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	1. Give short answers to the following questions: (16)

1. Prepare a list of activities performed by the front office in a hotel.

The Front office team carry out different duties within a hotel. Some of them are happening in the Front of the House and some of them in the Back of the House. Therefore, we have to separate the activities in 2 groups:

1. Front of the house activities:
0. Interaction with the guest since arrival to the Hotel.
0. Check in and check out.
0. Communication and coordination with housekeeping and room service.
0. Keep up to date the accounts.
0. Answering enquiries regarding hotel services.
0. Providing information about room availability.
0. Keeping data organized.

1. Back of the house activities:
1. Maintains track of the accounts and financial interactions, specially during night auditors shift.
1. Room services, laundry and food beverage.
1. Coordinate with housekeeping and room sales about vacant rooms.


1. Define Reservation System. What are its various types?:

The Reservation System is the process since the Hotel is receiving a request for reservation from a guest or through a tour operator or travel agent, to the moment the room is totally booked.
Most hotels now have computerized systems for bookings and maintenance of records.

The different types of Reservation Systems are based on some rates and forecasts according with the reservation reports.

1. Discuss the importance of front office in a hotel property.

The Front Office is the one of the most important departments and areas within a Hotel. This is because they are the first point of contact with the guests. The customer service and the execution the services the hotel is providing are essential to try to give the best experience for the customers. Friendly service and helpful staff are the key to succeed in the Hotel field. Communication with the other areas of the Hotel and keeping updated the accounts of the guest are also crucial to keep the customers happy. For that reason, if the Front Office service fails, it will have a massive consequence in sales and in the general performance of the Hotel.




1. Outline the front office organizational structure.
 
The organizational structure of the front office is the following:

1. Desk clerk: that person can carry out different duties such as  reservations clerk, cashier (taking cash, check in and check out, approving credit, and so on) , telephone operator (able to locate a registered guest, solving problems, Tracking guest phone calls, etc.)
1. Night auditor: He or she is doing the desk clerk duties during the night shift. Also, the Night Auditor balances the financial transactions daily.
1. Concierge. 
1. Room key clerk.
1. Bell staff.
1. Elevator operator. 

1. What are the responsibilities of the front office manager?

The main responsibility of the front office manager is leading the front office team. He or she is in charge to develop the team in terms of excellent customer service and trying to give the best experience ever for the guests. He or she has to have leading skills and the team needs to be motivated all time. Also, the Front Office Manager needs to communicate and coordinate effectively with the Food and Beverage and Housekeeping managers  to try to achieve the targets and goals that the General Manager wants.
1. How the reservation reports are generated in a hotel?

Reservation reports are quite important within a hotel in terms of trying to forecast the need of rooms the hotel needs for some days. Therefore, it is very important to keep all the information and data available tidy and organized. 

The required data is taken from different kind of reports. Some of them such as Room Availability report, expected arrivals and departure lists, group status report or Revenue Forecast Report are the key to elaborate a good final Reservation Report. All this information needs to be organized in daily/weekly reports to make the right decisions in reservation.

1. How are electronic front office operations different from those of manual
operations?

Nowadays, the electronic Front Office operations are essential to run properly a hotel. Different areas in a hotel are constantly operated with Electronics. These areas are Reservation, Yield Management, Registration, Energy Management System (EMS), Telephone Call Accounting, Posting, Check Out, Auditing and Reporting.

However, this electronic operations are different from those of manual operations. Softwares help you out to create data bases and statistics developing reports to set goals and targets. However, some manual operations like understand that reports and develop strategies are things the electronics can´t make. Also, developing an excellent customer service greeting the customers, being helpful with the guests and executing a great service is something that can´t be done with technology.


2. Discuss the concept of yield management in details. (4)

The concept of Yield Management is complex. It is complex because it involves several aspects of management control, including rate management, revenue streams management, and so on.

 The aim of Yield Management is to choose what customers are the best targets for the hotel and what customers the hotel needs to refuse in an environment of high demand. That is why the Yield management has to have knowledge of the guests’ anticipated behavior.

Therefore, the hotel needs to use demand projections to try to know how much they have to charge for the rooms. Basically, the Yield management involves strategic control of inventory to sell it to the right customer at the right time for the right price

1. Discuss the check in and checkout procedures of a hotel
To develop an excellent customer service and to give to the guest the best experience in the hotel, the check in and check out procedures are essential.
Also, because of this two procedures the normal activities of the hotel are constantly in control.
 
