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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. Give short answers to the following questions:
I. Prepare a list of activities performed by the front office in a hotel.
  1. Accounting and communication & Efficient communications with employees & Guests & Act as a facilitator between the guest and various departments of the hotel other hotel departments & creating a hospitable image.
  2. Answering inquiries regarding hotel services, providing information on room availability to the sales & marketing department.
3. Replying to housekeeping department inquiries concerning guest reservations are but a few of the routine tasks performed continuously by the front desk in its function as the communications centre. 
4. Guests accounts must be up to date at all times Keeping the data organized is the top priority for hotels in order to have an efficient front office management.
5. facilitator between the guest and various departments of the hotel
6.Prepare the daily checkout & check in report to housekeeping department
7. check in & checkout operation which is the main job for the front office dept. 

II. Define Reservation System. What are its various types?
-The reservation system is :
It’s actually reserving a given kind of a room for a specific guest for a given duration of time. Reserving a room makes certain or guarantees the guest the availability of the room when they arrive at the hotel.

-what are the types of the reservation system :
    Tour operator, travel agent & individual (walk in )

III. Discuss the importance of front office in a hotel property.
It’s the Most central & vital focal point of the hotels & The core of the front office and the most active part is the reception desk, It is the hotel’s communication nerve centre which is where the most contact with guests occurs, Guests also interact with the hotel for the first time when they interact with the staff of the front office and they get a first impression regarding the hotel & totally it’s depending on the efficiency & behaviors and competency of the front office staff.

IV. Outline the front office organizational structure.
Desk clerk, reservations manager, cashier, night auditor, concierge, telephone operator, room key clerk, bell staff, and elevator operator as following :

1.Fronty office manager :
Directly supervises all front office personnel and ensures proper completion of all front office duties. Directs and coordinates the activities of the front desk, reservations, guest services, and telephone areas. Prepare monthly reports and budget for front office department Schedules the front office staff, Maintains working relationships and communicates with all departments. Verifies that accurate room status information is maintained and properly communicated. Resolves guest problems quickly, efficiently, and courteously. Updates group information. Maintains, monitors, and prepares group requirements. Relays information to appropriate personnel. Reviews and completes credit limit report. 



2. Reservations manager :
- takes the incoming requests for rooms and jots down any special requests for service.
- giving the guest the requested information and services along with accurate confirmation of these items.
- keep a correct account of room inventory by employing the reservation module of a property management system.
- communicate very efficiently with the sales and marketing department,, Slow and peak sales periods have to be dealt with through good planning.

3.Cashier :
- It aids in making the work load of the front desk manageable when the hotel is totally booked or busy.
- There are times when several guests need to check out at the same time so that the cashier can do a great part of supporting desk clerk & front office tasks like the checkout & check in, billing process & charging outlets bills sometimes, its depending on the hotel operation.
4. Desk clerk:
confirming guest reservations, registering guests, allocating rooms, passing out keys, communicating with housekeeping staff, attending telephones, giving information about directions to local attractions, taking cash and returning change, and acting as a liaison between the lodging business and the guest along with the community.

5.Room key clerk :
- His job is to issue keys to registered guests and for linked security measures.
- Frequently he or she will sort out incoming mail for registered guests or managerial staff
- But now days most of the hotels has the electronic key system which is means the position became obsolete.
6.Telephone operator:
- This individual has to be able to locate a registered guest or management staff at a moment’s notice.
- He or she must be prepared to deal with life threatening crises or other emergencies.


7.bell staff :
- They are the individuals who carry the baggage
- Acquaint the guests with the new environment, do minor jobs, deliver supplies, and pass out information to guests about local attractions.
-They additionally act as the hospitality link between the lodging business and the guest.
8.concierge :
- Responsible entertainment, amusements, sports, tours, transportation, church services, and baby-sitting.
- responsible for satisfy each guest’s individualized needs ,This such as  buys theatre tickets and makes reservations in restaurants for guests.
- The concierge usually available in good location in the hotel lobby it’s preferred to be a lady with nice smile & beautiful appearance.

9.Elevator operator :
- This person responsible for operating the mechanical controls of an elevator.
- No days the majority of hotels replaced the elevator operator with self operating elevators at the same time they change the title of elevator operator to traffic manager who are the people who guide guests to elevators in the lobby In big full service hotels.
- They are welcoming sight the chaos of check ins or checkouts can be reduced when they are on duty.
10. Night auditor :
- He balances the financial transactions on daily bases.
- He might also serve as desk clerk for the night shift (11:00 p.m. to 7:00 a.m.) depending on staffing availability.
- He has a good knowledge in accounting principles & billing issuing & figure out financial inconsistencies.

