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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.    The front office carries out various activities such as registration of the guest,
         room allocation, mail handling, providing proper information for the guest’s 
         needs, maintaining the guest’s account, cashiering, credit verifications, guest’s
         folio, foreign currency handling, baggage handling and concierge services.
  ii.    The reservation system tracks and holds  records of all the incoming new 
         reservations and room type inventories, it may have information such as the
         guest’s preferences (smoking room, king bed, room with a view, etc.).
         The reservation is conducted/confirmed either directly from the customer or 
         through a travel agent/tour operator, today, the majority of the hotels have 
         computerized reservation systems and are also on line with the biggest on
         line systems (like Expedia, Booking.com,etc.).
 iii.    Front office is a vital Department in a hotel as usually is the first person to
         person contact for the guest  (usually with either the Door man or the Front
         Desk clerk. Greeting the guest making sure everything is as requested
        following up after c/in to make sure the room assigned is also as preferred for 
        the guest is very important and makes the difference for the first impression.
        Also many hotels handle the Yielding and room allocation via the Front Office
        where the importance of proper yielding (when to sell discounted rates and 
        when to sell high on high demand) is very important for the hotel’s revenue
        Also the room allocation is very important in order to avoid any possible 
        over bookings or no room available vs the guest’s preferences, as requested.
 iv.   The Front Office organizational structure usually consists of the Desk Clerks 
        who are responsible for the greet and c/in and c/out procedures, the Night 
        Auditor who is responsible for making sure all guests bills and outlet and 
        cashier drops are correct, Telephone Operator who is responsible for greeting
        via phone and giving out all proper information to guest and communicate 
        properly with the according department(s) also handle possible emergencies, 
       Room Key clerk who is responsible for the room keys (not electronic keys)
       and handles possible incoming mails for guests or managerial staff. 
       The Bell Staff who are responsible for the proper carry out of the  
       guests luggage but also for providing possible extra amenities asked by the 
       customer, the cashier who is responsible for the c/out of the guests. Usually the 
       majority of these positions are carried out in most hotels either as outlined above
       or some/many times by a combination of duties (like the Front Office Clerk also 
       carries out the cashier c/out process and also concierge services).
       The reservations staff who carry out the customers’ requests room preference, 
       room allocations and also internal department proper communication.
       The concierge who is responsible for information regarding entertainments, 
       all types of activities, transportations, baby sitting, and finally the Elevator 
       operator who is responsible for the proper operation of the elevators though
       this is almost non existing any more due to automated systems in the hotels.
  v.  The responsibilities of the Front Office Manager are as follows: Needs to 
       have the supervision of the whole Front Office, give solutions to guests needs
       and or complaints, have proper inventory in place and be aware of sell 
       opportunities, coordinate the daily process within his/her department with the 
       proper weekly schedules, coordination between the Sales & Marketing 
       department is also very critical, he/she is also responsible for the proper budget
       of the department and finally must be a great team player.
vi.   The Room availability reports (a list of the rooms sold/available), Group reports
       (groups to arrive or depart, the size of the group and guarantee policy), 
       Arrivals/Departures list (arrival and departure of guests on specific day), 
       Turn away report (reservations denied/turneway) and Revenue Forecast report
       (the forecast of the occupancy and the potential revenue of a given period ).
vii.   A manual Front office operation is typical when a guest walks in and all 
        information has to be placed in the systems on the spot vs the electronic 
        procedure which has all (or the majority) of the information already placed in 
        the computerized systems, this info is from the guest’s name/address, 
        passport/ID, room rate, up to preferences and length of stay. Also Yield 
        management systems gives suggestions where then manually you have to 
        take the actions you believe are proper, the EMS system works automatically
       when you place your door card in the room slot, otherwise you manually have to 
       turn on lights, a/c, etc. The telephone system is automated with specific 
       operations on the dashboard (like press 5 for housekeeping or 2 for room 
       service) where the manual process needs you to go through the operator.
       Check out process is automated and guest can check his bill on his TV screen
       daily and before c/out, manual process you need to go over everything with 
       the clerk upon c/out and on busy hours you may be delayed.
2.    The Yield management in a hotel is very important, you have to monitor the 
       demand in the hotel and in the city, understand which segments are important 
       to sell in the hotel, close out discounted rates in busy periods and generate
       profit to the hotel by proper handling of which business to book and to avoid 
       possible room displacements with big groups, check “on the books” reports and 
       “group/transient status reports”. In other words you have to make decisions in 
       taking the most profitable reservations/groups for your hotel for the proper days
       and for the proper periods.
3.    The check in process starts with greeting the guest, filling out the registration
       form, gets verification for their ID, form of payment, update the customer’s 
      profile in PMS, issue the room key (and sometimes escort the guest to the room)
      ask for possible further more information to give out to the guest.
      The c/out procedures again start with greeting the guest and check all details in 
      the system, check if any additional charges are to apply (like mini bar/ telephone
      charges, late c/out), give a print out to the guest to check and then proceed to 
      settling the account and offer any further assistance.

      Activity:
      Spoke with the Front office Supervisor of Intercontinental hotel of Athens.
      Kostas is responsible for the weekly schedule of the department and the shift
      Supervision of the Front Desk staff, he solves any issues that may arise from 
      Guest’s needs or complaints. A very recent example was just yesterday when
      the hotel was fully booked and had to upgrade a customer, he chose out of the
      last 10 guests that were to arrive the highest paying guest and placed him in a 
      Suite as there were no standard rooms available due to some extended stays.
      He also assures and feels that it is very important to greet every guest with a 
      smile and tries his best to make sure every check in and check out is without a 
      delay and this is very critical for the guest’s ranking for the hotel.
      Finally he also calls every guest that checks in to make sure the room is in 
      proper worker order and if the guest needs any further assistance.
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