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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- Give short answers to the following questions:
i. Prepare a list of activities performed by the front office in hotel.
The front office at any hotel has a main task as it is considered the link point between guests and various departments of the hotel. The nature of the front office operation is determined by the number of interactions and transactions between the hotel and the guest during the stay.


ii. Define the term ‘Reservation System’. What its various types?
    In the traditional way, the reservation process start once the request is received       by the hotel. There are few ways for booking such as direct booking when the client do contact the hotel directly. Or corporate, which means the guest is working with a company they have special corporate rate with the hotel. Through travel agent or tour operator. The efficient and effective reservation system is very important to maximise the hotel revenue.

Now days most of the hotels are using computerized system, and in general the traditional way was done by typing each reservation in a small with a multipart piece of paper attached to a metal frame; later on this will be filled according to date and alphabetical order on metal rack. The typical style, those slips are colour-coded to categorise the guest.
Again typical style use one rack for each day for the duration of the post three months and less racks for more distant periods. Copies of the slips will be distributed to other departments like reception, telephone operator to notify when the guest is coming.




iii. Discuss the importance of front office in a hotel property.
The front office is considered the heart of any lodging facility, and the communication nerve center where most of the contact weather with guests or with other department do happen. And it is considered the facade of the hotel as it is the first contact point between the guests and the hotel, and the first impression about the hotel is being built by the guests.
Reception do many tasks and could be grouped in two main functions: 
· Communication:
1- Providing information about rooms’ availability for sales and marketing department.
2- Selling rooms through reservation department or direct sell for walk in guests. 
3- Creating profile for guests.
4- Communicating with housekeeping about rooms and guests special requests.
5- Registration of guests.
6- Allocating rooms for pre arrival and checking in guests.
7- Handling guests’ requests, following up the guests’ account.
8- Communication with other department such as maintenance, F&B, and others.
9- Mail handling for internal departments and for guests.
10- Providing information to guests related to hotel services, or other inquiries about the surroundings of the hotel.

· Communication:
11- Taking cash deposits for rooms.
12- Taking cash for other functions happening in the hotel, 
13- Foreign currency exchange service.
14- Dealing with credit cards.
15- Check out and settling guests’ account.

iv. Outline the front office organizational structure.
If we take the general and standard traditional organizational structure for the front office we will find the following under the lead of FO manager:
Front desk clerk, cashier, room key clerk, reservation manager and reservation team, telephone operator, night auditor, bell staff, concierge and elevator operator.

· Front desk clerk
Can do multi tasks in the shift which usually include registering guests, room allocation, communicate with other departments for guests requests, answering the telephone, giving information about city to guests. In general they are considered as a contact between the lodging business and the guests along with the community.




· Cashier
This positions involves in processing checkouts for the guests. And this position will help front desk work load is manageable in peak seasons or when hotels is fully booked. Especially when there are many guests willing to checkout at the same time. These days with the use of technology an express checkout could be performed where guest could use computer technology in the guests’ room or at the lobby of the hotel to do self-checkout. As well handling the daily cash transaction such as receiving payments, down payments and even exchange of foreign currency.

· Room key clerk
This position could be found in a very large fully serviced hotels that still don’t have electronic system. And for that his job is to issue to the registered guests the room key. However this position in most hotels has vanished.

· Reservation manager
The duty of the reservation manager starts by receiving the request for booking a room weather by phone, email or through platforms. And it is very essential to takes the incoming rooms and note down any special request for the reservation. And the specifics of this job are endless, and aimed towards giving the guest the requested information and services along with accurate confirmation of these items.

· Telephone operator
The telephone operator is a very important position for lodging business. Other than locating the registered guests or the management staff at the moment of notice. They need to be prepared to deal with life-threatening crises or other emergencies.

· Night auditor
Having a good understanding for accounting principles and basics is very important for this position, as the night auditor need to balance the financial transactions on daily basis. On additional to the main duties he or she might also be as a desk clerk for the night shift.

· Bell staff
Their main job is to carry the luggage and baggage of the guests. Deliver supplies, and pass out information to guests about local attractions. And considered as a huge advantage to well-run hotel business.

· Concierge
The concierge desk is considered as an information centre for the hotel’s guests. And could provide information regarding entertainment, sport events, tours, transportation, art events, worship places, Etc. and they must be very knowledgeable and to be able to satisfy every guest’s individualised need.

