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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)  Prepare a list of activities performed by the Front Office in a hotel:
The Front Office plays a vital role in any hotel and is the “face” of a hospitality establishment.  The Front Office department creates the first and last guest impression regarding the level of services and facilities provided.  Activities performed by the Front Office department of a hotel would consist of the following:  Reservations, Check in and registration of guest details, any guest correspondence and information requested, Concierge assistance – booking of any activities for the guest on request, baggage handling if required, Messenger service for any telephone calls for the guest, the handling of the guests accounts, checking out the guest and their bill settlement. 
2) Define Reservation System – What are the various types:
A guest will either book directly with the hotel or through a travel agent or tour operator.  An effective reservation system will achieve maximum room sales or yield.
3) What are the responsibilities of the Front Office Manager:
Key responsibilities of a Front Office manager would be managing and training the concierge, receptionists and the night auditor in the use of the various property management systems available.  Ensure that the front desk provides a first class service to the hotel customers.  Interacts with guests and handles any complaints received.  Troubleshoots and deals with crisis situations or emergencies.  Schedules the hotel staff roster and liaises with the other departments in respect to guest requirements.
4)  Discuss the concept of “Yield Management” in detail:
Yield management is a variable pricing strategy based on anticipating and influencing customer behavior in order to maximize profits.  It is basically selling the right product to the right customer for the right price.  Up selling of hotel rooms and services would be yield management. To Achieve maximum revenue your yield management strategy needs to be both reflective and forward looking.  You must be able to adjust your prices to meet the demand of your market by anticipating customer needs.  Your yield will be determined by your services offered and your market that you are catering to.
5) Discuss the check-in and check-out procedure of a hotel:
When the guest arrives at the hotel we need to complete the guest registration process.  After the guest has been greeted the guest will be asked to fill in and sign a registration card / form and must also verify his personal details. The guest will have to supply a form of identification when doing this.
The guest must then confirm the method of payment.  The receptionist will then check and update the information in the guests account on the reservation system.  The key and any further information or instructions will then be given to the guest.  The guest will then be escorted to their room and their baggage brought in.  On check-out the guest will want to settle his account, Any extra charges must be added to the account and the guest can double check that it is correctly billed.  The guest will then pay and hand back his keys, and hopefully offer some compliments on the service he has received.   The receptionist will then update the room status and the guest history record.
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