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                  Managing front office operation
Assessment 2.
1.
(I). Front office is like the mirror of the hotel. It is the first place where customers arrive and come in touch with the staff. The front office activities start from the time a guest calls or sends in a request for reservation. The reception desk performs the function like the sale of rooms, guest registration, room assignments, handling of guest request, maintenance of the guest account, cashiering along with handling mail and providing information. The financial tasks usually handle by the front desk personnel include receiving cash payment, handling guest folios, verifying cheques and handling foreign currency and credit cards.                                                                                                     The activities of front office are                                                                                                                         (a) Sell guest rooms: Here the front office accept reservation, handle walk- ins and perform the registration process.                                                                                                                                                            (b) Provide information on hotel service: Concerning internal hotel operation and about external events and location.                                                                                                                                                             (c)  Coordinate guest service: Liaison between front and back of the house areas and handle guest problems and complaints.                                                                                                                                                 (d) Chart room status report: Coordinate room sales and housekeeping occupied status, on-change status, out-of-order status.                                                                                                                                           (e) Maintaining guest account: Construction of folio and account, Posting to folios (updating) Supervision of credit levels, Documentation of guest’s transaction.                                                                                          (f) Settlement of guest account: Preparation of guest statement.  Reconciliation of folio. Perform the checkout procedure.                                                                                                                                                                (g) Construct guest history file: Record the guest’s personal data for future reference.

                                                                                                                       (pg. 1)

(II) 
Reservation system is a computerized system that stores and distributes information of a hotel, resort or other lodging facilities which assists hotel manager in managing their online marketing and sales, allowing them to upload their rate and availabilities to be seen by sales channels of the central reservation system.
Types of Reservation: (a) Guaranteed reservation: In the guaranteed reservation the hotel assures the guest that the required rooms shall be blocked after confirmation. Guest must provide the method of payment. If the guest does not show up or cancel properly, the guest will be charged for one night accommodation. If the hotel fails to provide the room for a guaranteed reservation, legal penalties can be applied if the guest files a complaint.                                                                                                     (b) Non- Guaranteed Reservation: Insures that the hotel agrees to hold a room for the guest until a stated reservation cancellation hours (usually 6p.m.) on the day of arrival.

         (III)
          Front office is one of the most important part of the hotel. It is the front face of the hotel business. The basic duty of the front office is to manage all the departments of a hotel which includes the housekeeping, accounts and online reservation. However  the most important of them all is the performance at the front desk where they are required to receive the guest and visitors. The front office manages a lot of financial items  of the hotel. They compile the guest list as well as prepare the check in and  check out forwarding it to other departments. The front office manages and handles the meetings, sort mail, answer the phone and fix up appointments top management, maintenance of record and details, data entry and other office communication. The front office people are the one who welcome the guest and  their impressive gestures can impact the future business. They will help customers about problems and complaints. They will show customers the way and carry the luggage for them. The different parts in the front office of a hotel which included reception, providing services when customers asked, mailing information, concierge and employees who manage with money (cashier). The front office of a hotel industry is perhaps the most important area of the organization.
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       (IV)
          The organizational structure of the hotel’s: Front office varies depending upon whether the facility is a small business or a large resort, certain roles are found within all organizations. It include Front office manager, The desk clerk, Reservation manager, Cashier, Night auditor, Concierge, Telephone operator, Room key clerk, Bell staff and Elevator operator. In some operation, the front desk clerk act as a cashier, desk clerk, telephone operator and reservation clerk, depending on the volume of the business. The front office Manager who should maintain a cooperative relationships between the front office and other hotel divisions and departments by encouraging communication between all areas of responsibility.

