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1.
I. 
Activities performed by the front office in a hotel;
Front-of-the-House. Operations are called this because these activities are carried out in front of the guests. The functions are:

· Assign rooms 
· Check- in process
· Build quality care customers to anticipate their expectations
· Handling guest requests
· Providing information
· Storing information about customers for subsequently sending it to the appropriate departments 
· Complete documentation 
· Square room with other departments 
· Making the mail services, messaging and alarm (wake up call) when necessary or instruct us to do so.
· Register and properly control all kinds of calls that keep customers
· Uniformed service and baggage handling
· Check -out  process
· Collect bills 
· Control safes
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Back of the house. These are the activities that do not take place in front of the guests. The functions are:

· Manage reservations 
· Room sales control 
· Manage groups 
· File backup documentation 
· Develop forecasting services 
· Perform the opening and closing of invoices
· Calculate commissions and discounts 

II. 
A hotel reservation system is a computerized system that stores and distributes information of a hotel, resort, or other lodging facilities. The reservation systems are proved to be of a great help to hoteliers, it is up to a particular hotel to choose and use a system most suitable to their requirements.
A good Reservation System can significantly improve the competitiveness of the company.

Types of Reservation System.
The type of reservation system depends on the type and size of hotel.
The reservation system comes into play as soon as the request for reservation is received by the hotel. It may take the form of a direct query from the guest, through a tour operator, or the travel agent. An efficient and effective reservation system is vital to achieving maximum profitability.

III.
The importance of the reception department at the operational development of a hotel is enormous, not only due to the large number of people who come to this, but also because it is the center of operations of the establishment.
Regardless of the class or type of the hotel, the front office is its most central and vital focal point. The core of the front office and the most active part is the reception desk, which is ideally located in the front lobby of the hotel. It is the hotel’s communication nerve centre, which is where the most contact with guests occurs. Guests interact with the hotel for the first time, when they interact with the staff of the front office and they get a first impression regarding the hotel, depending upon the efficiency, behavior, and competency of the front office staff.

IV.
Standard Front Office Organizational Structure:

· The desk clerk 
· Reservations Manager 
· Cashier
· Night auditor
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· Concierge
· Telephone operator 
· Room key clerk
· Bell staff 
· Elevator operator

V.
A flourishing front office manager transfers the spirit of the given hotel property to the
guests. By using management principles, he or she operates through the front office staff to confer the feelings of caring, warmth, efficiency and safety to every guest. 

The front office manager has to train the staff in the technical facets of the Property Management System (PMS), on operational aspects of the reception area, customer service and safety standards, according to procedures of the establishment.
Authorize blocks, extended stays, late departures and courtesies to guests considering the establishment procedures.
Check that the credits and debits are made in the accounts of guests, based on the provisions of the administration and management.

He or she also needs to uphold the fragile balance between delivering hospitality and service and endorsement of the profit centers, while also maintaining the details of the communication system.
The basic elements of successful management practices: equipment, employees, inventory (rooms to be sold), sales opportunities, and a budget are also at the disposal of the front office manager. The manager has a duty to coordinate these basic elements to reach the profit targets of the lodging business.

VI.
The reservations department has a lot of information available and it has to be organized. Once the needed information is collected, guests’ portfolio is made it has to be kept up to date. When this is completed, then, daily/weekly reports based on this information need to be generated.
Such reports can include:

· Room Availability Report: A listing of the rooms sold/available that can be made on a daily or weekly basis.
· Expected Arrivals and Departure Lists: A list of guests who are scheduled to arrive or to leave on a given day.
· Group Status Report: A list of groups to arrive/depart in the week or month, along with information like the group size, whether it is a guaranteed or non-guaranteed booking, etc.
· Special Arrivals List: A list of special guests or VIPs arriving. This should include details like special requests and information about the likes/dislikes of the guest.
· Turn Away Report: A report on the number of reservation requests denied.
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· Revenue Forecast Report: A report on the potential revenue from the future room sales, in addition to the regular or latest date reports.

VII.
In this age of computerization, front office is becoming vital to provide efficient, reliable and effective services to the visitors with optimum technology input, therefore the information systems based on computers are the pillars core activities of an organization.  For companies  that provide  services such  as hotels, handled a large
amount of  information  in different processes both the administration , management,
reception, accommodation, accounting , warehouse, etc. All information must be
organized and classified so that management can make a better decisions. It is therefore important that a company has an Automated System Information to control these processes.