V. What are the responsibilities of the front office manager?
- transfers the spirit of the given hotel property to the guests by using management principles.
- operates through the front office staff to confer the feelings of caring, warmth efficiency and safety to every guest.
- Participates in the selection of front office personnel.
- train the staff in the technical facets of the Property Management System.
- Supervise the workload during shifts. Evaluates the job performance if each front office employee.
-  Also needs to uphold the fragile balance between delivering hospitality and service and endorsement of the profit centers.
- Maintains master key control.
-  monitoring the occupancy Average & rates in the hotel.
- maintaining high efficiency of the equipment, employees & inventory rooms to be sold sales opportunities, and a budget controlling. 

VI. How the reservation reports are generated in a hotel?
Ás we know that the reservations department has a lot of information available and it has to be organized well Once the needed information is collected  a guest profile is made it has to be kept up to date for easy check in & checkout & saving the guests information’s & for further reference as well , When this is completed then the reservation reports has got it infrastructure & such report will be include as following :  

1.Room Availability Report: A listing of the rooms sold/available that can be made on a daily or weekly basis;
2. Expected Arrivals and Departure Lists: A list of guests who are scheduled to arrive or to leave on a given day.
3. Group Status Report: A list of groups to arrive/depart in the week or month, along with information like the group size, whether it is a guaranteed or non guaranteed booking.
4. Special Arrivals List: A list of special guests or VIPs arriving. This should include details like special requests and information about the likes/dislikes of the guest.
5. Turn Away Report: A report on the number of reservation requests denied.   
6. Revenue Forecast Report: A report on the potential revenue from the future room sales, in addition to the regular or latest date reports.

VII. How are electronic front office operations different from those of manual operations?
-The electronic operations : 
System can perform all the tasks of the manual operation its organizes the guest data more efficiently the guests record is maintained in the hard disk of the computer this not only helps in matching the guest information, but also provides information about the importance of the guest which can be judged from the data available on computer  plus un automatic information pack up also will be copied to big capacity hard disk, This kind of information compiled on computer based reservation systems not only provides their credit standing and the reliability of the booking done through the agent but it also makes searching for data very easy.
-The manual operations :
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 Typically the slips are color coded to indicate the type of the guest.






2. Discuss the concept of yield management in details.

-Yield Management has to have knowledge of the guests anticipated behavior which is 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 when the demand is more than supply based on the relative value of each booking.
-Yield Management is the idea of moving away from unfavorable business in times of high demand, But the real skill of Yield Management is about knowing how to turn an unfavorable booking into one that becomes favorable, So one important factor of Yield Management is teaching all workers the talent of saying yes.
-Yield Management is not a very exciting term on its own But the results of a yield management programme that is well implemented are certainly exciting, Implementing properly translates into more money for the business, The key is to sell more and to do so at higher profitable terms, Profits are the only measure of the success of a business. All of the following groups benefit from higher profits:
	
3. Discuss the check in and checkout procedures of a hotel.
-check in procedures :

 (i) Greet the Guest:

Receptionists should always be attentive to the presence of guests at the front door and lobby areas. They should give warm greetings to the guests when they approach to the front desk.
(ii) 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.

(iii) Present the Registration Form to the Guest:

Confirm booking information printed in the registration form with the guest For Example: room type room rate, the length of stay, and special requests, if there are any. Ask the guest to complete and sign the registration form if he/she agrees with the terms of accommodation arrangement.


(iv) Confirm the Method of Payment:

If a credit card is used, check the guest’s name, the card’s validity, and its expiration date. For guests who prefer paying cash, make sure they have “paid in advance” (PIA) with cash deposit. Guests should also be reminded that they will not be allowed to post any charges to their guest accounts if no credit card is   provided at the time of checking in Procedures of handling other types of payment, example personal checks or direct billings should also be handled with extra care.

(v) Check and Update the Information of the Guest’s Account in PMS:

Check if the guest has any mail, messages, or articles, which have been received before the guest’s arrival. Select and assign a suitable room to the guest according to his/her booking information.

(vi) Issue Room Key and Give Further Information:

While issuing the room key and giving direction to the guest  a receptionist should also take the  chance  to  provide  more  information  of  the  hotel For :
 Example: 
The breakfast arrangement the operation hours of hotels outlets and facilities and; how to contact the hotel’s staff for assistance during the stay etc.

