[image: I:\ \750x500 logo OHSC.png]                                                                  
   Assignment Cover Sheet





	Student Name:
	Alexandra Munteanu

	Student Number:
	1803

	Course:
	Hotel Management Level 4

	Assignment No:
	Assignment 2 - Unit 2



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. 
	Please insert your completed assignment ( in word format)  here:
1. Give short answers to the following questions:

i. Prepare a list of activities performed by the front office in a hotel.
The front desk is the first point of contact of the guest with the hotel. It is a key department as it creates the links between the customer and all other departments.
Front desk 
· Processes reservations
· Welcomes and checks in the guests(s)
· Handles mail/email/information
· Handles luggage
· Telephone calls and passes on messages
· Handles guests accounts
· Checks out the guest and settles bills

             ii. Define the term ‘Reservation System.’ What are its various types?
The Reservation System is the process a guest can book a room in a hotel. This can be made through various means, such as travel agents, online channels, directly with the hotel (telephone or email) or simply by walking in. 

             iii. Discuss the importance of front office in a hotel property.
            The Front desk carries out very complex operations. It is the link between the guests and the hotel but also among the hotel departments such as housekeeping, restaurant, marketing and sales. The front desk is responsible for keeping the guests accounts up to date and well managed as well as passing on their requests to the right department. 
                    
 The front office is the most central point of the hotel. It is the first and last point of contact with the customer. It is responsible for providing the first impression of the hotel, in regards to the level of customer service, efficiency and competence. 
The front desk is vital for a smooth run of the hotel operations and the staff working in this area should be very well trained, have very good communication skills and  high level of customer service.

              iv. Outline the front office organizational structure.
            The front office is managed by the Front Desk Manager who responds to the Assistant or General Manager. The team, is responsible for a smooth running of operations, from reservations to check outs. 
             In large establishments the team will consist of nine key staff titles but in smaller places, one person can be in charge of other roles within the department. For example, a front desk clerk can act as a cashier, desk clerk, telephone operator, reservations etc.
             The team largely consists of Reservations manager, Cashier, desk clerk, room key clerk, telephone operator, bell staff, concierge, elevator operator and night auditor.
              Some of the duties have been replaced with machines and software which eases the operations and leads to a better organization of the business. For instance, the elevator operators duties slowly disappear and being replaced to a programmed elevator which does not need a person to operate. 

          v. What are the responsibilities of the front office manager?
             The front office manager is responsible for smooth running of the front office and portraying the hotel values onto the customer through the staff.  
             Main duties:
· Train staff in PMS, this is system which organizes the planners, maintains the guests and registration databases, runs reports, check in and out, manages payments, etc. 
· Deliver hospitality and service through well trained staff
· Lead by example
· Reach the profit targets of the business
· Train his or hers team in their responsibilities, customer service and policies of the business

          vi. How the reservation reports are generated in a hotel?
              The reservation reports can be generated through the PMS can consist of room availability report, expected arrivals and departures list, turn away report, revenue forecast report. These can be produced daily/weekly/monthly depending on the information needed. The investigation of these reports leads to better understanding of the hotel market, better marketing and sales strategies, implementing new procedures or any need of staff training.
             The room availability report is a list of rooms available in a given period of time
            Group status report – a list of groups expected in a given period of time
            Special arrival list – any VIP, guests with special requests arriving in a given period time
           Revenue forecast report - revenue of the potential rooms left to sell in a given time, this is a useful tool in reaching targets and creating sales strategies.

 
     vii. How are electronic front office operations different from those of manual operations?
            The electronic operations are meant to ease the business of the front desk. An electronic reservation system helps maximize sales and minimize overbookings.
              The electronic systems facilitate the deliver of good customer service. The information is available in a short period of time ready to be passed on to the guest i.e. up to date bills, check in/out.
               The electronic systems might be an efficient way of caring out tasks but the manual operations are just as important. The interaction which the guests through the check in and out process and throughout their stay is the key to hospitality and service. 

2. Discuss the concept of yield management in detail
           Yield management was first used by airline companies to maximize sales by choosing the most profitable reservations. This has been adopted by the hotel industry for the same reason. 

            Yield management is a forecasting method which focuses on the market to which the hotel can make most profit. This implies having the knowledge on guests anticipated behavior in order to sell the rooms to the right market in and maximize revenue. It mostly applies to situations when demand is more than supply, and the business needs to make choices in the markets In order to sell the right rooms to the right clientele. 
             Yield management is an important tool in rate control. Used correctly, this forecasting method dictates the rhythm on which rooms can be sold. For example, selling the last room for one night at one price can not always be the best choice. This forecasting tool encourages to refuse the one night booking and try and sell the same room for 2 or more nights. Yield management is highly affected by many factors such as, hotel position, time of the year, national holidays etc.
            Yield management can be very beneficial to the company if used correctly. By doing so, management has to train front and back office staff in how to adapt the system in order to maximize profit. Reservations must be monitored and analyzed, employees motivated and the level of service has to be in accordance with the company’s mission statement. 


3. Discuss the check - in and check-out procedures of a hotel. 

Check in
Check-in is the first interaction between the guest and the hotel. This is where the first impressions are being formed.

The host or receptionist greets the guest, verify their identity by asking their name, booking number etc. The guest is being presented with their registration form which contains a summary of his/her stay (room type, price, arrival/departure dates etc.). The guest signs the form and confirms method of payment. Most of the times the hotel will have either a deposit or a card pre-authorization. If the guest hasn’t provided any card guarantee, he or she might be asked to pay cash on check in. 

The guest is issued a rooms key and will be escorted to the room. Some hotels have full time guests host which are always on hand to provide information, plan trips and organize tours for guests.

Check out
Check-out is the last moment the guests interact with the hotel and the experience will leave an impression on the guest.

Throughout their stay, guests accounts are being kept up to date with all the services they used; such as laundry service, bar drinks, dinner etc. 
On check out the receptionist greets the guest and checks their details. The receptionist makes sure the account is up to date with all the  charges added. At this point the guest received a copy of his or hers account to double check. Any errors should be dealt with in a professional yet friendly matter. The guests settles their account and get ready to depart. Assistance with luggage, transfer or taxi should be offered before the guest leaves the hotel. 
After the guest’s departure the receptionist updates their profile onto PMS.



Activity
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. (6)

          At Hotel Penzance, the office manager, also knows as duty manager is in charge of the building whilst the general manager is absent.  She must oversee the front of house operations, assists with check in and check out if needed.  She is also responsible for supervising restaurant and housekeeping operations. She must be available to step in and help when needed or solve any problems might arise.

         Back office duties include:
· Checking reservations/payments/allocations are correct
· Ensure rates shown on channels are updated correctly
· Channel management – rates, pictures, content etc.
· Responsible for filling, keeping records up to date
· Produce invoices, process payments and manage aged debtors.

        The office manager is the point of contact for all departments, she must be trained in all areas to be able to lead, manage and supervise when on duty. 
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