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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.
i. a. Reservations
   b. Check in and registration
   c. Mail and Information
   d. Uniformed service and baggage handling
   e. Telephone calls and messages
    f.  Handling guest accounts
    g. Check out and bill settlement

ii. a. A reservation system is the method by which a hotel receives and keeps information and record about a guest that intends to make use of the primary service (accommodation) that the hotel provides at the point of contact or at a later date for a given duration of time.
    b. There is the manual reservation system which involves the use of notes and racks and there is also the computerised reservation system.
iii. The focal point of a hotel establishment is the front office. Its major functions include the financial reporting and communication. It drives the communication between the various departments, between the organisation and guests, as well as amongst the staff. It keeps records of guests. The front office by its functions represents the image of the establishment. Its performance has a significant bearing on the brand recognition and repeat business as well as the bottom line of the business which ultimately determines the level of success the business will have. The front office operations comprise front of the house operations and back of the house operations. Front of the house operations have to do with activities that are carried out in front of the guests which include: check-in, booking reservation. Back of the house operations have to do with activities that do not require any form of contact with the guests.
If the front office operations are inefficient, there is the likelihood of losing customers to other establishments. Inefficiencies could lead to poor services, loss of guests records, lack of information for guests and staff and an overall deficiency in the functionality of the organisation.
iV. The organisational structure of the front office includes the following:
· The front office manager: The front office manager communicates the objectives of the hotel management board to the staff. He ensures that the staff are properly trained and also ensures that the policies of the establishment are upheld. He is also responsible for maintaining a balance between the costs and profit centres of the business.
· The front desk clerk: a person in this position can combine a number of activities including the following; guest reservations, room allocation, attending phone calls, acting as a liaison between the establishment and the community.
· The Cashier: This position requires the staff to handle guests check out.
· The reservations manager: This individual keeps information regarding the room inventory. Information about specific guests’ services and requests are also handled by this the reservations manager. Information regarding room inventory is used in managing allocation of rooms in peak periods and used in developing a sales strategy in slow periods.
· The night auditor: the individual must have a good understanding of accounting principles. He can also serve as the desk clerk for the night shift.
· The bell captain: they act as a link between the guests and the establishment. They assist in carrying luggage for the guests as well as playing a role in the delivery of supplies. They serve as tour guides to the guests on the hotel premises.
However, there are other roles that exists in hotels depending on their size, standard and operation strategy. Such positions include the following:
· Key clerk: this position exists in a hotel that has not adopted the computerised key model. The key clerk issues keys to registered guests.
· Telephone operator: 
· The elevator operator: This position does not exist in most hotels as elevators these days are user friendly and can be operated by the guests themselves.
V. The front office manager is the link between the management team and the rest of the staff members. He communicates the management strategy for the establishment to the front office staff and ensures that these strategies are executed in accordance with management’s directive.
Furthermore, he also has the responsibility of driving the profitability of the business, controlling costs as well as ensuring that the standard of service offered by the hotel does not drop. He has the responsibility of achieving the maximum output possible from each staff. Proper coordination and harmonisation of the functions of the various departments are the also the responsibility of the front office manager. Due to the fact that the main objective of the establishment is to provide service (accommodation) for their clients, it is his duty to ensure that a hospitable environment is maintained through his staff and the importance of a smooth flow of information across the various departments as well as keeping the guests well informed is an integral part of his duties. He should ensure that his staff are properly trained and ensure strict adherence to company policy as staff carry out their various duties. The front office manager needs to be a team player as well as a leader in his role. He must be able to balance the various personalities amongst his staff and ensure proper service delivery while also managing budgeting matters.
Vi.  Reservation is the art of collecting information from prospective guests and managing that information with the objective of generating business for the hotel. For reservation reports to be generated, the following information has to be available; room availability report: this shows a list of the rooms sold/available.
expected arrivals and departure lists: this is a list of the guests that are to arrive or depart on a given day.
status report: this gives more details of the booking, it shows the type of guests expected; whether a group or individual, the length of stay etc.
special arrivals list: this refers to guests that require special attention as regards their accommodation as well as other services to be provided.
turn away report: During high peak seasons, hotels tend to be fully booked and guests reservations get rejected for non-availability of rooms. It is necessary to keep a record of the number of requests made by intending guest for future reference.
