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	1.i  The front office is the central part of a hotel.  Broadly its most important roles are accounting or financial administration and efficient communication with guests, employees and other hotel departments.  Its functions cover the four stages of a guest’s stay: pre-arrival; arrival; occupancy and departure.  Specifically, the list of activities performed by the front office in a hotel include:
(a) Selling guest rooms which includes accepting reservations, handling walk-in guests that do not have a reservation and undertaking the guest registration process (considered a front of house function);
(b) Providing information to guests about the hotel and its internal offerings such as food and beverage and spa, and about external events and activities, and their locations (considered a front of house function);
(c) Coordination of guest services such as liaison between front and back of house e.g. informing maintenance of a problem notified by a guest, and the handling of guest concerns and complaints (considered a front of house function);
(d) Charting room status reports such as coordination of room sales and housekeeping: the recording of occupied status, on-change status and out of order status (considered a back of house function);
(e) The maintenance of guest accounts consisting of: construction of folio and account; posting to folios; supervision of credit levels to ensure they do not reach too high a level beyond accepted credit policy; and documenting guest transactions (considered a back of house function);
(f) Settlement of guest accounts incorporating: preparation of guest’s statement; reconciliation of the folio; and the performance of the checkout procedure (considered a front of house activity); and
(g) Construction of the guest history file for the purpose of recording a guest’s personal information for future purposes such as for loyalty programs (considered a back of 
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house activity).

1.ii The term Reservation System may be defined as a system, usually computerized, used to store and retrieve information and conduct transactions relating to the booking and reserving of accommodation for a guest.  Its main purpose is to facilitate the selling of the primary product of a hotel; its accommodation, generating customers for other hotel departments, building a good first impression for the guest, that is, the allocation of the booked room to the guest - what he or she is expecting, and the generation and provision of information to other departments in the hotel.  The reservation system deals with accommodation requests for the purpose of room allocation and guest registration.  The system responds based on its operational parameters, reservation procedures, room availability and the hotel’s reservation policies.  Forecasting from the system will allow for production and personnel scheduling.  For example, if the hotel’s occupancy is low, you may not need to have the usual number of housekeeping personnel working as when the hotel is full.

The types of reservation systems vary from a simple diary, a manual system such as the Whitney System through to computerized reservation systems.  A diary system may be as simple as recording the guest’s name, the period of his or her stay and the room allocated.  The Whitney System allows for a reservation to be recorded on a small, multipart form mounted in a frame which is filed in date and alphabetical order on a rack.  The forms or slips may be colour coded characterizing the type of guest.  There would be a dedicated rack for each day for a future predetermined timeframe which may be three months or so.  Copies of the form or slip which are also on racks would be sent to other departments when a guest checked in.  

Computerised reservation systems are now common place and have superseded manual systems in perhaps all but small bed and breakfast venues.  Large hotel groups and chains have a Centralised Reservation System handling reservations for all of their properties.  Bookings are made often over the Internet.  Major reservation systems include Abacus, Amadeus, Sabre, and Travelport GDS. 

1.iii.  The Front Office in a hotel is very important because the guest experience starts with the Front Office and most likely ends with it as well.  It is the first formal interaction the guest has with the establishment and it can be the differentiator between your product offering and your competitor.  Often the guest has not had any interaction with the hotel before as another person may have made the booking, e.g. a travel agent, travel clerk or it was booked over the internet.  The efficiency, courtesy, knowledge, competency and attitude of the Front Office staff create one of the first impressions the guests will obtain of the hotel.  This may leave a lasting impression, ideally a good impression.

The major secondary role includes accounting and communication.  Accounts must be kept 
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up to date as a guest may wish to checkout at any time.  Revenue can be lost or its 
collection delayed if accounts are not current.  It can also be a source of revenue for the hotel through the provision of business services.  It is the conduit between the hotel guest and the other departments in the hotel, for example, restaurant reservations may be made through the Front Office.  It provides a channel to sell to the guest the other service offerings of food and beverage, retail outlets -  spa and gym for example.  Its role covers reservations, check-in and registration, mail and information, porterage and concierge services, telephone services including messaging, guest accounts and check-out and settlement of the guest account.

i.iv  The Front of House organizational structure will vary depending upon the size of the hotel, the standard of service to be offered to the guests (depending upon the category of the hotel), and the nature of the guests as large touring groups may require more organization and staff support e.g. porters, than say a single business man or women travelling without much baggage.  Additionally, depending upon the nature of the clientele their arrival and departure times may well impact the organization of the Front office.  For example, a major hotel in the centre of the city accommodating business travelers and tourists may find most of their guests check in and out at consistent times every day.  Whereas, a hotel located near a busy airport may find guests check in and out at very irregular times.

