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


 EARLY SHIFT RESPONSIBILITIES

 GET HANDOVER FROM NIGHTS

(Have shares been checked out, papers/wake up calls done)
       CHECK FLOAT(£300)  SAFE (£2000)
         BANKING SUMMARY
         PRINT  EMERGENCY REPORTS




 
(Arrivals/Departures/ In house)
          COMPLETE ALL ROOM CHECKOUTS ON HOTSOS
          PRINT TRACES AND ACTION






PRINT CREDIT LIMIT REPORT

 PRINT EMERGENCY REPORTS
 
 CHASE DEPARTURES
 
 REBOOT SMS D Z  DS-BFOL
 
BANKING & FLOAT COUNT
 
CUT KEYS BE READY FOR  ALL CHECK IN
   


LATE SHIFT RESPONSIBILITIES
 GET HANDOVER FROM EARLY SHIFT
READ E-REPORT (attention to VIP/AMEX/ repeat/ sensitive guest)
CHECK FLOAT (  3200)  SAFE   (£2000)
BANKING SUMMARY
PRINT EMERGENCY REPORTS
PRINT TRACES AND ACTION( prioritise arrival room drops)
CHASE   DEPARTURE ROOMS






CHECK REMAINING "dirty" with Housekeeping HSK
 PRINT CREDIT LIMIT REPORT
CHECK ROOM RATES( DDA)
REBOOT SMS D Z  DS-BFOL
 PRINT DELPHI CHANGE LOG PRINT NEW/ AMENDED
 ACTION TRACES FOR PM( room drops)
  CHECK BUSINESS CENTRE
 CHARGE TAXI/LAUNDRY/NEWSOAPERS
ACTION NON ZERO' S FOR TODAY
20.30  BANKING& CASH UP -X REPORT 2130 Z REPORT
21.00 FILE BILLS
CHECK FLOAT  
21.30  PRINT REMAINING ARRIVALS& C /I NO  SHOWS
CHECK STOCK( pdq rolls/invoice paper/paper/brochures)
PRINT REG   CARDS FOR TOMOOROW'S ARRIVALS
PRINT EMERGENCY REPORTS FOR TOMORROW AM
 WRITE HANDOVER FOR NIGHT TEAM.
2. Define Reservation System. What are its various types?
A hotel reservation system, also know as a central reservation system (CRS) is a computerized system that stores and distributes information of a hotel, resort, or other lodging  facilities.
A central reservation system is a tool to reach the global distribution system as well as internet distribution system from one single system. A CRS assists hotel managers in managing their online marketing and sales, allowing them to upload their rates and availabilities to be seen by sales channels that are using the CRS. Sales  channels may include conventional travel agencies as well as online travel agencies.
 Reservation System types:
 " SMS"  in the hotel
  Delphai - Reservation system( links with  delphai  banqueting)
Fidelo ( old system)
electronic/ internal- based system.
3. Discuss the importance of front office in a hotel property.
The front office is a part of a company that comes in contact with clients, such as the marketing , sales and services departments.
 The Front office is most important department in a hotel . Is the first guest  contact, image , professionalism, attitude, collecting the money, billing. The function of  front office is to directly get in touch with customers, and is usually the first place that customers get to when they arrive to the company. The  front office can discover more information about the customer by asking them questions, also helping customers out. Receives information about the  customers then will pass onto the other department of the company. Can also contact with marketing and sales department when the customers have questions on it. The company need to gene training to the front office manager because this position will contact with customers the most. Staff working in the front office can also deal with simple tasks, such as sorting out emails, helping out on printing and typing works. This is the reason why training is needed before the staff started to work, although some might only be  simple tasks. The most common work for the front office worker will be  a mix of getting in touch with customers and also helping out internally in the office.
4.Outline the front office organizational structure.
The front office of a hotel is perhaps the most important area of the organization. The employees that make up this department are the first and sometimes only representatives of the establishment with whom guest interact. Although the organizational structure of the hotels front office varies depending upon whether the facility is a small business or a large resort , certain roles are found within all organizations.
Front Desk Manager
The front office manager or front desk supervisor overseas all front office operations for the hotel. As staff manager implements any policies or procedures that are administered by hotel management. In most instances the front desk manager reports to the hotel`s general manager.
Reservations
The  reservations employyes of a hotel front office interact with  the guest the most. Reservation clerks communicate with perspective the guest via the telephone and internet, scheduling  their stays and documenting any special needs they may have.
Reception
When guest arrive, front desk clerks check them in . imputing their names into the facilities registry , assigning them to a room and answering  any basic questions or requests the guest may have throughout their stay. At the end of the guests ‘stay a front desk clerks checks them  out. In addition, the clerk reports any concerns to the manager.
