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Clifford Welch 1493
Diploma in Hotel Management Level 4
Unit 2
Question 1 
I. Prepare a list of activities performed by the front office in a hotel.
The front office in a hotel is the main hub for all interdepartmental communications and is the first place a customer interacts with the hotel, allowing for their first impression of the entire establishment. The main activities and duties the front office is responsible for are listed below:
· Customer service
· Reservations – either direct or via telephone/email communications
· Checking in/out processes and guest registration
· Room allocation and handing out of room keys
· Concierge services and customer enquiries
· Communication with all departments
· Switchboard facilities
· Transactions e.g. guest bills
· Accounting – minimal amount as past onto the accounts department
· Night duty
· Handling and redirecting mail
· Updating and auditing customer/guest files and history.

II. Define Reservation System. What are its various types?
The Reservation System, sometimes referred to as the Central Reservation System (CRS) is the system used by a hotel or chain of hotels to allow for a guest to make a reservation with the hotel. The system is usually a computerised programme enabling requests to be responded to promptly and automatically updating bookings, room vacancies, room allocations and availability to make a booking easy and fluent for guests; often with the use of internet bookings as well. Whereas most establishments use a computerised system, some smaller hotels may still use a paper/ hard copy form of booking system; this is a longer process, which staff members must update a dairy regularly to avoid over booking a room. Therefore the computerised system is much more reliable and effective; which will help increase sales and potentially keep customer information more secure and confidential. All systems are backed up in case of malfunction.

III. Discuss the importance of front office in a hotel property.
The front office is one of the most vital and pivotal departments within the hotel property due to their ability to communicate with all departments across the hotel. The front desk is the first interaction guests have with the hotel, therefore potentially the whole reputation of the hotel hangs on the service provide by staff members here. A bad service provided at the front desk could determine whether a guest continues to stay at the hotel; hence the importance of continual training in customer service interactions. The front office is where guests are able to find out all information, gain help through the concierge service and/or lay complaints if necessary; therefore it is the main interaction with the hotel and guests. Finally the front desk is the main gain of profits for the hotel as all monetary transactions occur here.

IV. Outline the front office organizational structure.
The staffing organizational structure of the front office depends considerably upon the size and style of establishment; some roles may overlap where some people many cover a multitude of duties. This structure is typical of a larger establishment, with numerous members of staff: on the top of the structure sits the directors, with the general and assistant hotel managers below. The front office manager reports to the assistant and general managers, with the following subordinates under their supervisions: reservations manager; desk clerks; cashiers; room key clerk; bell staff/porters; butlers; concierge; night auditor; night desk clerk and telephone operators. 

V. What are the responsibilities of the front office manager?
The front office manager is responsible for all the subordinates stated above; ensuring their responsibilities and duties are fulfilled. Another duty is to convey the principles and objectives of the management and hotel through to the staff and onto the guests, ensuring all aspects of the customer service is catered for; representing the hotel in a courteous and efficient manner. This position requires to train all staff under their supervision with the use of the operating systems and procedures, including the property management system (PMS) which enables the use of the reservation system and point of sale systems; linking these to the accounting procedures. All staff under their supervision must understand all of the duties they are expected to undertake and the service and manner in which they should conduct themselves. This role does vary dependent upon the size and style of the hotel.

VI. How the reservation reports are generated in a hotel?
The front office will generate reservation reports for the hotels management, these reports are often in the form of: 
· Room availability reports – this may be on a weekly or even daily basis stating the number of sold and available rooms.
· Group status reports – typically a monthly report, updated when necessary. This states any relevant information regarding incoming/outgoing groups expected, e.g. size of group.
· Expected arrivals and departures lists – a daily list of guests arriving/departing and which of these have special requirements. 
· Turn away reports – this is a report the quantity of reservation requests denied e.g. if hotel is already fully booked.
· Revenue forecasts – usually a monthly report stating the revenue received that month, and a projected report for the following month based on potential bookings. 
These reports often may vary from hotel to hotel; they are often checked by the front office manager before submission.
VII. How are electronic front office operations different from those of manual operations?
The electronic front office operations are preferred nowadays in comparison to manual operations as the ease of operating the systems is tremendously enhanced. This can cut out employees positions as the computer does a lot of the work, however there is less chance for human error. Reports are generated easier through the use of the electronic system, as well as other departments e.g. housekeeping accessing the system to view their required information. The electronic system allows for an easier process for the sales and marketing team, with promoting the business and allowing the set promotions to appear on the reservations system without error, causing guests an inconvenience. Also the accounts department can generate their reports by using a centralised system, providing less human error with manual calculations. Finally, the food and beverage department can enter restaurant and bar bills directly onto the guests account. An electronic operation reduces costs associated with paper supplies, and reduces the storage space required for a paper filling system, all around more beneficial to the hotel.

