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Managing Front Office Operations


Question - Prepare a list of activities performed by the front office in a hotel

l. The list of activities that are performed in the front of the office are:

· Reservations-Put on to the CRS (Central Reservation System)         
· Registration & Check in-Information gathered and imputed on the CRS.
· Handling Guests Accounts- Administration duties   
· Mail & Information.
· Baggage Handling.
· Telephone calls & messages.
· Checking out and settling bills.  


Question - Define Reservation System. What are its various types?
      b)

CRS (Central Reservation System) – Computerised system that is used to retrieve and storage of information used within the hotel.
CRS is started soon as a booking has been made through various different ways i.e. internet,
Phone, tour operator etc.
The (CRS) can manage the guests stay, their arrangements, rooms, room service, food,
Beverages, housekeeping etc.






Question - Discuss the importance of front office in a hotel property.
       c)

Importance of the Front Office.
First impressions are essential within the Hotel as is every contact with the guest and the
Hotel, front office would be the face of the business, professionalism and service
leaves a lasting impression.
Coordinating reservations and room assignments as well as overseeing concierge and valet
staff, while juggling other multiple priorities and adjust focus when needed.
Flexibility, creativity and working under pressure comes apart of the job role within the
front house team.

Question - Outline the front office organisational structure.
        d)
            Front Office organisational structure is:  

Corporate Owner



          General Manager

Head Chef 

Assistant Manager


Kitchen Staff

Front Office Manager

                      
Desk Clerk
Concierge

         Night Auditor
Reservation Manager[image: ][image: ]ager 

            
Bell Staff 
Cashier 





Question - What are the responsibilities of the front office manager?
         e)
            Responsibilities of the Front Office Manager areas follows:
            Managing, monitoring and training of front office staff i.e. receptionist, concierge etc.    
            Controlling the availabilities of the rooms
            Handling guests arrivals, departures, quires and complaints.
            Ensure front desk provides a professional and friendly service for all customers.
            Troubleshooting emergencies
            Scheduling staff Rota’s and holidays.
            Flexible and liaising with other departments.      





                 






Question – How the reservation reports are generated in a hotel? 
          f)
Reservation reports are generated by gathering information and organising the data so it can
be easy retrievable and can be updated at anytime.
Folio's are created for guests so information can be added or changed according to the
requirements of the guest.
Once all the information is gathered reports can be looked at on a daily and weekly basis,
the reports will include rooms that are available, rooms that have been sold, expected
arrivals and departures, guests with special preferences and also a turn away report or
guests that have been denied.
           
Question - How are electronic front office operations different from those of manual operations?   
          g)

Electronic Front Office (EFO) can provide efficiency & accurate information and is used
as apart of the Property Management System where all other departments of  the hotel can
be linked to the mainframe where the relevant information can be accessed.

Manual operations generate lots of paper work and this is less efficient as other
departments rely upon the paper work to be received to carry out any actions or
instructions that is required.

            2) 

Question – Discuss the concept of yield management in details. 

Yield management involves strategic control of maximising profit from using variable
pricing strategy, based on understanding & influencing consumer behavior  in order to
maximise revenue.
Goal of yield management is selecting which business to accept and which business to
turn away based on demands that are  needed & value of  each booking.
Yield management is used to demand forecasts (Rate Category Controls)  to determine
how much to charge for rooms on a given day.
                










          3) 

Question – Discuss the check in and checkout procedures of a hotel.

Check in – This process is where vital information is exchanged between the guest and
the hotel either manual or computerised.
Manual is where the guest has come in from the street and check in is processed
according to the availability of the rooms.
Computerised is where there has been a pre booked reservation and rooms are allocated
before arrival.
Within this process the front desk receives the relevant information i.e. name, how  many
in the party & length of stay and with this information gathered it will generate the
guest account for the period of the stay.

Check Out – this will be the last process and impression the guest will receive from the
Hotel to make this run smoothly the process can be divided into three stages:

1. Guest vacating the room
2. Guest settling the bill
3. Guest departing

Having set times for the guests to vacate the rooms, it then gives chance for the cleaners to clean the room and have it ready for the turnover for the next guest to occupy the room.
These times vary between hotels unless late checkout has been agreed.   

























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 their role. Produce a report on your findings.

My report of the findings, after i contacted the Assistant Manager at my local hotel.

I contacted a local hotel where I worked previously in the past. The hotel is located within 1 mile of my house; the location of the hotel is near all major roads, so there is easy access & egress from the hotel. The hotel is apart of a chain and has a public house, restaurant attached to the establishment.
I introduced myself to the Assistant Manager, who was able to give me sometime out of her busy schedule,
I explained why I was contacting her and that I am a student who is wishing to pursue my career and further my knowledge in the hotel industry.
She has agreed that she will act as a mentor to help and assist me in my study. (Excellent News)
Her role as an Assistant Manager involves supporting the general manager of day to day running of the hotel this includes her been flexible to meet the needs of her role as it requires her sometimes to work late at night and early mornings to monitor activities and set structures if its required due to either busy periods or staff sickness etc.
She explained that her role requires her to have skills and strengths within the various job roles that is required to run the hotel as she has to adapt to meet the demands of the guests and the daily tasks that are to be carried out, so if there is an absence or a member of staff has not turned up on shift she has to have the knowledge of what needs to be carried out for that role and who will be able to cover it having the skills to do so.
She went on with a brief over view of her role that included:

· Advertising and hiring staff
· New staff, completing inductions going through policy & procedures, health & safety & contracts.
· Follow the Incident/Crisis Manual and ensure team members are relatively trained
· Supervise, mentor, train, coach, evaluate, motivate and develop staff.
· Rota’s, Holidays & sickness cover
· Communicating with other departments i.e. kitchen, housekeeping, bar, front desk and stock has been      obtained & tasks are carried out.
· Marketing & sales (KPI) Key performance indicators, targets are reached throughout all departments.
· Dealing with complaints, guests concerns and queries and they are followed through to completion and information is documented.
· Checking guest’s in and out updating information on the system keeping records accurate and up to date.
· Role requires me to work within the bar and restaurant, I am a personal licence holder and have an up to date food hygiene certificate as I sometimes help prep and correctly store the food.
· Process and administer all relevant paper work to all departments and senior management.
· Been versatile to other areas that may require any assistance


She explained that image and reputation is a major part of retaining and gaining new customers, contracts with local business in the area as we are located in easy reach to local airports and the hotel is close by to local business so guests can stay close by, we also offer meeting rooms and can hold various events so we can centralise any occasion to which adds revenue to the organisation.
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