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                                      DIPLOMA IN HOTEL MANAGEMENT

Hotel Management -Managing Front Office Operations-

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

The front office, as the first point of contact for guests, carried out these activities:

1. Receives phone calls from potential guest wanting to make a reservation or confirm their arrivals; in fact, one of the main reason they call is to inform the hotel (receptionist) about their late arrival and they are concerned whether they would be night staff attending them.
2. Check in and room allocation.
3. Look after the guest during their stay and helping them with room’s queries, reserving hotel service such as the restaurant, health club, booking taxis.
4. Accounting.  It is time to check out and pay the bill for the guest. This is the most delicate and professional time for the receptionist and the front office department, making sure they prepare and handling the right invoice cost to the guest.

We can simply group all these operations in two major activities: COMMUNICATION and ACCOUNTING.

2.Define the term ‘Reservation System.’ What are its various types?

Reservation system is the means for selling the hotels’ products: from the reservation of a basic room, double and twin rooms, to having dinner in the hotel’s restaurant as well as attending the health club. The reservation system allows the hotel to build a profitable customer service relationship with the guest and everything is saved in their PMS Software Profile (e.g. Opera Software).  Thanks to the Reservation System, all the departments are aware of the type guest they are going to accommodate.

3.Types of Reservation System

The guest whose calling the hotel for a room reservation is a type and least expensive form of a reservation system, the online agencies like Booking.com, Expedia.com and many other is another form of reservation that thanks to advanced technology are able to send their reservation directly to the hotel computer servers and that’s an expensive but profitable reservation system (the hotel pay back to the agency a 20% of the room price to them).   
3.5 million hotels around the World are using Opera Software as their Reservation System technology.  

“Every reservation is noted on a small, multipart piece of paper attached in a metal frame; this is then filled in date and alphabetical order on a metal rack. Typically, the slips are colour - coded to indicate the type of the guest.
Normally, there is one rack for each day for the duration of the coming say three months and fewer racks for more distant periods. Copies of the slip, also on racks, can be dispatched to other departments like reception or telephones for when the guests come.”

I think the information above is quite obsolete: I am working in hospitality, front office, for the last eighteen years and never used the system above but used Fidelio Micros, Opera, Hotel Evolution 2000 and Carnival Cruise Lines Software; whole computer Reservation Systems.

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

The front office, is the most important department of the hotel as It is the first contact for a customer (guest).  In 5 star establishment, the Doorman who opens the hotel door is part of the Front Office and also the first person to interact with the guest. 
Throughout the customer stay, this department is “the bridge” for the rest of the hotel: something wrong in the room the guest calls to the reception,  and they contact the housekeeping, reserving a table and they (the reception staff) will contact the restaurant (F&B Department).
Spa access? The Guest will first contact the reception and they ultimately make the reservation in the dept. on their behalf.  
As the first contact of the hotel, and sometime the only one throughout their stay, the guest actual build professional confidence with the receptionist and they sometime rely on this confidence for any booking around the hotel (when sometimes they can call the restaurant by themselves).

5.Outline the front office organizational structure.

   —-———————Front Office Manager———---------
Reservation Manager—Cashier—Desk Clerk—Room Key Clerk—Telephone Operator—Bell Staff—Concierge—Elevator Operator—Night Auditor.
 
Nowadays, some of the above position are quite difficult to find and if they  are available, they are in five star hotels. The telephone operator (or the switchboard operator ) is also disappearing from the front office department in four star hotels and this figure is replaced by the desk clerk causing long waiting for the guest who needs assistance.


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

1- He/She is responsible for managing and training the Front Office Staff
2-Ensuring the front desk provides a professional and friendly service for guests
3-Dealing with the guest for dissatisfaction for service regarding rooms assigned.
4-Responsabile for staff scheduling- rota in order to optimise hotel’s requirements and matching the right employees (e.g. Receptionist) for the shift in relation to the arrivals of the day.
5-Acting as liaison between General Manager and staff.
6-The front office is the first contact and the last to give a good impression for the hotel so the Front Office Manager responsibility is making sure the guest has a pleasant experience in order for them to return and also helping the hotel to create a steady revenue (especially in low season it is very important).