(vii)  Escort Guest to the Room:

Ask if the guest need assistance from the baggage attendant who can take the guest’s baggage and escort the guest to the guest room.

-Checkout procedures :
   (i) Greet the Guest:

Same as the check-in procedures, greeting is the basic of a quality service to your guest Through greeting a receptionist can also take the chance to ask the guest for his، her comment about the stay.

(ii) Check Guest Details:

It is important to check our lovely guests details :
 Example: the guests name and room number Guests with identical or similar names should be aware to avoid mistakes in the checkout process If  the guest leaves  earlier than  expected either departments will need  to  be  informed double check with the guest so to make sure satisfactory,
Services are provided to the guest during the stay Ask the guest to return the room key Check the corresponding room number if old style metallic keys are used in the property (manual key).

(iii) Check if Any Late Check-out Charges should be Imposed:
On general hotels would request their guests to checkout before 12 pm Receptionists should follow the hotels policy for handling the cases of late checkout Some hotels would charge 50% of the daily room rate for those who check-out before 6 pm and a full rate is charged after 6 pm.

(iv) Check for Late Charges:
Example: the guests may checkout immediately they consumed breakfast in the restaurant the breakfast charge may not have been posted to the guest account by the restaurant staff if he, she is too busy in serving other tables at the moment. Consumption of mini-bar items is another common example of late charges which may require the help of room attendants in updating the status upon check-out. Any discrepancies could lead to unnecessary losses in hotel’s revenue.
  (v) Invite Guest to Double-Check the Hotel Charges:
Produce guest folios, guest bills, for guest inspection and master folios (master bills) for the tour escort’s inspection. The receptionist should print and present the master to the guest for his/her checking before bill settlement It is the responsibility of the receptionist to explain the charges to the guest if he , she has any questions and make corrections if necessary.
(iii) (vi) Settle the Guest Account:

Re-confirm the method of payment. It is common that some guests, especially, business travelers and tours would like to split their consumptions into two different folios, bills, master & incidental.
Generally master bills only include room and breakfast charges  which should
be paid by enterprises to cover the necessary expenses of their travelling staff or; by travel agents  which  have  already  received  the  payments  from  tourists  included, packaged prices beforehand Other personal expenses such as telephone, spa, and in-room movies would be put into the incidental folios as guests own responsibilities.

(vii) Offer Assistance:

Ask if the guest need any assistance of the bell service, shuttle or arrangement of other transportations, Some may request the front desk to keep their baggage for a certain   period of time before their departure, Receptionists should also take the chance to help the guests in making future reservations upon request, particularly reservations in other hotels under the same chain.
Hence, to make this process highly efficient & flawless it needs to be separated into three parts.

-Guest vacating the room.
-Guest settling the bills.
-Guest departing.

Example : 
in some hotels after the guest check out & complete his bill the front desk employee not much  willing in giving attention to the guests in some complex request or guest giving their feedback about the front desk & their prompt service or some other complains , if it’s happened it will immediately destroy the reputation of the hotel & the guest may not going to book again in the same hotel , the checkout attention must be same check in attitude with warm & honest smile it’s enough to have repeatable guests & stable occupancy rate 
	

Requested 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.
1.After I contacted Mr. Osman via their email : sheraton.abudhabi@sheraton.com the front office manager at sheraton hotel here in Abu Dhabi i found his tasks similar to what we learn in how the front office manager managing his section he said their hotel is classified as 5 star hotel with total 380 room with 15 suite & 1 president suite he mentioned the following roles :	
2. They consider the front office department is the first and last impression that a guest has of the hotel, so it's my job to ensure it's a good one. Top of the list of his responsibilities is to make sure their receptionists on the front desk are, friendly and offer a warm welcome & well speedy service & efficient check in and checkout services for their guests. 
 
3.Managing and training the concierge, night auditor and team of receptionists ensure the front desk provides a professional and friendly service for customers dealing with customers, including handling complaints when they come to the desk troubleshooting emergencies scheduling his staff Rota Liaising with other departments & sometimes he is handling telephone sales outside office hours :
                                                                                                 
Example :
Guest calling his as front office manager & asking about room’s prices & this is a crucial time to convince the guest to book in our hotel not anyone else.

Example :
When there is a guest talking to front desk employee & the front office manager 
Keep monitoring the conversation process & noted will be some misunderstanding or tension going to be occur so that the availability of the front office manager is too important to intervene & introduce his name & his position, immediately but the things correctly in its place in front of the guests.
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