       (V)
The responsibilities of front office manager:                                                                                - Ensuring the front desk provides professional and friendly service for customers.                  - Working closely with the housekeeping department to improve guest service and foster cross departmental communication.                                                                                           - Act as a manager on duty for the hotel, dealing with complaints, problem solving, disturbances, special request and any other issues that may arise.                                          - Undertake full responsibility for managing operating expenses and purchasing for the department.                                                                                                                                 - To check cashiers in and out and verifies banks and deposits at the end of each shift.          - Hold monthly department meetings keeping staff informed of all activities in the hotel, reinforcing standards of excellence and promoting a strong team atmosphere and culture.       - Scheduling front staff rota.                                                                                                        - To supervise and control all Front of House areas to the standards laid down by the Company, maximizing revenues and profits to agreed budgetary limits.   
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(VI)
Reservation reports can include:                                                                                             (a) Room availability report which is listing of the room sold or available that can be made on a daily or weekly basis.                                                                                                            (b) Expected arrivals and departure list gives the number of guests who are scheduled to arrive or to leave on a given day.                                                                                              (c) Group status report gives the details of groups to arrive or depart in the week or month, along with information like the group size and whether it is a guaranteed or non-guaranteed booking.                                                                                                                                    (d) Special arrivals list is a list of special guest or VIPs arriving with the details like special request and information about likes and dislikes of the guest.                                                (e) Turn away report is the number of reservation requests denied.                                        (f) Revenue forecast report is a report on the potential revenue from the future room sales, in addition to the regular or latest date reports.    
(VII)
Electronic front office operations has computerized system that store and distributes information of a hotel, resort or other lodging facilities which assists hotel managers in managing their online marketing and sales, allowing them to upload their rates and availabilities to be seen by sales channels of other central reservation system. W call accounting is a computer technology application that tracks guest phone calls and posts billing charges to lodging establishment.                                                                                The most common manual system used by hotels of any type or size is known as whitney  system devised by whitney paper corporation of new York in the 1940s. In this system each reservation is recorded on a small, multipart piece of paper mounted in a metal frame, which in turn, is filled in date and alphabetical order on a metal rack. The slips are usually colour coded to denote the type of guest .      



                                                                                                                                     (pg. 4) 
(2)
Concept of yield management:                                                                                                         Yield management is a pricing strategy, based on understanding, anticipating and influencing consumer behavior in order to maximize revenue or profit from a fixed perishable resource like hotel reservation. To achieve maximum revenue, a yield management system needs to have an understanding of what has happened before and what is happening at present, using this historical data to predict what may then happen in the future. So the yield management system will periodically review transaction that have occurred between the consumer and the hotel. Other external information is then fed into the yield management system and this can include statistical data, events such as public holidays, competitor price information, seasonal buying patterns etc. A predictive modeler then attempts to forecast the total demand within a specific period for the services on offer by market segment and price point. The process of yield management optimization help an organization to adjust its prices so that they meet the total demand characteristics of its markets. Yield management is multidisciplinary because it blends elements of marketing, operations and financial management into a highly successful new approach. Hotel use this largely the same way, to calculate the rates, rooms and restriction on sales in order to best maximize their return. These system measure constrained and unconstrained demand along with pace to gauge which restriction to implement e.g. length of stay, non-refundable rate or close to arrival. Yield management in hotel is selling rooms and service at the right price, at the right time, to the right people.          
(3)
Check in process:                                                                                                                     (i) Greet the guest: Receptionists should give warm greetings to the guest when they approach to the front desk.                                                                                                      (ii) Verify the guest identity: Checking his/her passport, booking voucher, and confirmation number.                                                                                                                               (iii)Present the registration form to the guest: Asking the guest to complete the form and sign if he/she agrees with the terms of accommodation arrangement.                                            (iv) Confirm the method of payment:  Checking credit card details if he/she wants to pay by credit card. If he/she prefer to pay by cash, they have to pay in advance with cash deposit.  
                                                                                                                                        (pg. 5)
                                                                                                                                                         Procedures of handling other types of payment e.g. personal checks or direct biling should also be handled with extra care.                                                                                                 (v) Check and update the information of the guest’s account in PMS.                                    (vi) Issue room key and give further information: Receptionist should give more information about breakfast arrangement, the operation hours of hotel’s outlets and facilities and how to contact the hotel’s staff for assistance during the day etc. while issuing the key.                   (vii) Escort guest to the room: Ask if the guest need assistance from the bell boy who can take the guest luggage and escort the guest to the guest room.
Check out process:                                                                                                                   (i) Greet the guest: While greeting the guest receptionist can take the chance to ask the guest comment about the stay.                                                                                                (ii) Check guest details: checking the name and room number to avoid mistake of similar names. Ask the guest to return the room key.                                                                           (iii) Check if any late check-out charges should be imposed: Receptionist has to follow the hotel policy for late check-out.                                                                                                  (iv) Check for late charges: Ask whether the guest has used same charged services like breakfast or mini bar items.                                                                                                     (v) Invite guest to double check the hotel charges: The receptionist should print and present the bill to the guest for checking before bill settlement.                                                           (vi) Settle the guest account.                                                                                                  (vii) Offer assistance: Ask if the guest need assistance of the bell service, shuttle or arrangement of other transportation.                                                                                      (viii) Update room status and guest history record. 
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Activity:
From  Ioana Dabija                                                                                                                    Village Urban Resort                                                                                                             Coventry
Our hotel is part of a chain of 20 hotels being one of the biggest as per room numbers and function rooms. We have 146 rooms, 10 function rooms and a leisure centre that has about 5000 members. We are Coventry Village Urban Resorts functioning as a urban resort to facilitate that concept we have our own Starbucks, Restaurant and Pub. Our believe is to try to offer to our guests everything under one roof. The hotel has about 120 employees and its a space that offers a lot of development possibilities to grow for its employees. 
As in describing my job role here in Village Coventry I am a senior receptionist and my responsibilities vary. One of my main duties is to make sure that everything runs smoothly and our guests enjoy their stay with us and will return to stay with us on the near future or they will turn to one of our sister hotels in different cities. I am the first person you see when you arrive at our establishment and the last so the impression we leave always has an impact. Offering the best customer service is our pride as well as treating guest with attention to detail care and warmth to make them feel welcomed and taken cared of. I also have a lot of admin roles such as checking the reservations payments back up are all in line and up to date so we are always on top of the situation by professionalism. I deal with phone bookings for accommodation and restaurant along with the other roles. This is a only a glimpse of some of my job roles.