 Manual operations:
-Pre-arrival activities: At the pre-arrival stage, reservation requests should be introduced in a loose-leaf notebook or index card. Moreover, only reservations up to 6 months horizons shall be honored. 
-Arrival activities: At the arrival stage, guests shall either sign a page in the registration book or fill manually a registration record. 
-Occupancy activities: Under the occupancy activities, registration records shall be prepared with multi-copies. Lastly, guests with charge privileges charges and payments shall be posted to respective guest folios.
-Departure activities: At departure stage, cashiers should settle each guest account's outstanding balance and get room keys back from guests. Moreover, cashiers shall notify the housekeeping department that the room is no more occupied. In addition, cashiers shall remove room rack slips from room racks to indicate departure. Lastly, these very rack slips of departed guests shall be filed in a cardboard box to serve as a guest history record.

Electronic front office operations:
-Pre-arrival activities: the reservation department is equipped with a software package, which is interfaced and connected with one or more central reservation office(s). Moreover, the reservation department can automatically generate letters of confirmation, produce requests for guest deposits and handle pre-registration activities for all types of guests and generate daily expected arrival lists, occupancy and revenue forecast lists…
-Arrival activities: various reservation records can be transferred to front office department. All guest charges and payments are saved in electronic guest folios.
-Occupancy activities: guest purchases at different revenue outlets are electronically transferred and posted to appropriate guest accounts. 
-Departure activities: cashiers can automatically produce bills to be sent to various guests with direct billing privileges and create electronic guest history records.
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2.
Yield management is a variable pricing strategy, based on understanding, anticipating and influencing consumer behavior in order to maximize revenue or profits from a fixed, perishable resource. Yield management involves strategic control of inventory to sell it to the right customer at the right time for the right price. The aim of yield management is to choose which business to accept and which to refuse (when the demand is more than supply), based on the relative value of each booking. 
Yield Management is the idea of moving away from unfavorable business in times of high demand. But, the real skill of Yield Management is about knowing how to turn an unfavorable booking into one that becomes favorable. So, one important factor of Yield Management is teaching all workers the talent of saying yes.
The skill of saying yes is especially important when negotiating group business, which typically involves decisions regarding dates, space, and rates. Rates have to do with what the group are to pay; dates deal with when the group will be staying and space is the number of rooms the group will be using.
Turning an unfavorable offer into one that becomes a desirable contract means varying the different components until the hotel’s sales associate and the meeting planners are both satisfied with what they have. Too frequently, the hoteliers either refuse the group’s request entirely or try to adjust the group’s request in a way that it is advantageous to the hotel.

Hotels use this system in largely the same way, to calculate the rates, rooms and restrictions on sales in order to best maximize their return. 

Rate Category Controls
The aim of yield management is to make use of demand projections to figure out how much to charge for rooms in any given day. A property’s yield management objective needs to be to sell the hotel as near the arrival date as possible. This is because the more in advance a hotel is sold out with short stay or discounted business, the more the chances that high value bookings will have to be turned away. This forecasting method requires a nonstop process of comparing remaining demand for elevated rate stays (and more than one night stays) against remaining inventory available. Rate category controls to aid in ensuring available inventory to oblige the projected elevated rate demands.

Length-Of-Stay Controls
Putting the length-of-stay control in place takes the management decision rate a bit further. The core of the rate control strategy is having just one room available for sale and deciding if you should sell it to one guest for $100 now or wait and hope to sell it to another guest for $150. Alternatively, the length-of-stay is when there is one room available for sale at $150 and deciding if to sell it for one night or to wait it out, with the possibility of selling it to a different guest for four nights.
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Profits are the only measure of the success of a business. All of the following groups benefit from higher profits:

Guests—They are among the chief beneficiaries of higher profits and revenues. If
revenues are going up, it can only translate to one thing: You are better serving the
guests. The guests are happier, have greater loyalty, and tell others eagerly about
their great experience.
Employees—In order to achieve long term success, workers must be engaged in
profit making and profit taking. Allow them to earn as much money as they can by
generating more money for the property.
Management— Management needs structured reward systems. Such systems show
their need for income and accomplishment and greater profits for the property.
Shareholders and investors—Return on investment, share prices, dependable
growth etc. are all results of enhanced revenue. Money attracts money, and the
investors will savour the long-term growth potential of their investment.

