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	2  - Managing Front Office Operations



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. 
	
i) Prepare a list of activities performed by the Front Office in a Hotel

Room sales, guest registration, room allocation, handing guest requests, maintaining guest accounts, cashiering, mail handing & providing information. Cash payments, taking guest folios, check verification, foreign currency handling & credit cards.


ii) Reservation System and its various types

Engine of a lodging property; process of taking reservation bookings either through direct query from guests or sales agents.  System can be either electronic or manual.  Two system types are the Whitney System and the Central Reservation System.


iii) Importance of Front Office

Heart of the hotel & acts mainly as a facilitator providing efficient communication between guests and other hotel departments which is key in creating a good impression depending upon the efficiency, behavior and competency of the staff.



iv) Front Office Organizational Structure

Below is an outline of the Front Office Department


v) Responsibilities of the Front Office Manager
[bookmark: _GoBack]
· Ensuring the front desk provides a professional and friendly service for guests
· Managing and training the Front Office staff
· Responsible for FO operations, planning , budgeting, staffing & payroll
· Dealing with guests & acting as liaison between all other departments
· Coordination between sales & marketing & FO to ensure financial targets are reached


vi) How Reservation Reports are Generated

Guest folios are generated based on room availability, expected arrivals & departure, group status report, special arrivals, turn aways, revenue forecast, walk-in guests which in turn help generate daily/weekly reports that help with yield management. 




vii) Electronic Front Office vs Manual Operations

Manual operations requires guest information noted on multipart papers filled in order of date, name, pax, mode of payment on metal color coded racks that generate guests accounts while electronic systems need  reserved guest to reconfirm available information on the computers that automatically update information and walk-ins to quickly provide information to be filled and updated.


2. Discuss the concept of yield management in detail

Process in which hotel rooms are managed in order to maximum room revenue by controlling forecast information, by either raising or lowering room prices based on low or high demand periods, based on anticipated guests behavior.



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

Check in; Vital information is exchanged between guests & FO staff pertaining to guest name, no of pax, length of stay, mode of payment while keeping the interaction efficient & friendly, guests is assigned & escorted to room by a porter/bellboy.

Check out; has eight stages i.e greetings, counter checking bills with guest, settling accounts, updating guest history  etc while ensuring guest leaves with a good lasting impression of the hotel for future returns and referrals.

Some PMS systems generate room assignment, prints check-in forms that guests signs and automatically assigns rooms and directs to key pick up area.



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)



ROLES OF FRONT OFFICE MANAGER AT FAIRMONT THE NORFOLK

Contact Person:			Mrs. Mercy Macharia
Position:				Front Office Manager
Hotel:					Fairmont the Norfolk
Location:				Nairobi, Kenya


Describe your Hotel

Fairmont the Norfolk is 130 years old and was the first hotel in Nairobi, Kenya best known for hosting early visitors including Karen Blixen and Lord Delamare.  The Hotel still has special art and rooms dedicated to them and is a historical part of Nairobi City.


How long have you worked at Fairmont the Norfolk

Mrs. Macharia has worked for ten years in the position of Front Office Manager and recently got promoted to Rooms Division Manager.

Mercy’s Typical Day

Mercy’s starts her day with a briefing with her team followed by a quick run through of the daily arrivals, departures, and special requests.  
 
She takes them through the coming week and liaises with other departments to ensure there is proper flow of communication and everyone is on board.

Thereafter, a briefing with the rest of the hotel departmental heads, which is a 20 minute brief on the day’s activities for all departments heads to be on the same page about guests, VIPs, groups, activities expected in the day and also a brief on the previous day activities in terms of functions, rooms revenue, any information pertaining to guests to look out for.

Mercy works from morning to evening however she enjoys welcoming guests on arrival, getting feedback on their stays and recommending places and things to do while in Nairobi. 
 
According to Mercy no two days are alike.

Mercy loves the hospitality industry and says that without the guests there would be no industry so she and her term take time to create memories for guests that they will cherish and making them smile even if they are not in the best of moods.

 
What is the most challenging thing about your job?  
 
Mercy describes a challenging day as one when a guest may have complained  about services provided, getting to turn around the experience for the guests to avoid guest disappointment and dissatisfaction. 

Mercy says that it is of utmost importance to provide best service and great atmosphere for both guests and also amongst the other hotel departments and between colleagues to great a great work atmosphere.
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