Porter Service
A hotel bellhop or porter greets guests once they checked into the establishment  . This individual carries the guest luggage while showing them  to their room. Ensuring that everything in the room is in order and properly working, the porter checks room equipment  such as lighting    and ventilation .The porter also instruct visitors in the operations of the hotel systems, such as tv remote control and telephone.
Concierge
The concierge of a hotel  is a front office professional who coordinates guest`s entertainments , travel and other activities.
5.What are responsibilities of the front office manager?
The front office manager is responsible for all duties of the front desk operation which includes:  staff training , inter-department communications , staff scheduling. The FOM should posses strong communication skills and demonstrate leadership abilities. The primary commitment of the front office  is customer service  because her or his efforts directly affect hotel guests and whether they return to the establishment. The FOM  oversees phone reservation and room assignments greets and register  guests and fulfils requests for special services such as meetings or  transportation. The front office manager deals with any customer problems and may offer discounts, adjustments to bills or complimentary room to compensate for inconvenience .The FOM also meets with other department managers such as marketing and revenue to find ways of improving the guest experience.  A front office manager is the senior person in an office environment and accountable for maintaining a professional work   environment and administrative support.  Front  office managers use a number of skills  to successfully perform their duties.
6. How the  reservation reports are generated  in  a hotel?
Reporting is an  important part of Hospitality operations. The reservation system comes into  action once a request for reservation comes to the hotel. It can be a direct query from the guest or from a travel agent. Reference has already been made to the  reservation system depends on the type and size of hotel.
The most common manual system used by hotels of any type or size is know as Whitney System,  devised by  Whitney Paper Corporation of New York  in the 1940s.
The  reservation section has a lot of information with them which needs to be properly organised. Once the required data is gathered, guests folio is created which is updated from time to time. Once this is done we need to generate daily' weekly reports based on this information base.
 These  reports may include:
a. Room Availability Report: ( showing the number of rooms sold/ available. It can be prepared on the daily or weekly basis.
b. Expected arrivals and Departure Lists: ( guests who are due to arrive or to depart on a particular day.
c. Group Status Report : ( groups to arrive/ depart in the week or month, along with information like the  group size , whether a  guaranteed or non-guaranteed booking etc.
d. Special arrivals list: ( special guests or  VIPs arriving .This should contain their special request and additional information about the preferences of the guest.
e. Turn away report (number of reservation requests denied and if possible , some information about the one asking for reservation.
f. Revenue Forecast Report (The projected revenue from the future room sales along  with or regular up to date report.
The most of the hotels, the front office manager supervises the final preparation of the report before it is sent to management team. Additional guest information , related to walk-in-guest also incorporated in the report.
7.How are electronic front office operations different from those manual operations?
The department of the computerized hotel has taken place alongside that of the computer itself.  Originally , hotel  operated manual systems covering  such matters as the control  of  the occupancy of their rooms, the recording of guest expenditure within the hotel and the eventual departure of the guest. When tasks are easy to complete , staff has more time to emphasize on personal approch, to build relationships with guests and offer additional  services.
The benifit for the front office is that information is  current, is accurate and is made available more quickly.
EFO is connected with different departments of the hotel.
In the modern age of  computerisation, front office is becoming very important to provide efficient , effective and reliable services to the guest with the optimum use of  technology.
The computerisation of the front office is part of the  Property Management System, wherein all the departments of  a property/ hotel are  linked to the mainframe.