Managers usually face six chief barriers in their efforts to put into an action a yield
management system. These are:

Lack of creativity – Training sessions in a majority of the establishments do not
emphasize the creative portion of the customer satisfaction.
Lack of attention—Staying focused all the time is difficult, and as soon as you stop,
things go wrong.
Monitoring the wrong signals – Generally, we keep an eye on the things that are
easy to measure, like food costs, inventory. We should keep an eye out for
opportunities, not statistics.
Conflict between sales and service – When profits are linked on two way delivery of
both sale and service, there will be conflict. The front-of-the-house, as well as, back of-the-house workers must work together for the same goal of serving and satisfying
guest.
Targeting the wrong customers – The right consumer is the one that will buy the
maximum amount of your product and services. Be on the look-out for customer
with money to spend and provide you with appropriate profit. Make use of
marketing mix variables of product, promotions, price, and distribution to appeal to
and hold the right consumer.
Rewarding the wrong behavior – A lot of the sales management policies are
created to support occupancy and the average daily rate. By rewarding the wait
staff, restaurants allow customers to encourage highly priced items. In any case the
sales may not show the best interests of the property. Yield management is designed to enhance profit and not just gross sales.

3.
Check-in is the process whereby people announce their arrival at a hotel . After a guest arrives at the hotel, the front desk agent should complete the guest registration process. This  is  to  make sure  that the  guest registration is  completed  as per the 
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hotel standard and also to collect important guest information’s. 
The minimum information needed for manual registration is the guest’s name, number of people in the group, the duration of stay and payment mode. The room is assigned to the visitors and normally the bellboy or porter takes their luggage and shows the visitors to their allotted rooms. In the meantime, the front desk processes the information obtained and generate the guest account for the required duration of stay.
When computerized check-in is used, only the walk-in (no reservation) guests have to provide personal information, while guests who have reservations only have to confirm the information already available in the computers of the reception/front desk. After allotting the assigned room, the computer updates the information automatically and for the needed duration of stay, the rooms will appear as occupied.

Check-in Procedures

· Greet the Guest
Receptionists should always be attentive to the presence of guests at the front door and lobby areas. They should give warm greetings to the guests when they approach to the front desk.
· Verify the Guest’s Identity
Ask if the guest would like to check-in. Verify the guest’s identity by checking his/her
passport, booking voucher, and confirmation number.
· Present the Registration Form to the Guest
Confirm booking information printed in the registration form with the guest. For
example, room type, room rate, the length of stay, and special requests, if there are any. Ask the guest to complete and sign the registration form if he/she agrees with the terms of accommodation arrangement.
· Confirm the Method of Payment
If a credit card is used, check the guest’s name, the card’s validity, and its expiration date. For guests who prefer paying cash, make sure they have “paid in advance” (PIA) with cash deposit. Guests should also be reminded that they will not be allowed to post any charges to their guest accounts if no credit card is provided at the time of checking in.
Procedures of handling other types of payment, e.g., personal checks or direct billings should also be handled with extra care.
· Check and Update the Information of the Guest’s Account in PMS
Check if the guest has any mail, messages, or articles, which have been received before the guest’s arrival. Select and assign a suitable room to the guest according to his/her booking information.
· Issue Room Key and Give Further Information
While issuing the room key and giving direction to the guest, a receptionist should also take the chance to provide more information of the hotel. For example, the breakfast arrangement; the operation hours of hotel’s outlets and facilities and; how to contact the hotel’s staff for assistance during the stay, etc.
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· Escort Guest to the Room
Ask if the guest need assistance from the baggage attendant who can take the guest’s baggage and escort the guest to the guest room.

Check out time is the last time the guest will come in contact with the property and the experience at this time will leave an impression that the guest will take with them. In other words, if the process is unflawed, the guest will take away pleasant memories.

