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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	
1.
i. Activities performed by the front office in a hotel include: managing reservations, check-in of guests, handling telephone and email enquiries, accepting payments, keeping guests’ bills up to date, the distribution of rooms to the appropriate guests and the programming of keys to those rooms, directing/escorting guests to their rooms, helping guests with their baggage, helping guests with onward travel, check-out, and the generation of reservation reports.

ii. A ‘reservation system’ is a method used to manage information relating to guests’ reservations. Reservation systems allow guests to check room availability and then to book the desired room with the hotel. The system ensures that the reserved room is booked in the name of the guest for the required period and, during the stay, is listed as occupied. It allows Front office staff to prepare reports for management about the performance of the hotel, its occupancy rate, Revpar, and Average Daily Rate (ADR). 

Before digitisation, reservation systems often involved the noting of every reservation on a small, multipart piece of paper attached to a metal frame, this was known as the Whitney System (devised by the Whitney Paper Corporation of New York in the 1940s). This was then filed in date and alphabetical order on a metal rack. However, most hotels now have computerised and often cloud-based systems for bookings and maintenance of records. This allows guests to book online via an Internet Booking Engine (IBE) without any direct input from hotel staff. An example of a computerised reservation system is Oracle’s OPERA Reservation System (ORS).

iii. The front office is the most important department of the hotel – essentially the nerve centre of every hotel. It is vital to maintaining effective communications between guests and the hotel departments and it has an important accounting role. 

The Front office represents the first and last point of contact that a guest will have with the hotel – where guests can form lasting impressions – and so the importance of these interactions cannot be underestimated. Throughout the guests’ stay the front office serves as a facilitator between the guest and the other departments – passing on requests, for example, for room cleaning, extra pillows, alarm calls, newspapers, laundry services, or shoe polishing. Without effective communication by the front office, the guests’ requests would not be satisfied. 

The accounting role of the front office is also important. Additional charges accrued by the guests during their stay must be posted to the guest’s account quickly, to both reduce the time it takes the guest to check-out – improving their experience – and to ensure that the hotel does not make unnecessary losses through a failure to bill guests for the products they have ordered during their stay. Further to this, the front office must ensure that the guest is billed correctly, including any tourist taxes that are payable.

iv. The front office is generally organised in a structure as follows: at the top of tree is the Corporate Owner, beneath him/her sits the General Manager, beneath him/her sits the Assistant General Manager, and beneath them sits the Front office Manager. Reporting directly to the Front Office Manager are the different positions and teams in the front office department. These can include the Reservation Manager, the Cashier, the Desk Clerk, the Room Key Clerk (often not required in modern hotels with electronic key cards), the Telephone Operator, Bell staff, Concierge, and the Elevator Operator (a rare position following the introduction of self-operated lifts), and the Night Auditor.

For smaller or more limited service hotels the above structure can be smaller, with the Desk Clerks performing a number of roles, including telephone operator, reservations manager, cashier, room key clerk and concierge. In such structures both they and Night Auditors can be the only positions/teams reporting to the Front Office Manager. The position of Assistant General Manager may also be absent. 

v. The Front Office Manager is responsible for the following: 
· Transferring the spirit of the hotel property to the guests; through the staff they should convey feelings of warmth, efficiency and safety to every guest. 

· Staff training. Front office workers have to be able to perform within the boundaries and policies of the hotel business and the front office manager cannot presume that a worker knows how to do these things. Therefore each employee requires instruction and aid in how to offer hospitality. Further to this, staff need to be trained in the operation of the relevant software such as the hotel’s Property Management System (PMS), point of sale system, and accounting system. 

· Maintaining positive and friendly staff attitudes. To make certain that the proper attitude is maintained an environment must be created in which the working conditions of employees motivates them to excel, their morale is nurtured, and they enjoy working as a team.

· Budgetary procedures have to be created by the front office manager and the general manager, because the front office manager is in possession of large amounts of funds in his or her control. 