It is important to state  here that EFO does not work independently but is also connected with other department of the hotel.
 The electronic front office is expensive, and justify its cost it must offer substantial benefits both to the hotel  and  its guests. Many jobs in the front office are suited for  the use of a computer because of their  clerical repetitive, data manipulation  and number calculating  nature.
When tasks are easy to complete, staff has more time to emphasize on personal approach, to build relationships with guest and offer additional services.
The benefit for the front office is that information is current , is accurate and is made available more quickly.
EFO is connected with different departments of the hotel.
Manual - inaccurate-slow- time consuming.
Electronic- accurate(as the imputed data)
                -fast (impute more information and  good for follow up
                  previsions guest stay)
Discuss the concept of yield management in details.
Yield Management : The purpose of the yield management system is  to maximise room occupancy while at the same time realising the best average room rate. Yield  management needs to consider a variety of reports an  "What if....."? situations , since the room rate is adjusted  keeping in mind the occupancy rate of the hotel during the same period in previous years. The front office manager takes the yield management decisions and the reports generated by the computerisation are very helpful for making these decisions.
Yield Management is a variable pricing strategy, based on understanding, anticipating and  influencing consumer behaviour in order to maximize revenue or profits from a fixed, perishable resource( hotel room reservation). As a specific , inventory-focused branch of revenue management, yield management involves strategic control of inventory to sell it to the right customer at the right time for the right price.  Yield management is a set of yield maximization strategies and tactics meant to improve the profitability of certain businesses that focus on yield .
It is complex because it involves several aspects of management control, including rate management revenue steams management, and distribution channel management.
To achieve maximum revenue( profit, yield management system needs to have an understanding of what has happened before and what is happening now using this historical data to predict what may then happen in the future. The yield management system  will periodically review  transaction that have occurred between the consumer and the hotel.
The process of yield management optimisation helps an organisation to adjust its prices so that they meet the total demand characteristics of its markets.
Discuss the check in and check out procedures of a hotel.
The receptionist must be a sales representative at all times.  She/ He must have a through knowledge of the product they sell, details of the hotel, rates, services and facilities.
Great the guest warmly with smile.
After a guest arrives at the hotel , the front desk agent should complete the guest registration process. This is to make sure the guest registration is completed as per the hotel standard and also collect important guest information's. Guest is also asked to sign on the printed registration card as a statutory requirement and also to verify that the details provided on the registration card is accurate.
On  registration card must be:
First name
Last name
Arrival date, time
Departure date, expected time of departure
Room rate
Room number
Room type
Method of payment
Billing Instructions
Meal plan
Request for ID proof for local guest and passport and visa details for foreigners
Company name
Address home/business
City, Country  
Email address
Contact number/ person in case of emergency
Ask if you may help him with a courtesy way.
If the guest says that he have a reservation ask politely for the guest name.
Calls-up the information on the computer screen
May your double check by repeating the guest full name.
Reconfirm type of room required.
Ask for the length of stay and departure date expected.
Reconfirm flow many people in the party.
You may offer options  with upselling techniques and according to your room availability chart.
A scan for a  special notes may reveal special requests such as V.I.P  treatment....... etc.
Reconfirm the mode of payment and follow up with payment procedures accordingly.
Thank the guest and check if there is any messages for him/her.
Mach the right room for the guest and make blocking.
Offer additional services such as wake up calls or special guest needs to be covered.
Call the bell man who is assigned to carry the luggage for the guest.
Wish the guest a pleasant stay.
Check -out procedure:
Politely ask the guest to return the room key
Inform Housekeeping to look in the room for mini-bar consumption and forgotten items.
