[image: BOLC_Logo]                                                                  
   Assignment Cover Sheet





	Student Name:
	Marciana Eduarda Monteiro

	Student Number:
	2377

	Course:
	Certificate in Hotel Management Level 1

	Assignment NO:
	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. 
	1. The Front Office has the following activities as their main duties.
•	Reservations
•	Check-in and Registration
•	Handle Mail and Information
•	Uniformed service and baggage handling
•	Make telephone calls and receive messages as well
•	Handling guest accounts
•	Check-out and bill settlement

2. A hotel reservation system, also known as a central reservation system (CRS) is a computerized system that stores and distributes information of a hotel, resort, or other lodging facilities.
a). GUARANTEED RESERVATION
In the guaranteed reservation the hotel assures the guest that the required rooms shall be blocked after confirmation. Under this, the hotel agrees to hold a room for a specific time of reservation following the scheduled day of arrival. Usually the guaranteed reservation, the advance deposit is sent through the various modes of payments for the anticipated charges for which the booking of the room has been requested. Thus the room revenue is secured even in the case of no show. GUARANTEED RESERVATION The following variations in the advance payment for guaranteed reservation are:
• ADVANCE DEPOSIT
An advance deposit guaranteed reservation requires that the guest pay the hotel the anticipated amount of money before arrival. Advance deposit is partially large enough to cover one or two nights' room charge. This type of reservation is more common in resorts and less in city hotels.

• PRE-PAYMENT
This requires full payment prior to the guest arrival. This is normally the most desirable form of guaranteed reservation. This type of reservation is rarely used while booking rooms in any hotel industries.

• CREDIT CARD
Guaranteeing reservations through credit card are most popular method of payment in the business hotel. It is a form of guaranteed reservation and is customary in commercial hotels. Depending on the financial status and money n bank, the credit card is issued to the buyers/ clients.

• TRAVEL AGENTS
Guest pays the travel agents in advance for their tour package and the travel agent guarantees the client's reservation. In lieu, the agent provides the voucher to the guests indicating the required services that are required to be offered by the hotel. In case of no show, the hotel generally bills travel agencies for payment, and according to the agreement the travel agent must make the payment to the hotel.

• COOPERATE
This is the contractual agreement between corporation/ companies and hotel which state that the corporation will accept financial responsibility for any no show guest. Such contracts are often popular in business hotels and down town hotels.

b). NON- GUARANTEED RESERVATION
Non- guaranteed reservation is a provisional reservation. In this reservation, neither there is any legal process of confirming the room nor is any payment for the advance deposit made. When the reservation is confirmed under the NON- GUARANTEED RESERVATION- guaranteed reservation, the hotel agrees to hold the room until the reservation cancellation hour (6 p.m.) on the day of arrival. After the cancellation hour, the room is released and the reservation gets automatically cancelled.

3.  A front office manager is the senior person in an office environment and accountable for maintaining a professional work environment, staff supervision, and administrative support. They shoulder a variety of responsibilities, often at the discretion of the company owner. These tasks can vary from managing accounting functions to allocating work assignments to approving the purchasing of office supplies. The job specifics of a front office manager largely depend on the company's needs.
Front office managers use a number of skills to successfully perform their duties. Two of these skills are a thorough knowledge of the company and an understanding of its products. Another crucial skill is an awareness of the roles of other office employees. This knowledge of the products, company structure, and employee duties allows the office manager to effectively assign job responsibilities and allocate company resources while maintaining an efficient working environment. 

Companies often expect front office managers to oversee a variety of projects. To meet each project's deadline, the manager may need to overcome delays and hurdles. These projects may also require the manager to document each project's progress. To accomplish these goals, a front office manager needs exceptional oral and written communication skills. Multitasking abilities are also helpful. 

Other important functions of a front office manager include: 
•Supervisor support 
•Office harmony 
•Crisis handling 
•Office morale 
•Troubleshooting 
•Customer service

4. Yield management is a variable pricing strategy, based on understanding, anticipating and influencing consumer behavior in order to maximize revenue or profits from a fixed, perishable resource (such as airline seats or hotel room reservations or advertising inventory). As a specific, inventory-focused branch of revenue management, yield management involves strategic control of inventory to sell it to the right customer at the right time for the right price. This process can result in price discrimination, where a firm charges customers consuming otherwise identical goods or services differing prices for doing so. Yield management is a large revenue generator for several major industries; Robert Crandall, former Chairman and CEO of American Airlines, gave yield management its name and has called it "the single most important technical development in transportation management since we entered deregulation."