In smaller establishments some of the roles outlined below maybe undertaken by one person multi-tasking.  Broadly, reporting to the Front Office Manager may well be the Assistant Front Office Manager, Reservations Manager, Head Hall Porter, Telephone Supervisor, Night Manager, Assistant Managers, Business Centre Supervisor and Cashier.  

Reporting to the Assistant Front Office Manager could be the Reception Manager, whose reports could include the Reception Supervisor, Assistant Reception Supervisor, Senior Receptionist and Receptionist.

Reporting to the Reservations Manger could be the Reservations Supervisor and Reservations Clerks.

Reporting to the Head Hall Porter could be porters, pages, drivers and doormen or women.  The Telephone Supervisor would have other telephone operators reporting to him or her.  The Night Manager would supervise the Senior Night Auditor and other night auditors.

The Assistant Managers may supervise Guest relations personnel with the Business Centre Supervisor managing Business centre clerks.  The Cashier Supervisor could have reporting into him or her, the Senior front office cashier and other cashiers.

The above structure is one which may exist in a full service, high class hotel.  Small hotels may combine the roles of front desk clerks, cashiers, telephonists and reservations clerk into 
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one position.

1.v. The responsibilities of the Front Office Manager include setting the ambiance for the hotel which is conveyed to guests through the Front Office personnel guests engage with.  Importantly, this Manager is responsible for the primary source of revenue for a hotel; the sale of its accommodation and earning the highest revenue possible for the hotel.  The best revenue possible is a major contributor to the profit of a hotel.

The Front Office Manager must manage.  He or she must work through people.  He or she needs to plan, lead, organize and control personnel, equipment and systems.  This Manager must train personnel in order that they can fully utilize the Property Management System which is likely to handle reservations, registration of guests, point of sale and accounting systems, plus other software systems which may deal with maintenance requests or even salary and wages.  

The Front Office Manager has to ensure his or her staff fully understand and apply the hotel’s policies in order to carry out their duties effectively.  Personnel need to know how they contribute to the success of the enterprise and the manager needs to motivate them to continue to perform their duties conveying the feeling of professional caring, warmth, professionalism, confidence and security to guests.

Staff need to know what discretion they can exercise in order to achieve the sale of all inventory – the rooms at the best possible pricing.  The manager needs to convey to staff for example, if they can upgrade accommodation for a regular guest in order to free up less expensive accommodation to sell to walk-ins who may not have the capacity to buy the more expensive accommodation which on the relevant day is unsold.  When a room remains unsold, its revenue like an unsold seat on an aeroplane is lost forever.  Also, the additional revenue from internal sales is lost because if there are no guests in a room, not only is the nightly tariff foregone but so are potential bar sales, movies sales from room TVs, in-room dining and minibar sales as well as sales in the hotel’s bars and restaurants.  In the cruise line business onboard revenue accounts for approximately 28% of a cruise line’s revenue but in order to achieve the maximum onboard revenue, the ship must sail full.  In a hotel, similarly, the inventory needs to be sold in order to maximise potential revenue from all sources within the hotel.  

The Front Officer manager in conjunction with the Hotel General Manager will have to establish budgetary procedures.  The budget will need to address not only the creation of maximum revenue and its collection from guests but also the management of costs such as provisions, inventory items, salary and payroll, and outgoings such as electricity, gas and water.  There is a fine line between maximizing revenue generation and maintaining profit.  If in order to sell rooms the costs of sales and marketing becomes too high and staff costs become too high, the hotel’s profitability will suffer.
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The Front Office Manager does not work in isolation from his or her contemporaries in maximizing revenue and profit for the hotel.  He or she must be an effective communicator working with other managers such as the Food and Beverage Manager, Housekeeping Manager, Sales and Marketing Manager, Engineering Manager and Human Resourcing Manager to achieve the best possible profit for the hotel.  For example, he or she must work with the Engineering Manager to ensure routine maintenance is not conducted in rooms thereby reducing inventory when due to sales and marketing efforts, there is a strong booking trend for the hotel.

