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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. 
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1.I. Sale rooms, make a registration of the guests, handling guests request ,maintaining guests accounts, cashiering, mail handling, providing information, financial tasks handled at the front desk(foreign currency, handling cash payments), answer inquires, facilitator between the guest and various departments of the hotel, providing information on room availability to the sales and marketing departments.
1.II. It helps selling the primary product of the hotel and building a good first impression on the prospective client, generating customers for the other departments of the hotel and generating and providing information to the other departments of the hotel. The types are:
Manual system i.e Whitney System
Computerised system i.e. Central Reservation System
1.III. Plays a key role in the smooth functioning of different processes in a hotel. It also acts as a co-ordinating centre between different departments, housekeeping , marketing. Directly get in touch with the guests which helps to discover more information about the guests. Face of the hotel, the first impression of the guests.
1.IV. a. Front office manager, front desk supervisor: oversee all front office  operations for the hotel.
b. Reservation Manager takes the incoming requests for rooms and jots down any special requests for service. Has to communicate very efficiently with the sales and marketing department.
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c. Cashier position involves processing guest checkouts. It aids in  making the work load of the front desk manageable when the hotel is totally booked or busy. 
d. Desk clerk can consist of the number of jobs, which usually includes confirming guest reservation, registering guests, allocating rooms, passing out keys, attending telephones, giving information about local attractions, taking cash.
e. Room key clerk is usually found in a very large , full service hotels that, do not have electronic key system. 
f. Telephone operator has to be able to locate a registered guest or management staff at a moment’s notice.
g. Bell staff carry the baggage, acquaint the guests with the new enviroment, do minor jobs, deliver supplies, pass out information to guests about local attractions.
h. Concierge make information, regarding entertainment, amusements, sports, tours, transportation, baby-sitting,  in the area available.
i. Elevator operator operates the mechanical controls of an elevator. 
j. Night auditor in a limited service property is significantly different from his or her counterpart is a full service hotel.
1.V. Front office manager has to train the staff. Does budgetary procedures. Responsible for organizing  activities of the office employees. Oversees  variety tasks, including office operations, accounting. Monitor all VIP’s special guests and requests. Maintains working relationships and communicates with all departments.
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1. VI. Collect the guest portfolio and make daily or weekly report what is based on  the collected information: room availability report, expected arrivals and departures list, group status report, special arrivals list, turn away report, revenue forecast report. 
1.VII. With the electronic front office operations booking can be taken immediately. The computer aided the yield management functions. Generate arrivals and departures lists. Up to date records of room status and availability. Automatic night audit functions, Calendar, diary and message facilities. Computer aided housekeeping and maintenance scheduling. 
2. Yield Management is the business what most serves the hotel’ interest. The aim of yield is to choose which business to accept and which to refuse based on the relative values of the booking. Based on the customers expectation and response the differential prices are marked for profit maximization. The yield management system takes into account the constraints, the segments aimed at and the price to be set so that there is overall profit maximization. 
3. Check in – Greet the guest 
		Verify the guest’s indentify
		Present the registration from
		Confirm the method of payment
		Check and update guest’s account in the PMS
		Issue room key and give further information
		Escort guest to the room
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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
		Update room status and guest history record
Activity
I have spoken with the nearest hotel’s Front office manager. I asked him about his job responsibility. His typical day for a front office manager begins quickly. Front office manager must be able to roll with punches and handle any task that comes up quickly and efficiently. Rapid decision making is extremely important for this position. The manager will also be in charge of handling hospitality standards and training of the people that the guests deal with on a daily basis. It is also a responsibility to keep the front desk staff informed of the day to day goings on of the hotel as well. The front office manager responsible for the guest’s view of the hotel upon arrival and departure.
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