· In summary, front office managers need to coordinate equipment, employees, inventory, sales opportunities, and a budget, to reach the profit targets set by the business.

vi. Reservation reports are generated by using the information collected by the reservation system when guests reserve a room, when they check-in, during their stay, and then when they check-out. Types of reservation reports include: a room availability report, expected arrivals and departures lists, group status report, special arrivals list, turn away report, revenue forecast report. In a majority of hotels the revenue forecast report is prepared under the supervision of the front office manager.

vii. Electronic front office operations are able to quickly integrate and compute information from all other hotel departments – improving the speed of guest interaction and minimising on labour. For example: bookings can be taken immediately and cross checked with the existing data so staff can know instantaneously whether a certain type of the room requested is available or not.


2.	Yield management is a variable pricing strategy, based on projections of demand, used to calculate the best price to charge for rooms on any given day. In times of high demand it allows businesses to move away from unfavourable business, to decide which business to accept and which to refuse, based on the relative value of each booking. For example, a property’s yield management objective should be to sell the hotel as near the arrival date as possible as the more advance bookings a hotel accepts for short stays or with discounted rates, the higher the chance that high-value bookings will have to be turned away closer to the time of stay. This forecasting method requires a nonstop process of comparing remaining demand for elevated rate stays against remaining inventory available. 

At the heart of the strategy is the decision to either sell one room to one guest now for $100 (as an example) or to wait and hope to sell it to another guest instead for $150. At the same time, it must also be decided whether to sell the room for one night or to wait it out, with the possibility of selling it to a different guest for four nights.

A further skill of Yield Management is about knowing how to turn an unfavourable booking into one that becomes favourable. It is therefore important, especially when considering group bookings, for staff to say ‘Yes’ to bookings in principle and negotiate terms that are acceptable to both the hotel and the groups, rather than refusing the request outright or trying to adjust the group’s request so that it is advantageous to the hotel.

3.	The check-in procedure is a vital process, which begins as soon as a guest walks in to reception.  If the availability of the room is there, a walk-in guest can be sold a room, and the guest with a reservation is given the room which was requested. 

The first step is to greet the guest warmly, verify their identity and then present the registration form to the guest for them to confirm the details and sign it. The method of payment must then be confirmed and the guest’s information on the PMS updated and checked for messages. A suitable room should then be assigned to the guest according to their booking, a key should be issued, directions to the room given, and further information about the hotel and its facilities delivered. Finally, the guest should be escorted to the room and offered assistance with baggage.

Check-out time is the last occasion the guest will come in contact with the property and it is therefore important to leave them with good memories. The guest should be greeted just as warmly as at check-in and asked for comments about their stay. Their details – name and room number – should be checked, keys taken back, and guests should be asked if they have used any services while checking out (such as drinks from the minibar on the morning of check-out). Further charges should be imposed, in accordance with the hotel’s policies, for late checkouts. The receptionist should then explain the hotel’s charges and items on the bill, while the guest should then be asked to double-check them, before making payment. Finally, assistance should be offered with onward travel or with looking after luggage until transport arrives.


Activity
I spoke to a front office manager at a large hotel in Obergurgl in Austria. The hotel has 110 rooms and is a four-star superior graded establishment. It is busiest in winter, when guests come to enjoy the 110km of ski slopes on the doorstep of the hotel. It has a large spa area and pool, restaurant, bar, and gym facilities.

The front office manager at the hotel is responsible for supervising all the staff who work in the front office area to make sure they complete their work to sufficiently high standard. He is responsible hiring them and for making sure all of those staff are also trained to the extent that they are capable of meeting those high standards.

He coordinates the whole front desk area, the staff working on reservations and those working on other services requested by the guests at reception. On occasion, when the hotel is at its busiest – such as Saturdays – he helps with checking in the guests to prevent queues building up at reception.

He is responsible for cashing-up the tills at the end of the day and he is sometimes called on to resolve guest problems or complaints when they are at the more complicated end of the spectrum. He also keeps an eye on guests online reviews of the hotel, if these are negative he will see if there is a way of addressing/replying to these complaints. Finally he also prepares reports for the general manger to assess the performance of the front office in terms of working within its budget. 
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