Question 2
Discuss the concept of yield management in details. 
Yield management is considered to be an umbrella term ultimately put in place to help any establishment to achieve the most optimal levels of profit available. Therefore providing the correct service to the right customer at the right time for the most appropriate price. The establishment will consider all factors that can influence the rate of profitability, therefore they need to gain knowledge on the anticipated behaviour of future guests, for example what may affect their efforts to travel, or the key selling points of the hotel. Within the hospitality industry it has become evident that controlling costs, channeling the correct distribution avenues for promotion and extracting the perfect marketing mix enables the highest levels of profitability. Yield management plays an important role in the dealings of group bookings, due to setting of rates at the perfect timing for the business to ensure the highest levels of profit are executed within the requirements of the groups’ requirement. Knowing what business is considered favourable or unfavourable is an essential skill within this management system. There are many aspects to yield management which the sales team and front office must be made aware of, requiring skilled training to understand the concept. Ultimately the hotels main objective is to sell as many rooms as possible, therefore promotions put in place for last minute bookings are better than a room going unoccupied. 

Question 3
Discuss the check in and check out procedures of a hotel.
One of the front office duties is to deal with the guest’ check in and out procedures. This happens on a daily basis and is one of the main interactions between the hotel and guests’, therefore the customer service must be of a consistently high standard and of a prompt, courteous nature. During the check in process the following process will be as follows:
· Greeting of guest/s & welcome to the hotel.
· Identify guests’ name & if they have an existing booking – allocate booking on the system, or create a new one, if availability.
· Ask the guest to complete a registration form.
· Confirm their method of payment – many establishments ask for a credit card number to go against their booking for security purposes, payment is often taken upon check out.
· Ask if there is any special requests (if not on system) or if they need anything arranged for them.
· Update any information on the guests account on the system.
· Give any further information to the guests’ e.g. dining times.
· Issue the room key & ask the porter to show the guests to their room. 
Upon checking out, the hotel has their last chance to making a good lasting impression on the guest, which may determine future business. The process must be prompt, flawless and easy for the guest. The subsequent procedures are followed: 
· Greeting the guest & asking about their stay. Potential to deal with complaints.
· Checking of guests details, if not known.
· Check the charges, in particular for potential extra surcharges e.g. late check-out or use of mini-bar in their room.
· Present the guest with their bill & ask them to check the details are correct.
· Settle the payment, confirm payment has been received & produce a receipt for the guest.
· Offer any further assistance to the guest e.g. booking a taxi.
· Update the room status for housekeeping and guest account.

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.
The Royal Livingstone is a 5* resort hotel, situated right next to the Victoria Falls on the outskirts of Livingstone, Zambia. Offering 7 room styles: luxury twin or king room or paraplegic room ($400); corner luxury twin or king room ($450); luxury suite ($970) and the presidential suite ($1,500). All of these rates are based on a ‘per room per night’, bed & breakfast basis, and are also starting from prices dependent upon the season. The hotel offers luxury amenities including a swimming pool, 24 hour security, fine dining cuisine, spa facilities, gym, shop, conference facilities, high tea, lounge dining area, bar facilities and sun decks; alongside the use of the facilities at the neighbouring hotel within the complex. The hotel caters for all guests, but regularly it is a couples retreat, hosting many honeymoons and romantic getaways as well as some family holidays. Due to the location of the hotel, in a constantly busy tourist town, the occupancy rate is often high during peak season; however the high costs of the rooms and star rating can alter this occupancy rate considerably. 
Due to the high star rating and amenities available, high levels of customer service is essential and expected from all guests. Therefore, communication from the front desk with all departments and contractors is essential. The following duties of the front office manager at this establishment are as follows:
· Greeting of guests upon arrival.
· Being on hand to deal with any situations the front desk clerks need assistance with.
· Co-ordination of guest collection and drop off at the airport as an outside contractor is used for this service.
· Guest orientation, if required.
· Training of front desk staff.
· Co-ordination of porters.
· Communicator to all departments.
· Reporting to and meeting regularly with management. Reporting to Assistant Manager, Hotel Manager & General Manager.
· Subordinates: front desk clerks (take on all roles within front office) & porters. 
· Observing the right of admission.
· Creation and issuance of reports to the required departments. 
· Guest accounts.
· Front desk duties when required.
· Emergencies e.g. assisting with first aid.
· Fire Safety procedures.
· Liaising with security and maintenance.
· Monitoring daily rate of foreign exchange.
· Reservations and enquires.
· Special requirements and in-house services.
· Switchboard, when required.
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