· Elevator operator
Is the personnel who is operating the mechanical controls of an elevator, whoever this position is almost extinct in the hotel industry current time. Due to t h replacement of the self-operated elevators and escalators.


v. What are the responsibilities of the front office manager?
A successful front office manager work on transferring the spirit of the given hotel property to the guest, by operating with front office staff to confer the feelings of caring, warmth, friendly, efficiency and safety to each guest.
Front office manager has to train or to set a plan with Hr to make sure that all staff are trained to the technical facets of the Property Management System (PMS); this is the computer system that network the hardware and the software used for making reservation and registering guest’s databases. Point-of-sale (POS) system, and the accounting system including other software for the office.
Front office manager need to coordinate the basic elements which are considered as equipment, employees, inventory for (rooms for selling), budget, and rooms to be sold to reach the profit targets of the hotel.
As that each employee require instructions and aid in how to bring sense of hospitality, and because the attitude of the front office employees’ are very important to the industry. The front office must make certain that proper attitude is maintained, with a motivational work environment. And this require proper training programs within the boundaries and policies of the lodging business.
Proper budgeting by front office manager with the general manager is very important, due to that the FOM is in charge of large amounts of funds in her or his control. Proper budgeting require that the FOM use all the managerial skills.
The coordination between the sales and marketing departments and the front office personnel are important to take every chance to sell vacant rooms, to help reaching the financial targets of the hotel.
With the advancement of the computer, the PMS gives the complete opportunity for managerial control. She or he can easily extract report full of information to be used by sales and marketing department.

vi. How the reservation reports are generated in a hotel?
There are different reports generated by reservation departments, and all depend on the information been collected by reservation team. Those report are generated on daily, weekly and monthly period based on the information need to be generated. And could include:
1. Room availability report:
showing rooms been sold, and the available rooms to sell.
2. Expected arrivals and departures:
List of guests who will arrive, and who will check out.
3. Group status report:
List of groups will be arriving including all the information. Like meals, is it guaranteed or not, payment method, rooms allocation, Etc.
4. Special arrival list:
Normally include VIP guests or special guests with special request like special needs, allergy information, or requesting special room, Etc.
5. Turn away report:
Report showing the number of reservation requests been rejected for whatever reason.
6. Revenue forecast report:
A report showing the expected and potential revenue from the future room sales.

vii. How are electronic front office operations different from those of manual operations?
The check-in process both manual or computerized because it contain a lot of information to be exchanged between the hotel and guest it is considered a vital step, regardless which one been used.
The physical process begins as soon as a guest walks-in (no reservation) or with a confirmed reservation steps into the hotel looking for booked or requesting an accommodation. It depend on the availability of the vacant rooms to be giving to the walk-in guest, if yes room will be assigned while, the guest with a reservation will get the room according to what they requested.
There are minimum information needed for the manual method check-in including guest’s name, number of people in the group, the duration of stay and payment method. Normally rooms will be preassigned to the guests and the bellboy will take the luggage and escort them to the allotted rooms. By this time, the front desk staff will process the information collected from guests and will generate the guest’s account for the agreed duration of stay.
Compering that with a computerized check-in, only walk-in guests have to provide personal information, while guests who have reservation will only confirm the information already been giving to the hotel in the computers of reception. After allotting assigned room, the computer updates the information automatically and for the requested duration of stay, the rooms will appear as occupied.

1- Discuss the concept of yield management in detail.
Yield management or in other word choosing the most profitable reservations. It means working hard to maintain higher profit, and the only way to scale or masuer the performance is by the amount of profit or money is generated. By doing so the following groups will benefit from this type of management:
a. Guests: the higher profit and revenue is generated the guest will be happier because the management will spend more to provide better service, and the guests will be more loyal to the property or the brand, add to that the good reputation they will spread about the hotel.
b. Employees: staff must be engaged in profit making and profit taking. Management will allow them to earn more money as they generate more profit for the property.
c. Management: by setting a structured reward systems. Such systems show their need for income and accomplishment and greater profit for the property.
d. Shareholders: return on investment, share price, growth etc. are figures resulted of enhanced revenue. And as they say: Money attracts money, investors will enjoy the long term growth potential of their investment.