                                                                                                                                        (pg.7)


























Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Constancio estibeiro
	Date
	20/08/2015




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













Microsoft_Office_Word_Document1.docx
                                                                                                                Constancio R Estibeiro

                                                                                                                 Student No. 1504

                                                                                                                  Unit: 1   

                          Introduction to Hotel Management

Assessment 1:

(1)

(i)Convention hotels: is a large building that is designed to hold a convention where individuals and groups gather to promote and share common interests. A hotel which provides facilities and services geared to meet the needs of large groups and association meetings and trade shows. Typically, these hotels have more than 500 guest rooms and contain substantial amount of function and banquet space. Provide an in-house laundry, a business center, airport shuttle service and 24 hours room service. Example, (a) The Langham Hotel, Chicago: has 268 spacious guest rooms, 48 private suites and 2bedroom with kitchen. (b) Hyatt Regency McComick Place, Chicago: From 700-square-foot ballroom to more than 2.8 million square feet of meeting space, no events to small or large for this hotel. The new tower of the hotel allows approximately 900 more people to stay for meetings and events.



(ii)Hotels: are usually multiple story building with elevators, a large number of rooms and with inside corridors leading to the rooms. Hotels are more expensive than Motel however prices range with star rating, room types, amenities, location, nicer accommodation/rooms etc. They are situated anywhere within city or villages, often near business districts, airports downtown areas, attractions, vacation areas and other places. More amenities like pools, jacuzzi, banquet/meeting facilities, business centre, e.g. Ramada, Holiday Inn, Hyatt, Sheraton.                                                                                                   Motels: are from 1 to perhaps 3 floors, no elevators (usually) and often have outside walkways that leads to the room. Motel rooms had doors that faced the parking lot, making coming and going especially easy. Often less expensive than hotel due to lack of amenities, basic rooms, location etc. These are usually situated on highways, but can also be found near outskirts of towns, many places where you would find hotels, rural areas and other places. Minimal amenities- usually no pools, jacuzzi, business or fitness centre, e.g. Knights Inn, Motel 6, Econo Lodge.
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(iii)Extended Stay Hotels: are a type of lodging with features unavailable at standard hotels. These features are intended to provide more home like amenities. Usually they are privately owned hotels. The length of stay in these hotels is varied with anywhere from few days to months. The people who stay in extended-stay hotels use them as long-term accommodation. They usually offer full kitchen facilities, shopping services and business services. Example- Secaucus in New York is designed especially for longer stays with studios featuring fully equipped kitchen.                                                                      Bed & Breakfast: is a small lodging establishment that offer overnight accommodation and inclusive breakfast but usually does not offer other meals. Typically bed & breakfast are private homes or family homes whose owner lives on or near the premises. e.g.(a) Villa Du Square in Paris. There are 5 rooms. Every room is equipped with a flat-screen TV and private bathroom.(b)Freedom Love B&B is located in the central station district in Rome with 3 rooms.