Present the bill to the guest.
Write an invoice with information provided by the guest.
Settle the account according to mode of payment.
Say farewell using the guest's name and extend an invitation to come again.
Sort out any checks, credit card slips or cash.
Settle the account in the computer.
The objective of the checkout process is to process the guest's request for  settlement of his or her account as quickly and efficiently as possible. The lodging  establishment also wants to maintain a quality- control system for both the guest and  hotel : posting errors can mean erroneous charges for the guest and lost money for the lodging establishment.
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.
  Dear Ms.  Hocks,
My name is Marian Bold , and I am currently a student at Farnborough College. I would like to apply for Hotel Guest Relation Officer position at Penny Hill Park&  Spa!
My demonstrated ability to communicate clearly and interact professionally with others, my vast experience in the customer service industry, and proven ability to excel as a member of a team , make me the perfect candidate for the Hotel Guest Relations Officer position.  I would greatly appreciate the opportunity of  interviewing with you so that I can show you how I can be a great asset to  Penny hill Hotel & Spa!   in the Hotel Guest  Relations Officer  position, and help increase your customer satisfaction even further.
Thank you very much for your consideration .
I am excited about this opportunity and I look forward to hearing from you in the future.
Sincerely,
Marian Bold
marian_bold2005@yahoo.com
Guest  Hotel Relation  Officer
A hotel relations officer is at forefront of customer service.   You are one of the first hotel workers to great guests are  they arrive.    The  position  ensures that guests are happy from the moment they step into the hotel until they leave.
A Guest Relations  Officer gives each guest a personal recognition.
You escort  V.I.Ps to their rooms and check them in  before their arrival.
You  attends promptly to customers ‘inquiries and  assists them with their needs. When it  comes to complaints, they allow guests to speak first and then provide solutions to their issues or concerns.
You should always be present in the hotel lobby and should maintain  proper decorum at all times.
You should also be familiar with the best places to tour, shop and  dine.
Penny hill hotel & Spa  establishment is  a 5* red star in Bagshot Surrey, 123 rooms on 3floors.
An impressive mid 19th- century country house covered in greenery and nested amid 123acres of rolling parkland, Penny hill hotel & Spa  is more than beautiful place to stay the night.
Here is so much choice as to how to spend your time at Pennyhill   Hotel and Spa  from paying golf, relaxing with therapist spa treatments , savouring delectable cuisine or walking through the grounds, this place is the ultimate getaway.
 In Penny hill Hotel are three kitchens  one in Spa(Themis) ,  Brasserie 3rosette ,  The Latymer headed by
2 Michelin Starred and 5 rosette .
Key Feature:
Bar
Beauty salon
Car parking
Fitness centre
Golf course
Tennis court
Swimming pool
Air conditioning
24 Hour  Room Service
Pet friendly
Wedding Services
Disabled parking
Guest room Health club
Jacuzzi
Lounge
Valeting parking
The 5 Red-star luxury hotel is located in Bagshot Surrey. The hotel is  surrounded by forest and golf course , with high ceilings offers 168 comfortably furnished rooms  overlooking the golf course and spa.
Pennyhill Hotel is wonderfully located in surrey and is just 45minute from the centre of London. With a abundance of individually   styled bedrooms and suites,  a luxury spa and  award-winning dining experiences  is an ultimate destination for all occasions a 5 star break , an international conference , your dream wedding  , a pampering spa day , afternoon tea with the girls. The  Spa is 45,000 SQ ft of  pure relaxation  are eight indoor and outdoor pools, are also several hot tubs, jacuzzis  herbal saunas and steam rooms , her,  light   bright meeting rooms, 123 acres of gardens and parkland including a 9 hole golf course.
 Pennyhill hotel amenities are : 

  Free wi-fi

Free parking

Restaurant

Fitness Centre

Swimming Pool

Room Service

Bar/Lounge

Spa

Business Centre

Wheelchair access

In the hotel, service is more of a operation, with a busy reception desk and kind staff. The  Latymer, the mood changes, and the service is enveloping and highly professional, as befits a top gastronomic restaurant.

A lovely clean spa with  everything u could need/want in a spa…
One of the best equipped gyms I’ve ever been to, with integrated My Wellnes key to record every workout on every Techno Gym machine.

Individually designed rooms in a luxury hotel and luxury spa , brasserie and high-end restaurant.