7.How the reservation reports are generated in a hotel

Room availability: overall room available after out of order rooms
Expected arrivals: how many rooms we expect to occupy in the day date chosen.
Departure Lists:  how many rooms we expect to leave the hotel day date chosen
Group Status Report: groups expected 
Special Arrivals List: 
Turn Away Report: Denied reservation.
Revenue Forecast Report: How much revenue the hotel is expected to make in that given day date.
Average occupancy %: the occupancy percentage in the day.  In London, a Hotel “in good health” range between 85-90% occupancy


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

The main difference between the two, is that the Electronic Front Office (EFO) is able to connect the PMS software (property management system) with all the hotel department and communicate between each other.  For instance, if the room is dirty because the guest has just checked out, the housekeeping department will change the status of the room as “dirty” appearing red on the screen.  Once cleaned they above department will change it to clean or inspected (green colour).

9.Discuss the concept of yield management in detail

Yield management (nowadays is Revenue management) is the key to sell more (rooms) at higher prices.  In order to reach that, the hotel management needs to understand the best customer category brings the best revenue for the business.
Implementing Yield management correctly brings benefits to everyone: from the guest who come to stay and benefiting from better service and nicer hotel’s infrastructure to the employees that can get more pay for what they do

My personal opinion in 18 years hotel front office experience:

Some big hotels’ establishments do not really pay a great deal of attention to details in order to deliver a great, memorable experience for guests.
Hence, check in at the front office is wrongly done sending guests to occupied rooms, dirty rooms and so on, so forth..  But then, what comes to play:  It is the Infrastructure itself and location that ultimately, balance the revenue.   If the Hotel has 5 meeting rooms, Gym & SPA, 150 new, refurbished rooms, if the Hotel is located near the Airport or trafficked motorway...they can allow themeselves to invest less in training and maybe employ less people and saving thousands pounds in order to maximise revenue/profit....because the building sell by itself.

10.Discuss the check - in and check-out procedures of a hotel.

Check in:  This 5-10 minutes approach with the guest is the 1st important time when we introduce the hotel and basically it is the “Business card” of it.  Then we ask for the last name, confirm how many days of their stay, read messages, traces allocated to their PMS reservation in order to understand whether they paid un advance or not, whether they are members of the hotel and so may be they requested a specific room, and the most importantly check whether it not they paid in advance for the room through travel agency (e.g Booking.com). If not, we ask for a method of payment, cash or credit card, we take a preauthorization of the credit card for their entire stay.  Then, we allocate the room, call the housekeeping to make sure the room is clean, especially in the first hours of the morning (check in time is usually 3pm).  Then, we provide the room key, introducing the service around the hotel such as bar, restaurants opening times, check out time, number to call the reception or outside from their room and then “Enjoy your stay with us Sir/Madam”

Check out:  Check out is mainly accounting work: the guest has ended his stay in hotel and needs to pay for it.  They come to reception, they greet them asking how was their stay, and once the receptionist asked for their room number, the bill is printed.  Then, it comes the hard part:  sometimes the guest find unrelated charges on the bill mainly because of poor communication between the hotel departments such as restaurant and reception or just the PMS has not been updated or entered wrong information.  Maybe double breakfast entry, charges belonging to other rooms.. After asking the guest more information, 90% of the time the receptionist shifts the “unrelated charges” to a PM account set on the PMS; new bill is printed, the guest is content , paid and “Thank you for your custom and hope to see you soon, again, Sir/Madam”.

11.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 of your findings.

The Front Office Manager is responsible for the overall customer service, team development and support the entire Front Office team with operations. 

He/She carried out the below tasks-responsibilities:

• Manage Front Office operation, ensuring delivery guest service standards, that exceed the customers’ expectations.
• Ensure all team members receive regular training to update their skills and knowledge ensuring Brand Standards are met.
• To develop your team to anticipate guest needs, act upon and follow up guest requests and deliver a level of service and responsiveness that generates compliments
• Ensure adequate resource planning and effective recruitment of Front Office team members
• To achieve budgeted profitability and occupancy of all Front Office departments
• To make sure that all checks are carried out daily to ensure that no errors occur with guest reservations. Establish and maintain strict security procedures within Front Office.
• Ensure that all guest queries, concerns and complaints are dealt with promptly and to the satisfaction of the customer.
To deliver this role your customer service skills will need to be second to none, have the ability to mix at all levels to ensure the smooth running of your team, and be able to offer full flexibility to this vital front of house role as part of the management team.
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