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1. Give short answers to the following questions: 		(16)  
i. Prepare a list of activities performed by the front office in a hotel. 
ii. Define the term 'Reservation System.' What are its various types? 
iii. Discuss the importance of front office in a hotel property. 
iv. Outline the front office organizational structure. 
v. What are the responsibilities of the front office manager? 
vi. How the reservation reports are generated in a hotel? 
vii. How are electronic front office operations different from those of manual operations? 
2. Discuss the concept of yield management in detail. 					(4)
3. Discuss the check - in and check-out procedures of a hotel. 				(4) 
Activity 
Contact a front office manager or senior staff at a local hotel. Do this in person, by email, or phone, and introduce yourself as a student. Enquire about their establishment and his role Produce a report on your findings. 								(6) 
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ASSGNMENT #2
I. Activities performed by the front office in a hotel. This is the sales of rooms, registration of guest, room allocation , handling guest requires maintaining guest accounts, cashiering , mail handling  and providing information. The financial tasks handle at the front office desk include accepting cash payment, taking of guest foiles, check verification, foreign currency handling and credit cards. The most important functions include accounting and communication, Efficient communication with employee, guests and other hotel departments ,Answering inquiries regarding hotel services, providing information or room availability  to the sales and marketing department ,replying to housekeeping department, inquiries concerning guest  reservation .See that accounts must be up to date at all time. Keeping the data  organized is the top priority for hotel in order to have an efficient front office management.
II. Reservation system. Can be define as a mutual agreement between the guest  and the hotel .the former undertake to have accommodation at a given period and the latter to furnish the accommodation against some valuable  consideration.
TYPES OF RESERVATIONS-through operators, or travel agents.
· Accepting or denying reservation.
· The process of accepting reservation request involves making certain of availability of desired type of room for the given length of time.
· Agency / and Company the kid of guest (tourist V.I.P and business travellrs) reason for visit and duration of stay.
Advance reservation –simples and the common format for accommodation in a hotel.
Provisional/Tentative-this type of booking are made b guest who have requested the hotel to reserve a room.
Guaranteed Reservation-In this case a secure relationship is secured.
Block Reservation-This involves a number of rooms reserved for a group.
Handling reservation this reservation section is the front office is the nerve centre of the department.
III. The importance of front office in a hotel property. The sales of rooms, registration of guest, room allocation handing guest request, maintaining accounting and communication, efficient communication, with employees, guest and other hotel departments are supreme in creating a hospitable image. 
IV. Front office organization structures. it includes the desk clerk, reservation manager cashiers, night audits, concierge, telephone operator, room key clerk, bell staff and elevator operator.
V. Responsibilities of front office manager- to transfer the spirit of the hotel given property to the guest. By using management principles, he or she operates through the front office staff to confer the feeling of caring warmth. Effiency and safety to every guest, also he or she has to train the staff in the technical facets of the property management  system this a  hotel complete system that networks the hardware and software users in reservation and registration databases, point of sales systems and accounting systems in addition to other office software he or she also needs to up hold the fragile balance between delivery hospitality and service and endorsement of the profit centres while also maintaining the details of the communication system.
VI. Generating reservation. Reports arranges as follows
a) Room availability report
b) Expert arrivals and departure list.
c) Group status report
d) Special arrival list
e) Turn way report
f) Revenue reservation
g) Sales indicators
VII. The difference between electronics front office operations and manual operation. Due to computerization front office has become vital to provide efficient, reliable and effective services to the visitors with optimum technology input.



2. The concept of yield management. The key is to sell more and to do so at higher profitable terms. Profits are the only measures of the services of a business. All of the following groups benefit from higher profit. Guests are among the chief beneficiaries of high profits and revenue. If profits are going up, it can only be translated to one thing, you are better serving the guest. Management needs structured systems. Such systems show their need for income and accomplishment and greater profit for the property. Shareholders and investors return n investment, share prices dependable growth are all results of enhanced revenues. Money attracts money and the investors will sevour the long term growth potential of their investments. Managers usually face six chief barriers in their effort to put into an action a yield management system. 
Lack of creativity- training sessions in a majority of establishments do not emphasize the creative portion of the customer satisfaction.
Monitoring the wrong signals- generally we keep an eye on the things that are easy to measure like food cost inventory. Yield management is designed to enhance profit and not just gross sales. Yield management has to have knowledge of the guests, anticipated behavior, which is also an understanding of which business most serves the hotel’s interest. The aim of yield management is to know which to accept and which to refuse.

3. Check in process
i. Greet the guest
ii. Verify the guest identity
iii. Present the registration form to the guest
iv. Confirm the method of payment. You check and update the information of the guest’s account in pms
v. Issue room key and give further information
vi. Escort guest to the room


Check out process
i. Greet the guest
ii. Check the guest details
iii. Check if any late check-out charges should be imposed
iv. Check for late charges
v. Invite guest to double check the hotel charges
vi. Settle the guest’s account
vii. Offer assistance
Activity
My first visit to 3 star hotel, I had to introduce myself as a student who wanted to know more about the establishment (how operations are being carried out in the establishment)
When I reached the desk, I was greeted with a big warm smile and “good morning”. My name is Godwin Odera, how are you today? “fine” I replied smiling back. Then I requested to see the front office manager. The lady at the counter let me go in the office where we were received by the front office manager
Also I had to introduce myself to him as a student. The manager took me around the establishment in all departments. The hotel has 43 rooms which are en-suite and the doors fitted with electronic sensors making security tight. They have modern and elegant restaurant which offers tasty African and continental dishes that are fresh and finger licking. They have conference facilities, Swimming pool and a modern sports bar. I had a nice experience in this mood, I could cope with everything about hospitality. The main role of the front office manager is to arrange fulfillment customerservices by working with front office staff, housekeeping, reservation and room service. Is fully aware of and know how to handle all current and future hotel promotions.
· Minimizes loss of revenue by  adhering to all established credit procedure
· Informs other operating departments notably housekeeper of all front office matters that concern them
· Demonstrates a working knowledge of all services and
· [bookmark: _GoBack] facilities of the hotel and effectively assists the hotel guests.
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