In essence, the Front Office Manager has responsibility for the biggest revenue earning centre of a hotel; its accommodation.  He or she must work through others to ensure maximum revenue is earned and collected whilst containing costs in order not to dilute the product but to contribute to the maximizing of profit for the hotel.  His or her team is the face of the hotel to guests and he or she must ensure these personnel convey the intended image of the hotel to guests.

1.vi. In order for management to make informed decisions, it needs to be provided with material that indicates the anticipated demand for accommodation, inventory availability and anticipated revenue.  Without such reports, it is difficult to calculate budgets and make informed decisions on revenue generation in order to achieve a return on the capital invested in the hotel.

The course notes suggest such reports could include: room availably reports; expected arrival and departures, Group Status reports (covering number of group bookings, their size, guaranteed or not); Special Arrivals List (VIPs and their special requests); Turn Away Reports (reservations denied and the reasons for such denial) and Revenue Forecast Reports (projected revenue from future room sales for a given period which could be daily, weekly, fortnightly, monthly or seasonally).  Other valuable financial indicators include the determination of the occupancy rate, guests per room occupied, average daily room rate and revenue per available room.

I have also ascertained that hotel management would also be interested in reports such as Block & Pick-up Reports which shows how well a room category is selling (e.g. standard rooms, King rooms, single rooms and  or suites).  This report presents a breakdown of event block and pick-up by room type and attendee type.  Management would also be interested in Hotel Pick-up History reports which display the pace at which reservations are made on say 120, 90, 60, 45, 30, 21, 14 and 7 days prior to arrival.  It provides a snapshot of confirmed reservations.  Management may adjust room pricing to stimulate demand as a consequence of this information.  Other reports which may be of interest include no shows, wholesaler and agent activity and even Payment and Credit Card Reports. 

Management needs such reports to determine trends in order to be proactive in selling the
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Hotel’s accommodation at the best possible price and by the best possible means.

1.vii Electronic front office operations are different from those of manual operations due to the immediacy of information which can be extracted and that less personnel are involved in purely administrative tasks inputting and extracting data.  Broadly, electronic front office operations advantages over manual systems include: the ability to search across very large numbers of records in a very short period of time; flexibility in how the extracted data is displayed and so it can be easily used for different purposes e.g. determining the nature of guests based on age or home location or nationality; consistency and forced harmony of data – everyone inputting the data has to use the same terminology for example gender has to be “male” or “female” with no flexibility for some personnel to use words such as “man” or “woman” which could affect the ability to search the data held; many millions of records can be stored in an electronic system which otherwise may require significant storage space with manual indexing; there is the ability to easily change the data base collection process should it be determined other information should be collected and manipulated; and probably the greatest advantage is, access.  The records can be interrogated by many persons at the same time but in different views seeking different outputs.

In relation to hotels, an EFO allows for the provision of efficient, reliable and effective services to guests, management and staff throughout the hotel or even a chain of hotels.  An EFO allows the immediate checking of a reservation against data relating to room or category of rooms’ availability on a given date, its facilities and the range of tariffs that can be offered to a particular guest or range of guests.  The information can be shared widely and immediately within the hotel facilitating for example, the priority cleaning of a room because a regular guest is seeking early check-in and the hotel wants to accommodate this request.  This may not have been possible with a manual system because there would not have been real-time sharing of information.

The EFO will greatly assist in yield management.  Because the Front Office can see booking patterns and historical trends very easily, steps such as rate adjustments can be made to stimulate demand for rooms or a category of rooms based on real time data.  Once demand is stimulated pricing can be revisited.  Similarly, the registration process is much quicker as there is no need to duplicate information during registration which has already been captured during the reservation phase.  Because a guest’s information has already been captured checking in and out can be undertaken remotely with such advantages of linking point of sale information to room keys.  This allows for all sales in the hotel to be cashless and recorded to the guests account with the room key being the link.  This would not be possible with a manual system.

EFO also contributes to effective energy management.  For example activation of the hotel’s Energy Management System is triggered by a hotel guest accessing his or her room and by the placing of the room key in a dedicated socket.  This system ensures heating, ventilation, air-conditioning and some but not all lights and power is isolated when a guest leaves his or 
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her room once the room key is removed.  These savings in energy could not be as easily achieved with a manual system as it would be almost impossible for hotel staff to know when a guest was in or not in his or her room and for staff to follow turning off lights and HVAC when the room was empty.  

