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Assignment 2
Front Office Operations

1. Prepare a list of activities performed by the front office in a hotel.
     The Front Office it is the most central and vital focal point of a hotel. It is the first point of communication between hotel and guests. The main job of the Front Office is that of a facilitator between the guest and various departments of the hotel. A second job is to provide support, an aid in making services available for the guests. Bellow you can find a list of activities performed by the front office: 
a) Sales of rooms
b) Registration of guests
c) Room allocation
d) Handling guest requests 
e) Maintaining guest accounts
f) Cashiering in addition to mail handling
g) Providing information.
Upon arrival the front office will:
a) Greet people
b) Assist guest to check in to their rooms
c) Assist guest to check out
d) Handle phone enquiries and guest complaints
e) Answering phone and transfer calls to in house guests and hotel staff
f) Handle correspondence thought fax  or emails
g) Direct guests to their correct destinations
h) General administration and clerical support.

2. Define Reservation System. What are its various types?
Reservation System is a software tool used by hotel managers to manage their online sales and marketing from a single point. They also able to project their rates and rooms availabilities that are easily view – able on online sales channels. It can also be used by people that want to book a room in a hotel.
Reservation leads to actually reserving a given kind of a room for a specific guest for a given duration of time. Reservation system helps in:
· Selling the primary product of the hotel, lodging or accommodation 
· Building a good first impression on the prospective client
· Generating customers for the other departments of the hotel
· Generating and providing information to the other departments of the hotel.
     The type of reservation system depends on the type and size of hotel. Many small hotels and motel use a booking dairy to keep track of reservation and resident guests.
      The reservation system comes into a play as soon as the request for reservation is received by the hotel. It may take the form of a direct quarry from the guest or through a tour operator or the travel agent. The most common manual system used by the hotels of any type or size is known as Whiteney System.
       Every reservation is noted on a small, multipart piece of paper attached in a metal frame; this is then filled in date and alphabetical order on a metal rack. Normally there is one rack for each day for the duration of the coming say 3 months and fewer racks for more distant periods. Most hotels have computerized systems for bookings and maintenance of records.
        The large group/chain of hotels has Central Reservation Systems which handle the reservation of the various properties of a single group atoned to centralized reservation office. The most recent and most used way of making reservations is via internet. In this case bookings and reservations requests can be made by just one click on the website of the hotels concerned.  
3. What are the responsibilities of the front office manager?
      Front Office department is the first and the last impression that a guest has of the hotel. Top of the responsibilities is to make sure that receptionists on the front desk are well trained, friendly and offer a warm welcome and speedy, efficient check in and check out for guests.
       Key responsibilities are: 
a) Managing and training the concierge , night auditor and team of receptionists
b) Ensuring the front desk provides a professional and friendly service for customers
c) Dealing with customers, including handling complaints when they come to desk
d) Troubleshooting emergencies
e) Scheduling staff rota
f) Liaising with other departments
   Budgetary procedures have to be created by the front office manager because he/she is in possession of large amounts of founds in his or her control.

4. Discuss the concept of Yield management in details.
        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 and “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.
          The key is to sell more and to do so at higher profitable terms. All the following groups benefit from higher profits:
a) Guests – they are among the chief beneficiaries of higher profits and revenues
b) Employees – they will earn as much money as they can by generating more money for the property
c) Management – management needs structured reward systems
d) Shareholders and investors – return on investment, share process, dependable growth etc., are all result of enhanced revenue.
               Managers usually face six chief barriers in their efforts to put into an action a yield management system. These are:
· Lack of creativity
· Lack of attention
· Monitoring the wrong signals
· Conflict between sales and service
· Targeting the wrong customers
· Rewarding the wrong behaviour.
               Yield management has to have knowledge of the guests anticipated behaviour , also an understanding of which business most serves the hotel’s interest. The aim of yield management is to choose which business to accept and which to refuse, based on the relative value of each booking.
                 Basically yield management means selling the right room to the right client at the right moment at the right price. Yield management helps is:
a) Rate category controls – the aim of yield management is to make use of demand projection it figure how much to charge for rooms in any given day.
b) Length- of-stay controls – putting length-of-stay control in place takes the management decision a bit further
c) Groups: Rates, Dates and Space – turning an unfavourable offer into one that becomes a desirable contract means varying the different components until the hotel’s sales associate and the meeting planners are both satisfied with what they have.
d) Check in process – when computerized check in is used, only walk in guest has to provide information while guests having reservations only have to confirm the information already available in the computers of reception.

5. Discuss the check in an check out procedures of a hotel. 
      Check in process is a critical process, since a lot of vital information is exchanged between the guest and hotel staff during this process , whether check in process is manual ( starts when a guest walk in looking for accommodation) or computerised when guest has prior reservation and he will be assigned with the room he has requested.
       Procedures for check in are:
1. Greeting the guest – receptionists should always give warm greetings to the guests when they approach the front desk
2. Verify the guest’s identity – ask if the guest would like to check in . verify the guest’s identity by checking his/her passport, booking voucher and confirmation number.
3. Present the Registration Form to the guest – confirm booking information printed in the registration form with the guest. If they agree with the terms of accommodation arrangement, they will have to complete and sign the form.
4. Confirm method of payment – guest can pay by card or cash prior arrival or on the check out. If no credit card provided, guest will not be allowed to add charges to their account.
5. Check and update the information of the guest’s account in PMS – check if any email, message or article is received before the guest arrives. Select and assign a suitable room to the guest according to booking information.
6. Issue room key and give further information – receptionists should inform guest about breakfast arrangement, operation hours of hotels outlets and facilities, how to contact hotels staff for assistance during the day. In some of the hotels, receptionists gives a place map to the guest , with places around the hotel.
7. Escort guest to the room – ask if the guest need help from the baggage attendant who can take the guest baggage and escort guest to the room.
       Check out process 
      Check out point in the last contact a guest will have with the property and experience at this point will determinate what kind of impression will a guest carry with him/her.
Procedures for check out:
a) Greet the guest – greeting is the basic of a quality service to your guest. At this point you can nicely as the guest for an opinion about the stay.
b) Check guest details – it is important to check details of the guest when check out, to avoid mistakes. If the guest is checking out early , reception will have to inform the other departments. Double checks with the guest to make sure satisfactory services are provided to the guest during the stay. Ask the guest to return the room key.
c) Check if any late check-out should be imposed – usually check out is around 12 am but sometimes guest are asking for late check-out. Some hotels will charge 50% of the daily room to those who check out before 6pm and full rate is charged after 6 pm usually are requesting late check out before arrival.
d) Check for late charges – receptionist should ask whether the guest has used some charged services while checking out. Example breakfast in the restaurant or consumption of mini bar items.
e) Invite guest to double check the hotel charges – it is the responsibility of the receptionist to explain the charges to the guest if he/she has any question and make corrections if necessary.
f) Settle the guest account – reconfirm the method of payment. After confirmation, reception can give the bill to the guest.
g) Offer assistance – receptionist should ask guests if they need help with transportation arrangements, or if they would like to leave baggage in the reception while they enjoy the rest of the day or if they need any other help or information.
h) [bookmark: _GoBack]Update room status and guest history record – at this point, reception should let know the other departments about check out, so the room can be prepared for the next guest. They should attach a copy of the bill to the registration form of the guest and keep it safe as it has important details about the guest. 
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