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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. The front office team carries out many different activities throughout the day, such as, room sales, guest registration, allocation of guest rooms, handling guest requests or complaints, maintaining guest accounts, cashiering, mail handling, and providing information to guests. 

ii. A reservation system is a system that a hotel would use to manage their guest’s reservations. Many hotels use modern, computerized systems such as Reslynx. Reslynx is an internal program that hotels use to manage all guests reservations, allocation of rooms, room billing and any special request that the guest may have.

 
iii. The front office is the most central and focal point of the hotel. It is here, that the guest gets the first impression of the hotel. The front office manages the guests pre-arrival, arrival, occupancy and departure. ( Ref: Fig 2.1 ) They are the link between the guest and various other departments throughout the hotel. 

iv. The front office is staffed by many different job titles. The reservation manager, bell clerk, telephone operator, desk clerk, concierge, night auditor and room key clerk all have various duties to carry out to efficiently run the front office operations. They all report directly to the front office manager, who reports to the General Manager / Assistant General Manager. Each hotel has different structures to suit their business needs. 


v. The front office manager has many responsibilities that include room sales, guest satisfaction, great communication between departments and between guests and various departments. They also have a responsibility to set a budget and adhere to that budget. They must also ensure that all staff are sufficiently trained to deal with all situations that may arise. They cannot just assume that staff can deal with certain duties. The link between the sales and marketing team, with the front office team, is vital to ensure maximum room sales revenue. 
vi. There are many different reports that can be generated to produce an overall reservation report for a hotel. This will give the senior management insight into how well the hotel is selling their room resources. The reports can be generated daily / weekly. 
A Room Availability Report will produce a list of rooms that have been sold / unsold.
Expected Arrivals and Departures List will show the guests that are due to check in or check out.
Group Status Report will show a list of groups that are expected to arrive soon, and show if it’s a guaranteed booking, any special requests or arrangements, how large the group is etc.
Special Arrivals List will show if there are any VIPs arriving.
Turnaway Report will show how many rooms / guests the hotel had to turn away.
Revenue Forecast Report will predict how much revenue the hotel will generate through room sales. 
vii. Online front office operations are much more efficient than manual operations when it comes to accepting or denying a reservation. If a computerised system is used, the reservation worker can access all the relevant information and process a reservation without minutes. Whereas a manual system requires a lot more time to access the information. 

2. Yield management is having knowledge of the anticipated guest's behaviour. The aim of yield management is to determine what business to accept or reject due to the relative value of the bookings. There are many controls to consider in yield management. A rate category control must be in place to sell out the hotel as near the arrival date as possible. This is important as a hotel could turn away higher value business if the hotel is fully booked with a short stay or discounted rooms. 

Putting in a length of stay control also assesses whether a hotel should sell a room for £100 or hold on to see if they can sell it for £150. Hotels can also assess whether they can sell that room for one night, or possibly more than one night. 

3. Hotels should provide a stress-free check in procedure to ensure complete guest satisfaction. This is the first impression that the guest has with the staff. 

It all starts with a bright and warm welcome by the staff. 
Staff should check their reservation details and proceed.
Provide the guest with the registration card to confirm the details are all correct i.e departure date, number of guests or payment method. 
Confirm the payment method. If a credit card is provided, charges can be posted onto the rooming bill, if not, this is not possible.
Issue the room key and provide the guest with any necessary information i.e check out times, breakfast times, where the bedrooms are situated or the WiFi password.

The check out procedure is another vital part of the guest's hotel experience. This can potentially create repeat customers. 

It starts with another warm greeting. This is a chance for the guest to comment on their stay.
It’s important to check the customer's details are correct. This is to ensure no mistakes are made regarding the guest receives the correct billing. 
Staff should check for any late check out fees or if there are any late charges added onto the guest's room billing. 
Present the bill to the guest to ensure they are satisfied with what they are getting charged for.
Settle the guest's account.
Finally, offer any assistance with any guests needs i.e transportation, luggage etc. 


Activity

I spoke to Lauren, Front Office Manager, at my local hotel. We spoke about her role and this is what I found out about her role:

It’s her sole responsibility to ensure the front office remains profitable, to provide a link between the guest and other departments in the hotel and ensure the front office staff are well trained. 

Her role involves using various yield management techniques to ensure the rooms are fully booked, with the maximum amount of revenue as possible. Their hotel uses a lot of group bookings throughout the summer months, so she has to determine whether to accept them in advance or wait to see if they can sell them for extra revenue. 

[bookmark: _GoBack]She also ensures that the front office staff are fully trained and ensures that the staff feel competent in their jobs. She implements on-the-job training and daily jobs to be carried out. This ensures that the guests receive excellent care and service by well-trained staff.
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