An EFO also helps with telephone call accounting.  In a manual system often the guest had to liaise with a hotel telephonist to book a call and after the call was completed, especially if it was a long distance call, the telephonist had to make inquiries from the telephone carrier to ascertain the cost of the call in order for the cost to be billed to the guest.  With an EFO, the guest enjoys greater privacy and less hotel staff are involved in the telephone call reducing costs to the hotel.  Billing for the call to the guest’s account occurs automatically.

The posting of all expenditure in the hotel by a guest occurs in real time from the food and beverage areas, concierge, business centre, spa, and shops etc. automatically and often with minimum paperwork and involvement of hotel staff with an EFO.  In a manual system, such purchases had to be recorded manually with sales documents being physically given to Front Office staff to manually post to a guest’s account.  There would be time delays and potential loss of revenue due to human error and the possibility that a guest checks out before his or her account was manually written up.

An EFO also allows for automatic checkout with guests being able to review their account before approaching the Front Desk staff.  The guest in the comfort of his or her room can verify their account and can be settled by Express Checkout without the need to cue in possibly long lines of guests during busy checkout times.  This would not be possible with a manual system.   Auditing and reporting are greatly enhanced due to the reasons I outlined at the beginning of this answer – the immediacy of data which can be extracted in various ways.  

2. Yield management has been described as the selling of a product or service to the right customer, at the right time and at the right price (Smart Hotels, 9 December 2012, Yield Management Strategies: The Right Room Pricing).  It has application to a business that: has a fixed number of products to sell, for example, rooms in a hotel, cabins in a cruise ship or seats in an aeroplane; the product is time bound, if you do not sell it today or tonight it remains empty and the potential revenue is lost forever; and different customers are prepared to pay a different rate for the same product, for example, those who book and pay earlier expect to pay less than walk ins.

Yield Management requires the forecasting of guests’ anticipated behavior which can be based on historical data or upcoming events, such as the city hosting a major sporting or cultural event. From this forecasting an understanding of which business most serves the hotel’s interest can be determined.  So for example, if the city in which the hotel is located is hosting the Commonwealth Games it makes sense to decline perhaps low yielding short stay tourist coach business and await longer term bookings from those attending the Games. 
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This decision would be based on the relative value of each potential guest. 

The aim of yield management is to sell as many hotel rooms as possible for the highest rate.  The hotel would be familiar with the booking behavior of its customers.  For some hotels, weekends are the most profitable times whilst for other hotels Sunday to Thursday night are the most popular due to the clientele being essentially business persons.  So on the nights where demand is high, a higher tariff should be achievable and it would make no sense not to charge for these nights at a premium to nights when hotel capacity exceeds demand. 

The yield management objective is to sell accommodation as near the arrival date as possible because the more in advance a hotel’s accommodation is sold with short stay or discounted business, the more the chances that high-value bookings will have to be declined.  Of course there needs to be a balance; there is little value in holding out to sell rooms at higher rates if the hotel is experiencing significant vacancy.  Forecasting requires the continuous comparison of anticipated demand for higher rate stays over a longer period against remaining unsold inventory. This approach is referred to as a Rate Category Control.

Another mechanism to assist yield management is the Length-Of-Stay Controls.  This is the consideration of selling inventory say for one night or to hold the accommodation with the anticipation of selling it to a different guest for a longer period.  Past experience in the market and use of Reservation Reports such as the Turn Away Report should assist in the decision making process as well as any events being hosted in the city and the duration of such events.  For example, a hotel in Melbourne located near the Australian Tennis Centre on the eve of the Australian Open might want to decline one night staying guests in the anticipation of selling a room for 14 nights – the duration of The Open.

A key skill in Yield Management is turning an unfavourable low yielding booking into one that becomes a high yielding booking. All hotel staff or front of house staff at least need to be trained and empowered to saying “yes” to guest’s requests.

This approach takes significance when negotiating group business, which usually involves
decisions regarding rates, dates and space.  Rates is the tariff the group is prepared to pay; dates deal with timing and duration the group will be staying; and space is the number of rooms the group will be booking and paying for.  There is a balance in selling to a group months in advance at a potential discount and foregoing closer in sales at higher margins.  However it would be wise to explore with Groups perhaps what other services from the hotel they may use such as the conference centre or banqueting which revenues may make up for a reduction in the room rate.