                                                                                                                                                                                                                                                                                                                                                                                                                                         (iv) Relationship between Hospitality Industry and Tourism: Tourism and Hospitality go hand in hand, The Hospitality industry offer service like accommodation, transportation, food and beverage, recreation and leisure. Tourism is the activity by the tourists where they engage in travelling to destinations where they want to experience recreational and leisure activities and most of the time avails of accommodation, food and beverages .Hospitality is also called Hotel Management, it including human resources management, engineering equipment management, business management, quality management and financial management. Tourism is use the tourism resources and facilities to tourist, providing transportation, sightseeing, accommodation, catering, shopping and entertainment. The relationship between Hospitality and Tourism (a) Hospitality affect Tourism, for e.g. In Dubai, there are plenty of wonderful hotels like Burj AL-Arab is known by many people and attract more and more people tourist from different countries. (b) Tourism affect Hospitality, for e.g. In Africa, most areas are not realized the importance of tourism industry. They are not pay attention to develop tourism industry. Because of the poor tourism industry the number of hotels in South Africa only about 150. (c) Tourism and Hospitality cannot be separated for e.g. an area where has good hotels resources can attract more tourist. Hospitality and Tourism promote each other and interact with each other making contribution to the national economy and promoting the development of the society. These two industries not only can bring income to promote the national economy, but also solve the problem of employment.



                                                                                                                                                           (pg.2)                      

       (2) Characteristic Features of Hospitality Industry: There are 5 main features in hospitality.                  (a) Product-Service Mix: The customer who dines will not only pay for the food and drinks but also for the service. The bill has covered both tangible and intangible experience. Tangible experience covers food, drinks and decoration of the restaurant. Intangible covers the friendly attitude of staff and comfortable dining atmosphere.                                                                                                                      (b) Two way communication: To achieve service excellences two way communication is very important. It requires the involvement and participation of both customer and server during service delivery. Through interaction with customer, the important messages about their needs and expectation can be received by server for their immediate actions to create customer satisfaction. Communication between the staff and management is also critical.                                                                                                     (c) Relationship building: The hospitality industry highly depends on repeated customers for survival. To built relationship, different methods can apply by the lodging and food service sector, such as membership program which gives privileges and incentive to frequent customer. The informal ways of building relationship is to give personal attention and customize the customer.                                          (d) Diversity in culture: Due to the differences in religious beliefs and values, some conflicts and misunderstanding can be easily occurred. Therefore, staff should be open minded and come up with solution together in resolving problems in their duties. The restaurant should provide vegetarian food for the customer and also for the internal staff as an option due to their religious beliefs or habits. The local staff should understand different cultures so flexible services can provide to customers based on their national cultures.                                                                                                                                        (e) Labor intensive: Since the hospitality industry is service oriented in its nature, it requires a huge supply of labors to create a memorable experience for the customers. The degree of labor intensity is typically measured in proportion to the amount of capital required to produce the good services, the higher the proportion of labor costs required, the more labor intensive the business.

(3) Functions of the major hotel departments: There are 6 major hotel departments.                                     (I) Engineering: Hotels constitute major part of the hospitality industry. For proper management of hotels the hotel engineering department plays very important role along with other constituent department. Engineering department of a hotel has great importance in as much as it provides utility services like electricity, steam, hot water, plumbing, air-conditioning, heating and elevator system, and for overseeing all mechanical and technical condition of the hotel. Provisions of proper services and proper maintenance affairs in hotels have great impact on the attitude of the guest. Therefore, hotel engineering department has big responsibility in satisfying guest demand and be instrumental in maintaining the profit level of hotels up to reasonable standard.
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    (II) Security: The primary function of the security department is to protecting the safety and security of hotel guest, visitors, hotel employees and hotel itself. For e.g. include monitoring CCTV, patrolling the hotel premises and maintaining security alarm system.                                                                                    (III) Human resources: The HR department is responsible for hiring, orientation, wages and benefit administration, labor relation, employer relations and staff development. One of the main functions of HR is to support workplace safety training and maintain federally mandated logs for workplace injury and fatality reporting.                                                                                                                                      (IV) Food and Beverage: The F&B department is an integral place in any hotel which is responsible for the systematic and the actual service of food and beverage to the general public or customers as per the order in any F&B outlets. This department plays a vital role on the delivering the accurate service of food and beverage by placing the orders from the hot or cold plates of kitchen to the customers table in the proper and the hospitality manner. This department is a profitable process of the hotel business. Among the total revenue collected in the hotel, about 40% contributed is directly accredited to F&B service department.                                                                                                                                   (V) Sales and Marketing: The sales and marketing department is responsible for generating new business for the hotel. This could be the sales of rooms for groups/tours, functions, conventions, or even restaurants and bars. It also handles the advertising of the hotel as well as sales promotions and publicity and often takes on the role of public relations.                                                                          (VI) Accounts: An accounting department provides accounting services and financial support to the organization. The department is headed by the financial controller. It is responsible for monitoring all of the financial activities of the hotel e.g. include  overseeing account receivable, account payable, payroll and cost control system of the hotel, keeping records of assets liabilities and financial transaction of the hotel, preparing the monthly profit-and- loss statement coordinating with purchasing department and information technology department and handling guest’s inquiries about billing. An account department watches the cost of inventory over a specific period against its revenues to ensure that the cost of raw materials, labor and overhead do not negatively impact cash flow. The account department tries to find a balance between high inventory levels that satisfy customers but are costly to the company and low inventory levels that satisfy the company’s expenses but may dissatisfy customers.
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(4)                                                                                                                                                                  (a)The main job responsibilities of the General Manager:                                                                                 (i)Providing leadership to the management team.                                                                                     (ii) coordinating the work of all departments.                                                                                                       (iii) Participating in the formulation of hotel policies and strategies.                                                          (iv) Leading the hotel staff in meeting the financial environmental and community responsibilities.                                                                                                                        (v) Assuming full responsibilities for the overall performance of the hotel.                                              (vi) Increases management's effectiveness by recruiting, selecting, orienting, training, coaching, counseling, and disciplining managers; communicating values, strategies, and objectives; assigning accountabilities; planning, monitoring, and appraising job results; developing incentives; developing a climate for offering information and opinions; providing educational opportunities.