On the one hand, the check in procedure begins as soon as a guest walks-in (no reservation) or a guest with confirmed reservation steps into the hotel seeking desired or requested accommodation. 

We can have 7 steps in a normal check in:
1. Greet the guest: Receptionists should always be attentive to the presence of guests and giving warm greetings.
1. Verify the guest’s identity: Ask for the guest´s name, number of people, duration of stay and payment mode.
1. Present the registration form: room type, room rate, length of stay and special requests if any.
1. Confirm the method of payment:
1. Check and update guest’s account in the PMS:
1. Issue room key and give further information: Information such as the breakfast
Arrangement; the operation hours of hotel’s outlets and facilities and; how to contact the hotel’s staff for assistance during the stay, etc.
1. Escort guest to the room: Assistance with the baggage, etc.

On the other hand, the check-out procedure is the last time the guest will come in contact with the property and it is extra important leave a great impression because that guest will take it with him. He or she will share his experience with other guests and the hotel will benefit from that.

The check-out process has another 7 steps:
1. Greet the guest: The receptionist can also take the chance to ask the guest for his/her comment about the stay
1. Check Guest details: If the guest leaves earlier than expected, either departments will need to be informed. Double check with the guest so to make sure satisfactory services is provided to the guest during the stay. Ask the guest to return the room key.
1. Check if any late check-out charges should be charged:  hotels would request their guests to check-out before 12pm. Receptionists should follow the hotel’s policy for handling the cases of late check-out. Some hotels would charge 50% of the daily room rate for those who check-out before 6pm and a full rate is charged after 6pm.
1. Check for late Charges
1. Invite the guest to double check the charges: For that is necessary the creation of guest folios and master folios.
1. Settle the guest account: Re-confirm the method of payment.
1. Offer assistance: Some may request the front desk to keep their baggage for a certain period of time before their departure. Receptionists should also take the chance to help the guests in making future reservations upon request, particularly reservations in other hotels under the same chain.



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 roll. Produce a report on your findings.

Hotel: Ibis hotel Sepherd Bush
Izabela BIERNACZYK │ Assistant General Manager

In response of the task above, I decided to approach to one of the Ibis Hotels in London, concretely in Sepherd Bush. Once I was there, I spoke a few minutes with the Assistant General Manager, Izabela Biernaczyk. Fortunately, she spoke to me time enough to understand in a better way the Front Office operations.

Basically I asked her about their establishment and her role in the hotel and how to manage and coordinate the different duties and responsibilities she has to deal on a daily bases.

After a few minutes with her I realized that for this kind of position you must have passion for the field you are working. As a Front office assistant you must be ready to deal with lot of different things, maintaining high quality standards and communicating with lot of people that depends on your performance in the management of the Front Office. 

Different duties such as managing and monitoring activities of all employees in the Front Office department making sure they adhere the standards of excellence and to the guidelines set in the employee handbook, hotel policies and procedures, coaching, training and correcting where needed are “the key” Izabella said.
 
Besides, you have to be ready to deal with complaints and solving problems, disturbances, special requests or any other issues that may arise. 

For Izabella, It is extremely important in this kind of positions the Communication. Inform all Front Office staff of daily activities, group and VIP arrivals as well as special requests and repeat guests. Check accommodations, making sure any special requests are carried out, greet guests upon arrival and ensure escort to accommodations if appropriate. 

As I mention before, Izabella has lot of responsibilities such as being in charge of the Payroll of her employees and Scheduling them on a Weekly bases. Also, she has to coordinate trainings to make sure all her Staff is fully trained and ready for developing their duties within the Hotel.

Another area which is so important for her as well is “setting Budgets, Plans ahead and monitoring Profit & Loss, although I am still learning from my boss”.

Work closely with the Housekeeping Department to improve guest services and foster cross departmental communication is essential too as well as coordinate daily activities with hotel management team on a daily basis.  She thinks that the best way for doing that is “holding monthly (and sometimes weekly) department meetings keeping staff informed of all activities in the hotel, reinforcing Standards of Excellence and promoting a strong team atmosphere and culture”. An important sentence I am going to take from her from now on it is “it is not about what you expect, it is about what you inspect”.
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