Receptionist: “Sir/Ma’am, may I have your contact number?” (Caller’s answer) 
Receptionist: “Sir/Ma’am, your contact number is _ _ _ _ _ _ _ _ _. Did I get it right 

Sir/Ma’am?” (Caller’s answer) 
Receptionist: “Thank you Sir/Ma’am” 
Receptionist: “Do you have preferred setup arrangements Sir/Ma’am? For decorations, we 

have flowers or balloons, free of charge. Would you like to avail it?” (Caller’s 
answer) 

Receptionist: “Yes Sir/Ma’am. A setup of green balloon beside the table” 
Reminders: 
• If the details given by the caller is not clear, you may say, “Can you repeat please?” 

Or, “Will you please repeat it Sir/Ma’am?” 
• Make sure to give correct information and speak clearly. 

f. Record all details completely and accurately based on the restaurant’s standard. Do not 
forget to ask the caller’s complete name, contact number, date and time of arrival and the 
number of persons who will arrive. 

g. Repeat and confirm the reservation made by the caller. This is important to avoid mistakes 
or future misunderstanding about the reservation. From the reservation form, clearly and 
carefully read the details you’ve taken from the arrangements requested by the caller and 
ask his or her approval. 
Example: 

“Sir/Ma’am, may I repeat to you the details of your reservation?” 
“You wanted to reserve a table good for two persons on 8th day next month for your 
wedding anniversary at exactly 7 o’clock in the evening. There will be flowers set up 
on the table and some green balloons on the floor. Your table will be prepared near 
the window. Did I get it right Sir/Ma’am?” 

h. Offer additional information about the restaurant such as policies, promos, directions to 
the restaurant and others. 

Examples: 
“Sir/Ma’am, we would like to inform you about our restaurant policy. Your total bill is 
subject for a 10% service charge. Is it alright with you Sir/Ma’am?” or, 
“Sir/Ma’am, we also have a last Friday night promo. You may have a free bottle of our 
special red wine if you can bring four friends or family members on Friday night to dine 
with you. We will be happy to see you.” 

i. Close a telephone conversation by thanking the caller. 
Examples: 

“Thank you for calling Sir/Ma’am. Have a nice day!” or, 
“Sir/Ma’am, if you have additional concern about your reservation, please contact us 
anytime at your convenience. Thank you and have a nice day.” 

j. Wait for the caller to put down the phone first before you. 
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COMPLETELY CORRECT 
Direction: Read each statement and provide a correct verb on the space provided to make it 

complete and correct. 

1. To avoid double booking, always have an   of availability of tables and menus 
of the day. 

2. Always     the phone promptly and politely with a smile in your face. 
3. Completely and accurately    all details in the reservation form base on the 

standard.  
4. Make sure to    correct information and speak clearly. 
5. It is important to    mistakes or future misunderstanding about the reservation. 

 
 
 

 
 
TRUE or FALSE 
Direction: Read the statement about reservation process and telephone etiquette. Write the 

word TRUE if the statement is correct and the word FALSE if it incorrect. Write your 
answer before each number.  

  1. Effective communication is important in answering a phone call. 
  2. Make sure to spell correctly the caller’s name. 
  3. Acknowledge the caller every time he or she answers your question. 
  4. Repeat and confirm the reservation made by the caller. 
  5. End a telephone conversation by thanking the caller and put the phone first. 

 
 
 
 
 
 
TAKE TABLE RESERVATION 
Situation: Mr. Harold Peñol called to have a table reserved for his family in your restaurant 

on next Friday at exactly 6:30 in the evening. It is a family dinner in celebration for his 
parents’ 25th wedding anniversary with sixteen total number of expected guests which 
composed of ten adults and six kids. Among the adults are 3 senior citizens. 

He works in Rich Law Firm at ABC Building, 123 Street, General Santos City 
with contact number 553-1234 and E-mail address, haroldlaw@gmail.com. 

Since it is their first time to try to dine in your restaurant, he requested to serve 
the food in a buffet table. The senior citizens are vegetarian. He also asked for a 
direction to the restaurant and a parking space reserved for their two white cars. 

Let Us Try 

Let Us Do 

Let Us Apply 
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 Considering the number of children, he preferred to have balloons and green 
as a color motif. They will be having a short program, so he requested a microphone 
and music should be classic. White roses should be setup on the buffet table. 

As one of the restaurant’s policies he deposited an amount of five thousand 
pesos through his credit card. The balance of five thousand pesos will be paid right 
after the event. 

He also requested a table near the exit for easy access. 

Materials needed: 
ü Reservation Form 
ü Sheet of paper for the script (already provided in this module, you may add another 

sheet if necessary) 
ü Pen 

Directions: 
A. Procedures in Filling Out the Reservation Form: 

1. Using the Reservation Form format presented from the Food and Beverage Services 
SSLM, week 1 page 2, completely fill out the important details needed in the reservation 
form based on the situation given. 

2. Only details stated from the given situation should appear in the reservation form. 

B. Procedures in Making a Script: 
1. Make a script of a telephone table reservation conversation from the given situation. 
2. You can only use English language in making a script. 
3. Refer to the rubric given as your guide in making a script. 

 
 
 

 
 

 

Reservation Form Rubric: 

5 3 1 Score 
Recorded complete and 
related details on the 
reservation form based 
from the given situation 

Recorded some details not 
related from the given 
situation. 

Recorded incomplete 
or unrelated details of 
the reservation from 
the given situation 

 

Remarks were clearly 
written in the reservation 
form 

Remarks were not clearly 
written in the reservation 
form 

No remarks about the 
reservation. 

 

Wrote the name of the 
person who booked the 
reservation as well as 
the date and time 

Wrote only the person who 
booked the reservation or 
the date and time. 

No details about the 
person who booked the 
reservation including 
the date and time 

 

 

 

 

Rubrics 
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Take Table Reservation Script Rubric: 
5 3 1 Score 

Student shows a deep 
understanding of the 
situation 

Student shows an 
understanding of the 
situation 

Student shows little 
understanding of the 
situation 

 

Receptionist answers all 
inquiries promptly, clearly, 
and as accurately as 
possible. 

Receptionist answers some 
inquiries promptly and 
clearly as possible 

Receptionist did not 
answer inquiries 
promptly, clearly and 
accurately as possible 

 

Receptionist repeats and 
confirms the details of the 
reservations with the 
guest 

Receptionist repeats and 
confirms few of the details of 
the reservations with the 
guest 

Receptionist did not 
repeat and confirm the 
details of the 
reservations with the 
guest 

 

Receptionist courteously 
closed the conversation 

Receptionist closed the 
conversation 

Receptionist did not 
close the conversation 

 

 
 
 
 
 
 
 
CG TLE Food and Beverage Services: Code: TLE_HEFBS9-12RS-IVa-b-1 pages 17-18 
TVL Food and Beverage Services 12 Self-learning Module. Take Table Reservations. 
Richelle P. Tumaning; Michelle Katherine S. Delco. Pp. 8-23 
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