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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. 
	
ANSWERS TO ASSESSMENT 02
ANSWER 1:
The front office is the communication nerve center of any hotel and it is the first place a guest can get detailed information about the property he / she is visiting. Activities performed by the front office include the following:
· The front office act as a link or facilitator between the different departments in the hotel and the guest.
· The front office provides support to guest and also ensure prompt attention and services are made available to the guest by solving inquiries made by guests as regards hotel’s services.
· The front office provides information on room availability to the sales and marketing department to assist them with their promotions and marketing activities.
· Using front office skills and procedures, the front office ensures guests data are organized and updated frequently as this is a very important aspect of their duties.
· The front office tasks themselves with the primary core function of communication and accountability. I.e communication between guests, employees and other hotel department and also been able to account for the guest transactions while in the hotel.
· The front office works closely with the house keeping department by providing supportive information as regards guests’ reservations.
· The front office sells rooms, allocate rooms and register guests.
· The front office maintains guest accounts, handles mails, checks verification and accepts cash payments from guests.



ANSWER 2:
Reservation System
This is used to store and retrieve guest information or data gathered during the check –in and check – out procedures of a guest in a hotel. The reservation system helps in selling the primary product of the hotel which is accommodation; it also assists to generate customers and providing guest information to other department of the hotel. It could either be manual or computerized.
Types Of Reservation System: 
· Manual Reservation System: when a reservation query comes in, it is taken down on a small piece of paper, which is then later transferred on to an alphabetical order on a metal rack using color codes to indicate the type of guest. The same generated copies are made available to the other departments for them to get acquainted with it before the arrival of the said guest.
· Computerized Reservation System: All manual ways of entering guest data are taken over by the use of a computerized system for booking and record maintenance. Here the Property Management System comes into play by networking the hardware and software used in guest reservation and registration, point of sale system, accounting system and other department software.   






ANSWER 3:
Responsibilities of a Front Office Manager
· He / She trains the front office staff on the use of the property management software 
· He / She subsequently trains front office personnel on utilizing every opportunity to sell a vacant room
· He / She creates budgetary procedures with the assistance of the General Manager on funds for supplies, payroll etc
· Operates through the front office staff to confer the hospitality skills embedded in him and ensuring guest safety is taken paramount at all times and also transferring the spirit of the hotel property to the guest.
· He / She uses management elements to coordinate and ensure a profit target is reached for the hotel
· He / She coordinate with the sales and marketing department to create a profitable advertising and point of sale strategies.
· He / She uphold the balance between delivering hospitality and service endorsement while details of the communication system are maintained. 
· He / She is a team player and communicate effectively with other departmental heads to deliver excellent hospitality service












ANSWER 4:
Concept of Yield Management
Yield Management core aim is to assist the hotel to choose which business to accept and which to turn down by studying and having full knowledge of the guest’s anticipated behaviors. The key to yield management is to sell more and to do so at higher profitable terms.
In achieving yield management by any hotel manager, 6 major barriers needs to be trashed out and this include: lack of attention, lack of creativity, targeting the wrong customers, monitoring the wrong signals, conflict between sales and services and lastly rewarding the wrong behaviors.  
Also yield management if properly utilized can assist with deciding using the following parameters:
· Rate Category Control: yield management aid in ensuring available inventory to oblige the projected elevated rate demand. i.e using demand projection to figure out how much to charge for rooms in any given day. For example, if one take shorter stay booked ahead, this can make the hotel turn down high value booking down
· Length –of-stay control: using yield management can assist in knowing when to sell a room of N 15, 000 / night for another guest at N 20, 000 / night for 4 nights. E.g when a room sold at N 12,000 is been decided to wait till when to sell same room for N 15, 000. Termed as up selling.
· Group; Rates, Dates and Space: here yield management display professionalism by knowing when to turn an unfavorable booking into one that becomes favorable by teaching the selling agent how to say yes when negotiating a group business involving dates, space and rates.




ANSWER 5:
Check – in Procedures:
· Greet the guest: extend a warmth hospitality greeting to the guest upon arriving at the front office.
· Verify guest identity: ensure to confirm the identity of the guest by confirming the guest international passport or other forms of identification
· Present the registration form to the guest: ensure the guest fills the registration form properly and he /she shouldn’t leave any space blank and the guest must append their signature once done filling
· Confirm the method of payment: confirm if the guest intends to pay cash, or by credit card (confirm the validity period of card, expiry date)
· Check & update guest information on his account in the Property Management System: assign the room type as specified by the guest in his / her booking information.
· Issue Room Key & Give Further Information: after guest data has been received and documented, next is to issue to the guest the room key as well as provide information with the hotel meal arrangement and settings, operating hours of the hotel sales outlets, local attraction details, church meeting etc as requested by the guest
·  (
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Check – out Procedures:
· Greet the guest: ask about the guest stay
· Check guest details: do a run through the guest details, room number, names and room key
· Check for any late check – out charges so it can be reported according
· Check for late charges: if any late request were place before the guest check – out process, kindly confirm and add them up to the guest bill before finalizing the guest check – out.
· Invite the guest to double check his bills: this is to ensure that the guest consent is sort to actualize the amount on his bill before making any payments.
· Settle the guest account: reconfirm the method of payment for business guest as sometime tour / group guest would prefer their bills splitted into two: incidental bills (to cover personal expenses: telephone, in room movies) and master bills (to cover organizational expenses: accommodation and breakfast cost)
· Offer assistance: offer to assist the guest by alerting the bell agent services to help carry the guest luggage to his / her car for departure.
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