Firms that engage in yield management usually use computer yield management systems to do so. The Internet has greatly facilitated this process.

Enterprises that use yield management periodically review transactions for goods or services already supplied and for goods or services to be supplied in the future. They may also review information (including statistics) about events (known future events such as holidays, or unexpected past events such as terrorist attacks), competitive information (including prices), seasonal patterns, and other pertinent factors that affect sales. The models attempt to forecast total demand for all products/services they provide, by market segment and price point. Since total demand normally exceeds what the particular firm can produce in that period, the models attempt to optimize the firm's outputs to maximize revenue.
The optimization attempts to answer the question: "Given our operating constraints, what is the best mix of products and/or services for us to produce and sell in the period, and at what prices, to generate the highest expected revenue?"

Yield Management studies by Industry
Airlines
In the passenger airline case, capacity is regarded as fixed because changing what aircraft flies a certain service based on the demand is the exception rather than the rule. When the aircraft departs, the unsold seats cannot generate any revenue and thus can be said to have perished, or have spoiled. Airlines use specialized software to monitor how seats are reserved and react accordingly. There are various inventory controls such as a nested inventory system. For example, airlines can offer discounts on low-demand flights, where the flight will likely not sell-out. The converse, selling more-expensive seats when there is excess demand, managing off demand.
Another way of capturing varying willingness to pay is to attempt market segmentation. A firm may repackage its basic inventory into different products to this end. In the passenger airline case this means implementing purchase restrictions, length of stay requirements and requiring fees for changing or canceling tickets.

The airline needs to keep a specific number of seats in reserve to cater to the probable demand for high-fare seats. This process can be managed by inventory controls or by managing the fare rules such as the AP restrictions. (30ap, 21ap, 14ap, 7ap, 0ap/walk up) The price of each seat varies directly with the number of seats reserved, that is, the fewer seats that are reserved for a particular category, the lower the price of each seat. This will continue until the price of seat in the premium class equals that of those in the concession class. Depending on this, a floor price (lower price) for the next seat to be sold is set.

Hotels
Hotels use this system in largely the same way, to calculate the rates, rooms and restrictions on sales in order to best maximize their return. These systems measure constrained and unconstrained demand along with pace to gauge which restrictions to implement, e.g. length of stay, non-refundable rate, or close to arrival. Yield management teams in the hotel industry have evolved tremendously over the last 10 years and in this global economy targeting the right distribution channels, controlling costs, and having the right market mix plays an important role in yield management. Yield management in hotels is selling rooms and services at the right price, at the right time, to the right people.

5. The Check-In Process in a Hotel
Objective: After a guest arrives at the hotel, the front desk agent should complete the guest registration process. This is to make sure that the guest registration is completed as per the hotel standard and also to collect important guest information’s.
Guest is also asked to sign on the printed registration card as a statutory requirement and also to verify that the details provided on the registration card is accurate.
When Guest arrives at the reception to check in:
•	Greet the guest.
•	Enquire the Last name / First name of the guest.
•	Search for the reservation record and print registration card ( if the same is not pre printed )
•	Present the Registration Card  to guest for verifying / reconfirming preprinted details Like :
•	First Name, Last Name.
•	Arrival Date. Time.
•	Departure Date, Expected time of departure.
•	Room Rate.
•	Room Number.
•	Room Type.
•	Method of payment.
•	Billing instructions.
•	Meal Plan
•	Request for ID Proof for local guest and Passport and Visa details for foreigners.
•	Issue guest with room key and give further information if needed
•	Escort guest to the room.

The Check-Out Process in a Hotel
As per the billing instruction mentioned on the reservation correspondence, the cashier should prepare the bill for the guest. The billing instruction should be also printed on the guest registration card.
If the billing is to be settled to the Company / Travel Agent account then check for the credit letter from the accounts and also make sure a valid AR ID is present on the Company / Travel agent profile.
When the guest arrives at reception to check-out:
•	Greet the guest
•	Check guest details
•	Check if late check-out charge is required
•	Check for late charges
•	Invite guest to double-check the hotel charges
•	Settle the guest account
•	Offer assistance
[bookmark: _GoBack]•	Update the room status and guest history record.
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