[image: BOLC_Logo]                                                                  
 (
   
Assignment Cover Sheet
)



	Student Name:
	Coenrad Adolph Groenewald

	Student Number:
	1382

	Course:
	Hotel Management Dip

	Assignment NO:
	Assessment 2 – Managing Front Office



	Assessment 1  Total Marks: 30 

1. Give short answers to the following questions: (16)

I. Prepare a list of activities performed by the front office in a hotel.

The activities for front office can include but not limited to:
· Welcoming guest
· Checking in guest, fast and efficient
· Working with accounts, i.e. guest dockets, cash payments receivable, credit card payments receivable 
· Co-ordinating between all departments, this could include housekeeping, room service, accounts, maintenance, etc.

II. Define Reservation System. What are its various types?

A reservation system is a system where guest details, the room preference or booked room, the arrival date and departure date and method of payment is recorded

The various types can include
· Manual with colour coded cards
· Computerized using the PMS system of the hotel

III. Discuss the importance of front office in a hotel property.

Front office is where the guest makes first contact. This is the first face to face meeting that the guest has with staff members and experience the culture of the hotel, the friendliness, the professionalism, the ambiance and the service. The other functions of front office is accounting as they will deal with receiving of payments. The front office staff is also responsible to ensure that the correct guest is checked in under the correct reservation at the fastest possible pace. 


IV. Outline the front office organizational structure.
The structure could include the following although some roles may overlap:
· Front Office Manager
· Reservations Manager
· Cashier
· Desk Clerk
· Room Key Clerk
· Telephone Operator
· Bell Staff
· Concierge
· Elevator operator
· Night Auditor

V. What are the responsibilities of the front office manager?

The responsibilities of a front office manager summarized:
The Front office manager is responsible to ensure that all frontline staff communicates with the guest, with feelings of care, warmth, efficiency and safety. The front office manager is also responsible for training and technical facets of the property management system. The front office manager must achieve a balance between delivering hospitality and service while endorsing profit centres and maintaining all-round communication

VI. How the reservation reports are generated in a hotel?
There are daily and weekly reports available in the front office department. These reports are;
· Room availability report
This is normally a rooming list or list of rooms that has been sold and also shows availability. This report can be drawn on a daily, weekly or monthly basis

· Expected Arrivals and Departure lists
This report shows the expected guest due for departure and arrivals for the day and can also be used during breakfast periods. This report is normally printed by the night auditor.

· Group Status Report
This report shows a list of groups that is expected to arrive during the week or month and whether it is a guaranteed booking or non-guaranteed booking.

· Special Arrival Lists
This list or report shows a list of high profile or VIP guest and can include information on likes or dislike of the guest. I.E. Mr. Smith like room 112 for the view and do not like chocolates and normally want a corner seat for dinner in the restaurant with a view.

· Turn Away Report
This is a report showing the number of reservations denied

· Revenue forecast Report
This report show potential revenue for future room sales.

Additional reports that can be considered
· No show report 
Depending on hotel policy, but normally a no show is charged as the room could have been sold to another guest and is therefore seen as lost revenue.

VII. How are electronic front office operations different from those of manual
operations?

The difference is in the physical process. 
Manual Process: 
· All information needs to be recorded from start on the registration card.
· The minimum requirements would be Guest name, number of people, duration of stay and the payment method
· The room is then assigned and the guest is assisted to go to their room
Electronic
· Most data has already been confirmed on the system
· The registration card is printed and the guest can only confirm the details
· The process is a lot faster 

2. Discuss the concept of yield management in details. (4)

The basis of yield management is to sell rooms at larger profit margins. This means that decisions need to be made to sell a room at a high price for one night for example or sell the same room at a lower rate but for a longer period. This means there is less room’s empty in the hotel and the profit increase. Yield management is also to recognise when the hotel is busy or quite and to offer room rates according to occupancy. Say the hotel is a holiday resort and there is one room available during Christmas then you would not sell it at a lower or discounted rate as the chance of a booking is very good. If it is low season in the same hotel than it is good to sell rooms on a best rate basis, i.e. on booking.com, hotelbeds, expedia, agoda or any other platform to ensure that the hotel fills up for maximum profit. A room empty is a room lost

3. Discuss the check in and checkout procedures of a hotel. (4)

Check in procedure
· Meet and Greet the guest
· Verify the guest identify
· Present the registration card/form
· Confirm the method the guest will use for payment
· Check and update the guest account in the PMS
· Issue the room key and give further information if required (lots of hotels has information booklets in the rooms which they can refer to)
· Escort the guest to their room

Check out procedure
· Greet the guest
· Check guest details
· Check if a late check-out charge is required
· Check for any late charges, i.e. a coffee in the restaurant or coffee bar
· Invite the guest to double-check the charges
· Settle the guest account
· Offer assistance (i.e. luggage, transfers, etc.)
· Update the rooms status (normally to dirty so housekeeping can clean) and update the guest history records


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)
Findings for Activity
The Establishment
Protea Hotels Mbweni Ruins is a 13 bedroom boutique hotel that strive to deliver intimate and excellent customer service. The hotels ADR (Average Daily Rate) is $90 and the average occupancy is 52% for the moth of January 2015. These functions are all monitored by the Front Office Manager and the Sales team in conjunction with the General Manager
The duties of the front office manager 
· The acquisition and maintenance of GUESTS 
·  To assist with managing and overseeing the daily operation of the department 
· Maintaining the required service standards and procedures for the Front Office Department 
· Leading, training and motivating the Front Office STAFF 
· Operate the hotel’s Property Management System
· Will be required to take live booking enquiries and also follow through with the hotels reservation procedure. 
· Handling and resolving GUEST queries and complaints 
· Maintain the reception desk by ensuring the Front Office standards and procedures are implemented within the Department. 
· Duty Managers shifts 
· Training, motivating and leading the Front Office STAFF 
· Complete various aspects of Front Office administration as directed 
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