However, manager usually face challenges in their effort to put into action a yield management system, and those challenges are:
i. Lack of creativity:
Normally training sessions in most of the establishments ignore the portion related to creativity in the customer satisfaction.
ii. Lak of attention:
It is very difficult to stay focused all the time. And once the manager stop, things will go wrong.
iii. Targeting the wrong customer:
In yield management hotels, the right customer is the one who spend maximum amount buy buying the product and the services. Be on the loom-out of the customer with money to spend and provide the property with appropriate profit. Make use of the marketing mix variables of product, promotions, price, and distribution to appeal to and hold the right consumer; and
iv. 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.
v. Monitoring wrong signals:
Normally we keep an eye on the things that are easy to read and measure such as food cost, inventory etc. while should keep an eye on opportunities not statistics.
vi. Conflict between sales and service:
When profit 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 same goal of serving and satisfying guests;


2- Discuss the check-in and check-out procedures of a hotel.
Manual or computerized check-in there both are still considered a very vital step because a lot of information is exchanged between the hotel and the guest during this process. In a standard way the process will start from the second the guest step into the hotel as a guest with booking or as a walk-in seeking accommodation by the following steps of check-in:
i. Greet the guest:
Reception staff must be alerted all the time for being ready to greet the guests at any time they show up at the front door and the lobby area. Warm greeting to the guest will give a great impact and build a positive first impression.
ii. Verify Guest’s Identity:
Reception staff must confirm guest name, check ID (passport, driving license, etc.) as well to check confirmation number.
iii. Present the Registration Form to the Guest:
Double check the information in the booking such as room type booked, number of persons, length of stay, and if there is any special request. After that guest will be asked to sign the registration card (form) if she/he agree on the information printed in it.

iv. Confirm the Method of Payment:
If the guest is willing to pay by credit card name of the card holder must be confirmed, card’s validity and it is expiration date. For guests who are willing to pay in cash, and advance payment to cover their stay must be taken. And the account will be monitored on daily basis, to check if the deposited amount is still covering the expenses.  
v. Check and update guest’s account in the PMS:
After doing the previous steps, reception will check if there is any mail, message, parcel etc. received before the guest arrival and will be handed to her/him. Room will be assigned based on the guest booking information.
vi. Issue room key and give further details:
Room key will be issued (traditional key or card) with information printed on the key jacket such as room number check-in and check-out dates. After that reception will take the initiative by providing the guest with extra information about the facilities and services available in the property, for example breakfast serving location and time.
vii. Escort guest to the room:
Guest will be asked if they need assistance with the luggage by the attendant who can takes the guest’s baggage and escort them to the room.

The check-out process is considered the last phase of the guest’s stay, and the better this experience, the more impact and positive impression will leave in the guest’s memory and they will take with them to talk about. Normally check-out steps are as following:
i. Great the guest
As the check-in starts with greeting, check-out also will start by greeting the guest. Through greeting the guest it will give the receptionist a chance to talk to the guest and take comments about their stay.
ii. Check guest details
It is very important to double check with the clients the name and rom number to avoid mistakes with guests having similar names. If the guest leave earlier than expected, receptionist need to make sure the guest got a satisfactory service during the stay. After that guest will be asked to return the room key.
iii. Check if late check-out charge is required
Normally hotels request guests to check-out before 12:00 noon, and they charge extra for late check-out. In general hotels charge 50% of the room rate for check-out before 18:00, and full rate for check-out after 18:00. Receptionist must make sure to follow the hotel policy in term of late check-out charges.
iv. Check for late charges
It is the responsibility of the reception staff to check with the guest if there is any charges must be posted in their invoice before proceeding the check-out. For example guest might check out right away after consuming a meal in the restaurant, or consuming a mini bar item. Any discrepancy in the guest invoice might lead to unnecessary loss in the hotel’s revenue.
v. Invite the guest to double check the hotel charges
An initial print out of the bill will be printed and receptionist will invite the guest to double check the charges, and to clear out any discrepancies in the bill. After confirming the amount, the bill will be settled.

vi. Settle guest account
Receptionist will double check with the guest the method of payment. Sometimes guests will request to split their bills based on their type of travel if it is business, or in group, or through travel agent, etc.
vii. Offer assistance
After settling the bill, receptionist will ask the guest f they need any assistance of the bell service, such as booking seats in the shuttle to the airport, or storing the luggage till they leave the hotel. Front desk staff should also take the chance in making future booking for the guest upon request, especially reservations in other hotels belong to same group or chain. So in order to make the process of the check-out efficient and flawless it need to be split to three steps:
a. Gest leaving the room.
b. Guest settling the bill.
c. Guest leave the hotel.
viii. Update room status and guest history record
It is familiar that the guest will check-out ate or before 12:00 noon. Sometimes, and depending on the availability if the room and type of guest, the check-out time could be extended. However maintaining a check out routine helps the hotel and allow the housekeeping to get the rooms ready for the next guest allotted for the next guest. Some hotels are flexible with the check-out time, in such cases the next guest might need to wait in the lobby while housekeeping staff getting the rooms ready.
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