Check-out Procedures

· Greet the Guest
Same as the check-in procedures, greeting is the basic of a quality service to your guest. Through greeting, a receptionist can also take the chance to ask the guest for his/her comment about the stay.
· Check Guest Details
It is important to check guest’s details, e.g., the guest’s name and room number. Guests with identical or similar names should be aware to avoid mistakes in the check-out process. If the guest leaves earlier than expected, either department will need to be informed. Double check with the guest so to make sure satisfactory
services are provided to the guest during the stay. Ask the guest to return the room key. Check the corresponding room number if ‘old-style’ metallic keys are used in the property.
· Check if Any Late Check-out Charges should be Imposed
Normally, hotels would request their guests to check-out before 12 pm. Receptionists
should follow the hotel’s policy for handling the cases of late check-out. Some hotels would charge 50% of the daily room rate for those who check-out before 6 pm and a full rate is charged after 6 pm.
· Check for Late Charges
It is the responsibility of the receptionist to ask whether the guest has used some charged services while checking out. For example, the guest may check-out immediately after he/she has consumed breakfast in the restaurant. The breakfast charge may not have been posted to the guest account by the restaurant staff if he/she is too busy in serving other tables at the moment. Consumption of mini-bar items is another common example of late charges which may require the help of room attendants in updating the status upon check-out. Any discrepancies could lead to unnecessary losses in hotel’s revenue.
· Invite Guest to Double-Check the Hotel Charges
Produce guest folios (guest bills) for guest inspection and master folios (master bills) for the tour escort’s inspection. The receptionist should print and present the master to the guest for his/her checking before bill settlement. It is the responsibility of the receptionist to explain the charges to the guest if he/she has any questions and make corrections if necessary.
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· Settle the Guest Account
Re-confirm the method of payment. It is common that some guests, especially, business travellers and tours would like to split their consumptions into two different folios (bills): master and incidental. Generally, masterfolios (master bills) only include room and breakfast charges which should be paid by enterprises to cover the necessary expenses of their travelling staff or; by travel agents which have already received the payments from tourists included in packaged prices beforehand. Other personal expenses, such as telephone, spa, and in-room movies, would be put into the incidental folios (incidental bills) as guests’ own responsibilities.
· Offer Assistance
Ask if the guest need any assistance of the bell service, shuttle or arrangement of
other transportations. Some may request the front desk to keep their baggage for a
certain period of time before their departure. Receptionists should also take the
chance to help the guests in making future reservations upon request, particularly
reservations in other hotels under the same chain.

Hence, to make this process highly efficient and flawless, it needs to be separated into three parts.
a. Guest vacating the room;
b. Guest settling the bill; and
c. Guest departing.

The hotel’s check-out time determines when the guests will typically leave the room. Most usually this is done at 12 noon. At times, depending on the availability of the room and the kind of the guest, the check out time may be extended to accommodate a guest on special request. Maintaining a check out routine helps the hotel and allows the housekeeping to get the room ready for the next guest. However, a number of smaller hotels allow flexible check-out times. In such cases the next guest allotted the room has to wait in the lobby while housekeeping gets the room ready.

Activity

I have been to Spain a few days ago, so I enquired about an establishment located where I stayed. I was in touch with the staff of the Hotel Vettonia, Merida. The Hotel Vettonia is a small hotel completely remodeled in 2011, conveniently located just 5 minutes walk to the main monuments and very central. It has 20 rooms, free internet, TV, air-conditioned, disabled access and easy parking.

The person charged of front desk gave me all details of her role in that hotel. The functions like front desk manager are: 

· Supervise and coordinate all bookings.
· Maintain control over the accuracy of the information given by the booking agents.
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· Supervise and control quotas suppliers (travel agents) to ensure they do not exceed the contracted number of rooms.
· Reviewing and modifying room rates according to the instructions of the relevant departments.
· Ensure that the database is up to date computer center.
· Ensure that all booking request is answered the same day.
· Train the staff in the technical facets of the Property Management System (PMS).
· To issue contracts with suppliers.
· Drive control movements operating income and hotel.
· Collection of bills: cash or credit (local or foreign currency, travelers checks, travel agency bonds, commissions) 
· Control of room keys.
· Control input / output guests.
· Supervise the check-in and check-out process.
· Sell and assign rooms.
· Customer Care by phone, email or at the reception.
· Coordinate the department of cleaning, maintenance and breakfasts.
· Perform parties rating, incidents, cleaning , billing, reservations , etc.
· Find new travel agents or tour operators and contact them for future contracts 
· Send information to agencies to let them know of our hotel.
· Organize the reception.
· Reset vending machines.
· Send parties of travelers to the civil guard every night.
· To meet all customers needs.
· Make all the necessary orders for the hotel.
· Make New Year closing billing.
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