revenue forecast report: from information gathered, a projection of possible income from future room sales can be ascertained. 
The above listed items are necessary for the generation of a hotel reservation report.
Vii. Electronic operations make use of a property management system. In essence, processes of in the establishment are carried with the aid of a computerised system where the various computers of the establishment are connected to the mainframe. All the activities and records of the various departments are logged in a system and the information can be accessed easily by the front office manager. It allows for quick retrieval of information. Furthermore, it serves an establishment well in the area of security as the key cards can be blocked in the event that they get missing. Information about guest’s requests and expenditure can also be viewed at a glance and this aids in accelerating the check-out process for guests.
The manual operations make use of a system where records are kept by the use of papers attached to a frame. Information for as regards guests’ requests are recorded on paper slips. These paper slips usually have copies that are dispatched to other departments for the dissemination of information.   
2. Yield Management is a pricing strategy based on the anticipation of future needs of consumer behaviour so as to maximise profit from fixed/scarce resources. Yield management in the context of the hospitality business is the concept of selling more rooms at more profitable rates. Its objective is to enhance profit and not just sales. Yield management must take into account guests demands and must have a history of the various business units in order to make proper decisions that improve the profitability of the business. It is a decision between a good business opportunity and a better one. Keeping proper record is essential as it aids in forecasting which in turn will aid the establishment in taking advantage of future opportunities. For effective forecasting to take place, the following indicators are required:
Occupancy rate: which tells of how well the hotel has utilised the room resources to maximise profit.
Guests per Occupied Room: this talks about the number of guests’ in comparison to the number of rooms sold. This enables the hotel to keep record of consumption of guests’ supplies. 
Yield management is to achieve the best result possible in comparison to the available resources. It involves close inventory control and flexible and appropriate price control decisions that can be taken by management. This strategy however, does lead to a discrepancy in product pricing. 
Yield management takes into consideration different parts of a business to reach a decision. It is essential that information is gathered from the various departments involved for a successful and holistic strategy to be developed as it involves the sale of a product that is appropriately priced and presented to an intending customer/ client at the appropriate time.
3. Check – in procedure:
The check-in process of a hotel includes the following steps 
Greet the guests: The arrival of the guests prompts the check-in process. The front desk clerk has to ensure that they pay close attention when people walk in to the building as they may be potential customers. A welcoming attitude is required at all times at the front desk. The guests must be warmly received by the staff of the hotel. 
Verify Identity: This stage is important as the hotel must be able to put a face to the information received prior to the arrival of the guests. Verification should be done by sighting a valid identity supplied by the guest. Information on the identity must tally with that already given prior to guests’ arrival in cases where booking was made in advance. A photo identification should always be the means by which a verification should take place.
Verification of Details on Registration Form: Upon verification of identification, the guest should also check the terms and conditions under which he is staying at the hotel. Hotel staff should also ensure that guests verify and concur with details of their booking as it relates to room type, duration of stay, check in and check out date, room rate and other ancillary services. The guest then has to sign the information/booking form showing that they are in agreement with the details of the transaction.
Confirm Payment Method: The method of payment should be confirmed. Hotel staff must ensure that cards details are up to date and cards used in payment at the front desk belong to the individual that is physically present. Guests that insist on paying by cash must make payments upon consumption of goods and services.
Check and Update the Information of the Guests Account in PMS: the front desk clerk should always check if the guests have any message(s) prior to their arrival.
Allocation of Room: After the guest have reached an agreement with the hotel by singing the information form, they are then allocated a room. A key card is programmed specifically for their room and they are then escorted to the room by a baggage attendant.
Information as regards others services provided by the hotel is also given to the guests concerning activities such as breakfast as well as directions to other activities provided by the hotel and other establishments within the vicinity. Direction and information is given to allow guests get around easily.
Check-out Procedure:
Greet the guest: Upon check-out, guests usually go to the front desk to inform the desk clerk of their departure. At this point, the desk clerk should take the opportunity to treat the guest warmly by greeting them and also making enquiries as regards their time at the hotel. Such treatment would ensure the likelihood of repeat business from the guest.
Check guest details: The details of the guests have to be checked before they leave the hotel. The guest name has to be checked against the appropriate room number. 
Check for late check-out charges: The receptionist should always ensure that 
there is no outstanding payment required from the guest as regards his accommodation. Most hotels require guests to check-out before 12PM and charges do apply for any check-out after 12PM except on special requests made by the guest for a late check-out.

