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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.

A list of activities performed by the front office as follows .

1  processing advance reservations
2  registering guests  - check in 
3  rooming guest 
4 handling guest luggage
5 issuing room key
6 providing information
7 making staff schedules
8 amending reservations
9 generating reports
10 making a sales forecast
11 sales reports
12 making a reservations
13 canceling a reservation.

2. Define reservation system. What are its various types ?

Central reservation system is a type of reservation software that is used to update and maintain information of a hotel resort or other lodging facilities pertaining to inventory and rates so that's hotels are able to manage guest reservations and the process around such reservations quickly and efficiently. A central reservation is a tool to reach the global distribution system as well as internet distribution systems from one single system. A central reservation system assists hotel managers in managing their online marketing and sales, allowing them to upload their rates and availability to be seem by sales channels that are central reservations system. Sales channels may include conventional travel agencies as well as online travel agencies.

Types of reservations

tentative
confirmed
wait listed
guaranteed
non – guaranteed


3.

What are the responsibilities of the front office managers

Front office manager is responsible for hiring , training supervising and discipline all front desk, reservation and guest service staff members in order to maintain the standards of service. The manager supervises all the front office personal and to ensure the proper and smooth operations of the department, such as directing and coordinate the activities of the front office departments. 
Managers are responsible for resolving guest problems quickly and efficiently and courteously . Making sure that all office areas are clean and tidy. Ensure that staff are trained to a high standard and that they are informed of all information . Manager  to ensure the proper image of the organization is being maintained by all staff members such as uniform standards. To arrange and ensure training , refresher training are given to all members of staff.
To maintain a good communication with other departments to ensure maximum cooperation , productivity and guest satisfaction attend regular departments meetings and contribute ideas to the hotel operations. To prepare the budget for the front office department, to direct and coordinate the activities of the front office department. Review all reports generated by all sections of the department.
Respond promptly and take a supervisory role in any hotel emergency or safety situation , and convey the required emergency procedures to areas.
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Discuss the concept of yield management in details

The basic concept behind yield management is that certain fixed time limited resources , such as hotel rooms can be sold for different prices based on the time of year, the level of demand the number of rooms already sold and a wide range of external factors besides. The same product ( I e a hotel room) can be sold to two different customers for entirely different prices, because of the amount of variables invoked in the process. Yield management strategies take a data – driven approach to ensuring pricing is adjusted in order to maximize business results. Yield management is composed of a set of demand forecasting techniques , which are used to determine whether the room rates should be raised or lowered, and whether a reservation should be accepted or rejected in order to maximize revenue. Thus ,we can define yield management in a hotel industry as a technique based on the principle of demand and supply , used to maximize the revenue generated of any hotel by lowering prices to increase sales during off season ( low demand period ) and raising the prices during peak season ( high demand periods ) .
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Discuss the check in and checkout procedures of a hotel

Check in procedures

Desk clerk must welcome and greet guest on arrival. Next is to register the guest by completing a registration card the customer signs or if a guest has already made a reservation they can check on the system computer to check information is correct. Allocate a room to the guest giving them choice of availability desk clerk prepares the key card ensuring that relevant information is recorded such as arrival and departure dates and that the guest signs for the keys. Desk clerk asks which method of payment they would like to pay making sure that guest is given a receipt. Acknowledge the guest about the hotels activities , facilities with direction and location , if a guest would like a wake up call this information must be recorded.

Checkout procedures

The guest will come to the front desk so the desk clerk can check them out. The desk clerk asks the guest are they happy with the service and products and that have they enjoyed their stay. Guest gives the desk clerk their keys, then the guest receives an itemized bill of their stay. The desk clerk then tells the guest which method of payment they would like to use such as cash, debit card , cheque. Desk clerk will make sure that any paperwork documents are filed away safely and uploaded onto their computer systems. Desk clerk would advise housekeeping that the guest has checked out and the room is ready to be prepared for next guest.

Check in automated procedure

It a guest has a confirmed reservation they can go to the self check in terminal. The guests inputs necessary information , they are given choices and availability of rooms  of preference. The guest then accepts the reservation, then inserts their credit card to make payment. The terminal dispensers a receipt and issues the guest rooms keys. The terminal updates the front office records and sends arrival notifications to the concerned departments.



Automated check ins help the hotel improve their staff efficiency , rather than handle extensive lines at the counter , clerks can handle paperwork , process bills and answer phones calls with fewer interruptions . They can also focus more on customer service, and spend more time engaging with guests who want a more personalized experience.
Flaws with the check in and out automated system are as follows. 
System could be hacked into peoples personal data stolen or lost. Cost to set up automated system could be costly and complicated to use. Also using automated system cuts down on staff employees therefore not experiencing the personal service.  
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