According to Kimes, S. E. (1989). The basics of yield management [Electronic version]. Cornell Hotel and Restaurant Administration Quarterly, 30(3), 14-19. Retrieved 19 May 2016, from Cornell University, School of Hospitality Administration site: http://scholarship.sha.cornell.edu/articles/456/ one of the major problems with yield 
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management systems is that they are doomed to fail if there is not commitment from top management.  Management salaries should have a portion of them linked to the success or profitability of the hotel.  

If yield management generates greater revenue and profits for a hotel it follows guests should be benefiting because they must be receiving very good service which is why they are happy to stay at the hotel and spend their money at the hotel.  Happy guests leads to repeat business and word of mouth sales will hopefully follow.  Similarly, if yield management leads to greater revenues and profits, employees benefit through security of tenure and potential higher salaries particularly if these are linked to the success of the hotel.  

Investors and shareholders also benefit from successful yield management.  Enhanced shareholder value results from increased profitability which should result in an increase in share value and dividend returns.

As Sheryl E Kimes has opined, “top management cannot assume that yield management will just “happen”; it requires careful planning and training”.  Barriers to its successful implementation include: lack of creativity in relation to guest satisfaction; lack of attention to yield management strategies and mechanisms; concentrating on the incorrect matrixes; conflict can exist between sales and service, they are not mutually exclusive providing all personnel concentrate on guest satisfaction; targeting of the less yielding customers through complacency and by not making the best use of the product offering, promotions, pricing and distribution to appeal to higher spending guests; and by rewarding wrong behavior which may be focusing on sales and revenue but not profit which is key to the success of any hotel.

3.  The check in and checkout procedures in a hotel are crucial.  It is the formal process in which the hotel actually concludes the sale by providing the guest with access to the hotel’s core product, accommodation, and the guest obtains his or her licence to occupy that accommodation.  The mode of payment or payment itself is likely to be confirmed or take place during this process as well.

The check in process is triggered by the arrival of the guest at the front desk.  The check in process will vary depending upon if the guest has accommodation reserved.  Either way the process would be to greet the guest, check his or her reservation status and seek to identify the guest.  For a walk in with no reservation, the process may be truncated depending upon availability of rooms or even the grade of accommodation the person is seeking.  It is also possible that the person may be denied accommodation if he or she is “black listed” (may be associated with credit history or behavioural issues) but this decision should be taken in accordance with the hotel’s reservation policy.  If accommodation sought is not available, alternative grades of accommodation may be offered or even a referral to another hotel; ideally a related company hotel.
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If accommodation is to be offered, the guest’s identity is to be verified and the registration form is to be offered and completed.  At this time, the room would be allocated; the rate is confirmed with the guest as is the proposed payment method.  If the hotel has an EFO the Property Management System would need to be updated or in the alternative, the manual system being used showing the room’s status as “occupied”.  The update in the system would address, name of guest, number in the party, length of stay, room allocated and payment method.  The room key would be issued and ideally the time would be taken to upsell the hotel and advise the guest of any events such as “happy hour” at the bar and where the restaurant is located and offer to make a booking on their behalf.  Depending upon the type of hotel, the guest would be escorted to his or her room with porters bringing luggage along as well.  Once in the room, the guest should be offered an explanation of how to use facilities in the room and where the hotel’s facilities are in light of the guest’s room location.

Some hotels may offer a guest registration system using Point of System utilising self-service terminals in the hotel or at the airport or even over the internet from a mobile device.  Similarly, in the cruise industry, on 23 May 2016, Royal Caribbean International successfully trialed at the port of Southampton its Next generation tablet embarkation system which facilitated the goal of “10 minutes from curb to gangway” for 6,410 passengers.

Checkout equally is a very important process.  It is the last formal engagement a guest has with the hotel, and results in the final impression he or she will have of the hotel.  Ideally you want to be in a position whereby the guest settles his or her account finally as opposed to having to make recovery from the guest post checkout.  There are three phases to the process: the guest vacating the room; settlement of the account and departure.

The checkout process involves again greeting the guest and confirming his or her identity.  Care needs to be taken to ensure it is the correct guest particularly if the guest has a common name entered into the PMS.  Even in a hotel with an EFO, it is possible not all charges have been added to the guest’s account, for example, overnight consumption from the in-room mini bar or if the guest immediately had breakfast prior to checking out.  It is worthwhile asking the guest if he or she has recently used such facilities to ensure they are added to the bill.  It is also possible an extra charge may be payable for late checkout.