Check for Late Charges: It is essential for the receptionist to check for late charges
because as some guests can consume goods or services just before check-out and 
guests account may not have been updated immediately. 


Guests must double check hotel charges: The guest must be given full details 
regarding their account and bills to settle if any for confirmation of goods and 
services consumed.

Settlement of Account if Necessary: Once more, the method of payment should 
be confirmed before bills are settled.

Offer Assistance: The front desk clerk/receptionist should be willing to assist the 
guest as they check out. Guests’ may require information regarding the 
transportation to the airport, or may want to leave their luggage at the hotel lobby for 
a short period before embarking on their journey to the airport. at other times, guests
may require a baggage attendant to help as they vacate the room.

Activity
I made contact with the front office manager at Chariot Hotel in person. Chariot hotel is a boutique hotel that offers air conditioning and cable TV. It offers a total of 24 rooms and prides itself in offering guests an experience/services that make them feel at home.
The hotel caters to walk-in customers as well as customers that call in to make bookings over the phone. Some of the customers pay cash and some work for companies that have account(s) with the hotel so the guest’s account is update during their stay. Guests that pay cash are reminded within 24hours to settle bills for other services provided. The bar and restaurant at the hotel are open to the public, but only guests at the hotel have access to their allocated room(s). The facilities can also be used by non-lodging guests at a fee which is set by the hotel on a case by case basis. 
The hotel has the following positions for its staff.
Security: They are usually at the entrance of the hotel premises. The man the perimeter of the hotel and ensure that property belonging to the hotel is safe. They handle parking issues and ensure the general safety of the hotel.
Receptionist: they greet guests on arrival and also provide information to guests as well as intending guests about the services the hotel provides.
Cashier: the cashier collects payment from guests that intend to lodge.
Porter: they assist guests in carrying luggage for the guests into their allocated rooms. They also assist in carrying supplies to the store room.
House-Keepers: they are charged with the responsibility of keeping the rooms clean on a daily basis either in anticipation of guests or for guests that have already checked in.
Cleaners: they keep the common areas in good order. The following areas fall within their purview; lobby, bar area, restaurant, external areas.
Bar tenders: they man the bar and serve both walk-in customers (non-lodging) and lodging guests.
Waiters: they are at the restaurants. They take orders and also serve walk-in customers and lodging guests.  
Laundry attendant: they get details from customers regarding how customers’ clothes are to be cleaned and carryout the eventual cleaning of the clothes.
Maintenance team: this team consists of a mechanical engineer, an electrical engineer and a plumber. The team takes care of technical issues and ensure proper functionality of amenities provided by the hotel.
Supervisor: the supervisor is responsible for the kitchen staff, the bar staff as well as the maintenance staff. He reports to the administrative manager.
Administrative Manager: his responsibility is to report to the general manager about the daily operations of the hotel.
Accountant: the accountant oversees the budget for the hotel operations. 
General Manager: the general manager liaises with the directors. He oversees the weekly report prepared by the accountant on income and expenses and also gets reports from the administrative manager regarding the daily operations of the hotel. The general manager also doubles as the front office manager.
The Front Office Manager’s Role
He is responsible for the general ambience of the hotel. He communicates the hotel/business objectives to the staff with the aid of the administrative manager. He is the face of the hotel. He represents the people at the background. Complaints from customers are reported to him and he handles such issues with the help of the administrative manager. He develops strategies for growing the income of the hotel and also comes up with cost cutting innovations for the business. He also carries out the function of a marketer as he looks to increase the customer base of the hotel by visiting neighbouring organisations for business opportunities.
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