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Q1) i)  
· Reservations
· Check-in and check-out
· Telephone calls and messages
· Handling guest accounts
· Bill settlement
· Mail and information

Q1) ii) A Reservation system is the system that guarantees for the customer that they will receive a room on the date they require for a given period of time.  It is important for helping selling the product of the hotel, building a good first impression, generating customers and providing information to the other departments of the hotel.

Reservations are recorded on a small piece of paper mounted in a metal frame to be arranged in date and alphabetical order in a filing system.  Most reservation slips are colour coded to show the type of guest.  Depending on the system there is generally one rack for every day within a close time period and fewer racks for future period reservations.   Copies of the reservations may also be sent to other departments within the hotel displaying guest information.  Most hotels today are equipped with computerised systems for bookings and record keeping, which have replaced the reservation slip system.  

Q1) iii) The front office is important because:
· Most visible and essential focal-point of a hotel.
· Located in the front lobby of a hotel
· Great amount of guest contact and interaction.  Facilitator between the guest and other departments within the hotel.
· Forms guest first and last impression
· Nerve centre of a hotel, including communication and accounting divisions





Q1) iv)                                              Corporate Owner
                                                          General Manager
                                                  Assistant General Manager
                                                      Front Office Manager
Reservations Manager     Desk Clerk      Telephone Operator    Concierge    Night Auditor
                              Cashier            Room Key Clerk              Bell Staff         Elevator Operator   
Corporate Owner – General Manager – Assistant General Manager – Front Office Manager – Reservations Manager/Desk Clerk/Telephone Operator/Concierge/Night Auditor/Cashier/Room Key Clerk/Bell Staff/Elevator Operator

Q1) v) The responsibilities of the front office manager are to convey the spirit and aim of a particular property to the customer, by using his or her management principles and skills to communicate warmth, caring, safety, and efficiency.  The front office manager is also responsible for the training of staff in the technical aspects of the property management system.  Whilst performing these key duties they must also maintain the delicate balance between the delivery of hospitality and service and promotion of the profit centres and communication systems.  

Q1) vi)  The procedure of generating the reservation reports for a hotel firstly entails the organisation of all a guests information.  Once this data has been gathered a guests folio is created which is updated every time a new piece of information is introduced to the system.  These reports are generated daily and weekly including room availability report/expected arrival and departure lists/group status report/special arrival list/turn away report/revenue forecast report.  The front office manager supervises the final preparation of these reports before it is sent to management in most hotels.  

Q1) vii)  In this modern age of computerisation, efficiency, and technology electronic front office operations are replacing the manual operating systems used by hotels.  They provide more efficient, effective and reliable services to the guests with the use of technology whilst also linking all departments of the hotel to one mainframe.  


Q2)  The basic concept of yield management is to understand the expected behaviour of guests and understand which business is most beneficial to the hotel.  This means selecting the appropriate business to accept and deny (when demand exceeds supply), based on the relative value of each booking.
Rate Category Controls – The point of yield management is to use your forecasts to determine your hotel rates for each day.  Management focus should be to sell out the hotel as close to the arrival date as possible so as not to deny high-value bookings.  This forecasting procedure requires continual processing of demand (high rate) against remaining availability.  These controls help to ensure accommodating for high-rate demand.  
Length of Stay Controls – The idea of length of stay controls is to decide whether to let out rooms to guests for a lower rate or to hold that room/rooms and wait to sell to prospective guests for a higher rate or longer length of stay.     

Q3)  The check in process for a hotel is critical to obtaining the correct information of a guest upon arrival.  This process differs according to guest (walk in, reservation), and results in the guest given the room of his/her choice or any available room.  The hotel requires the guests name, number of persons for the booking, expected length of stay, and mode of payment.  The room is assigned to the guest after the information has been processed and the bellboy/porter will show the guest to their room whilst handling their luggage.  The front desk will process all the information received and generate a guest account for the period of stay.  Computerised reservation systems only require walk in guests to provide information upon arrival, whilst reserved guests just need to confirm the information they have already provided.  

The check-out process will be the final impression a hotel can give a guest about his/her stay.  It is divided into three parts: guest vacating the room/guest settling the bill/guest departing.  Guest vacating depends on each particular hotels standard check out time, or any sort of extended check out the guest has requested in advance.  Following this housekeeping can then prepare the room for the next guest.  





[bookmark: _GoBack]Q4)   The Holiday Inn, Muscat is a newly constructed venue located 5minutes drive from the Muscat International Airport.  The hotel is equipped with 174 suits and 11 apartments and with facilities including a gym, 2 conference rooms, restaurant, and coffee shop.  As it is a newly constructed hotel further apartments and facilities will be added in the future upon completion.  The front office of the hotel uses the Opera 5.01 reservation system for all customer check in and check outs.    The hotel is a member of the Intercontinental Hotel Group with the view of providing medium priced accommodation relatively close to the airport.  
Mahabir Sing is the Duty Manager of the Holiday Inn, Muscat.  His role entails the management of the day to day operations within the hotel when the front office manager is unavailable.  He is needed for dealing with customer relations and complaints and the check in and check out procedures.   
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