     (b) The main job responsibilities of the Resident Manager:                                                                      (i) To develop and execute plans developed by the owner, the general manager and other members of the management team.                                                                                                                              (ii) Checking on operations, providing feedback and offering assistance when needed.                                        (iii) Completing, reviewing and summarizing statistical reports and sharing them with general manager. (iv) Assuming responsibilities for the daily operations and management of the hotel.
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(5) Activity

    Whittlebury is a village and civil parish in the south of Northamptonshire, where I live. Whittlebury hall is an four star which is adjacent to the Whittlebury Park golf centre and 3.8 miles from Silverstone Circuit. There is only one pub called ‘The Fox and Hounds’. Beside these, there are eleven restaurant and four 3 star hotels which are 4 to 6 miles away from Whittlebury village.

    Back to Whittlebury, The Fox and Hounds is a lovely gastro pub and restaurant situated at the south end of the village on the main road, the large bar area of this opened-up pub has wooden floorboards and a large TV showing the Formula 1 or Moto GP on freeview. This pub serves 3 regular beers Fuller’s London pride, Sharp’s doom bar and Austell Tribute. They also have a wide range of lagers, Real ales on offer. John is the head chef. Vodka & Beetroot cured Salmon and My Rib Eye Steak are especial. Very welcoming and food amazing - doesn't look much from outside (no curtains at the windows) but the restaurant is out the back and is lovely. The food really is great quality and very reasonably priced. 

   Whittlebury Hall : This functional resort hotel is adjacent to the whittlebury park golf & country club centre and 3 miles from Silverstone circuit. Amenities include bar, a gym, hot tub, an indoor pool and Jacuzzi. There are total 212 rooms, 20 spacious conference and training suites, 29 fully serviced syndicate rooms, 2 conference and banqueting suites that can cater up to 500 delegates. A spa offers a caldarium and elemis treatments. There are Bronze, Silver and Gold hospitality packages for Silverstone events or fully inclusive hospitality and accommodation packages.

    Whittlebury Park Golf & Country Club: This golf and camping resort located in the heart of the village near Silverstone. The camping resort is home to 15,000 to 20,000 campers during the ‘British Grand Prix’ which is held every year on Silverstone circuit. Whittlebury Park offers a wealth of choice; golf (with 36 holes to play), Weddings (3 venues to choose from), Corporate Days (indoor and outdoor pursuits), camping (ideal for all Silverstone events) and accommodation that can be used with any of the activities. The golf course was built on Whittlebury estate in 1905 is 36 holes with 4 loops of 9 holes, the blue, red, white and yellow courses. It was designed by Cameron Sinclair. In Whittlebury park wedding, there are 3 fantastic venues namely ‘The Orangery’, ‘The Atrium’ and ‘The Pavilion’. The wedding venues are licensed for civil ceremonies. The banqueting Suit  (with bar) suitable for number of 300 to 400 guest. The Paddocks is an 40 pleasantly individually furnished boutique style en-suite bedrooms designed for guests attending functions. There is an Every Sunday Carvery at Atrium bar which can cater 200 guests.
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