The guest should be invited to review and verify his or her folio or in the case of a tour group, the master folio.  Front Office personnel should be able to explain to a guest all charges which appear on the guest bill.  Once the bill is settled, payment should be made or authorized if another party other than the guest is to settle the account, such as for Corporate accounts or tour operators.  Often bills may be split with say only the accommodation and/or meals appearing on the master folio with discretionary expenditure, such as bar, in-room movies and telephone being recorded onto the incidental folios as a guests obligation to settle.  Settlement of the account on the day may be by way of cash in local or foreign currency (care needs to be taken with respect to exchange rates), traveler’s 
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or personal cheques (not common these days unless it is a regular guest) or credit cards.  Settlement may occur after departure if the account is to be met by another party, such as tour operators or the guest’s employer.

The final part of the checkout process would be to offer assistance with luggage or arranging transport to the guest’s next destination for example.

Activity

The hotel I choose was the Royce Hotel, 379 St. Kilda Road Melbourne, Victoria, Australia and I met with Olivia Bird, Director of Sales & Marketing on 31 May 2016 although I had several telephone conversations with her previously.  

By way of background, the Royce Hotel is considered to be one of Melbourne’s finest 5 star designer, boutique hotels.  It has 100 rooms.  The hotel website states “Our facilities include our magnificent 100 rooms of accommodation, award winning dish restaurant, ultra-chic Amberoom bar and our Royce Grand Ballroom”. 

Its facilities include: the Dish restaurant; Amberoom bar; Grand Ballroom; Business Centre; Wireless Broadband in all rooms and public areas; Inter-Connecting Rooms; Kitchenette Rooms; 24 hour reception; 24 hour concierge; Gymnasium; Lobby book library; Valet dry cleaning and laundry service; Undercover valet security car parking; 24 hour room service; 42" plasma televisions in all rooms; Foreign currency exchange; Wake up calls; All rooms non-smoking; Secretarial services; Bike Hire; Banquet and meeting facilities; Outdoor courtyard; Disabled facilities; Baby-sitting service on prior arrangements; and Massage services on prior arrangements.

In my view, the hotel is beautifully appointed and very elegant.

I was informed by Ms. Bird that the hotel has an EFO and that it utilises the Maxial Solutions software and the Maxial Front Office module.  The system has direct integration with Sales & Marketing, Reservations, Guest Services, Guest History, Travel Agents, Maintenance, City Ledger, Activities, Housekeeping and Point of Sale.  It also connects with the Global Distribution System which enables automated transactions between travel service providers such as hotels, airlines, car rental companies and travel agencies.  Guests can make reservations on line.  The real time interactive front office booking chart gives access to all guest in house, arrivals, departures and past bookings and allow them full rooms management in one screen.

The Maxial system also has Sales and Marketing, Housekeeping, Trust Accounting, Integrations, POS Manager, Stock Control and Functions (banquets) modules.

The hotel has approximately 100 staff and I was informed the Front Office Manager 
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generally worked Monday to Friday generally from 0700 until 1500.  Outside of these hours, a Duty Manager handled all hotel supervision including the front desk, rooms division, and food and beverage.  A Duty Manager takes over at 1500 working until 2300 and then another Duty Manager works until 0700.  The hotel also employs a Night Auditor to supervise the updating up of the guest folios and the preparation of management reports mentioned earlier in this assignment such as occupancy reports, no shows, daily takings and revenue per available rooms.  One report I was not familiar with was the All hotels statistics report.  The hotels in the area share statistics on occupancy in order that they can judge their performance in the local market. 

The hotel has a dedicated reservation department which works Monday to Friday during normal office hours staffed by two personnel.  Noting it is a smaller hotel, front office personnel perform the roles of cashier, telephonist, key clerk and desk clerk.  They also handle reservations when the reservation office is closed.

Notwithstanding it is an EFO, handover between shifts is conducted by notes in a manual log which is reviewed by the General Manager on a daily basis.  Ms Bird in her role of Director of Sales and Marketing works closely works with the Conferencing Manager, Restaurant Manager, Maintenance Manager, Front Office Manager and the Hotel General Manager.

I was very impressed with the hotel and their willingness to spend time with me.
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