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1i. The front office in a hotel perform a variety of activities on a daily basis. One of these being confirming guest reservations. Front office staff must allocate rooms and balance financial transactions as well as give information and directions to guests for local attractions etc.
1ii. The term “reservation” used in the context of a hotel, means the booking or reserving of a room by a guest. Reservations lead to reserving a particular type of room for a particular guest for a given period of time. 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. A computer reservations system or central reservations system is a computerised system used to store and retrieve information and conduct transactions. 

1iii. The front office is extremely important in a hotel as it is where the guests interact with hotel staff for the first (and last) time, and where they gain a lasting impression of the hotel based on the efficiency, behaviour and competency of the front office staff. 
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1iv. This chart shows the organisational structure of a front office in a hotel.
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1v. There are many responsibilities that come with the role of front office manager. He or she must transfer the spirit of the given hotel to the guests as the front office is where guests interact with the hotel the most. The front office manager also has to train front office staff in the technical facets of the property management system. 
 
1vi. Daily/weekly reports based on guests in any given hotel are known as reservation reports. Such reports can include:
· Room availability report
· Expected arrivals and departures list
· Group status report
· Special arrivals report
· Turn away report
· Revenue forecast report
In a majority of the hotels the final report preparation is done under the supervision of the front office manager.

1vii. In the modern age of computerisation, front office is becoming very important to provide efficient, effective and reliable services to the guest with the optimum use of technology. The computerisation of the front office is a part of the Property Management System, wherein all the departments of a property/hotel are linked to the mainframe. Manual operations, however, are not as efficient when it comes to needing a quick response to a guest’s request. 

2. Yield management is designed to create more profit for a company. The aims of yield management in a hotel, are to choose what business to accept or refuse when the demand is more than the supply; and to make use of demand projections to figure out how much to 
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charge for rooms on any given day. 

There are three elements of yield management. Firstly, rate category controls. This involves selling the hotel as near as the arrival date as possible. The more in advance a hotel is sold out with short stay or discounted business, the more chance that high-value bookings will have to be turned away. 

As well as this, a front office will use length of stay controls. For example, there may be one room available for £100 and the front office is faced with deciding to sell it now for one night, or waiting it out with the possibility of selling to another guest for four nights. 

Finally, groups: rates, dates and space. 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. Yield management is the idea of moving away from unfavourable business in times of high demand. But, the real skill of Yield management is about knowing how to turn an unfavourable booking into one thatbecomes favourable. Turning an unfavourable 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, hotels 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.  

3.
 Check in procedures:
· Greet guest - receptionists should always be attentive to the presence of guests at the front door and in the lobby area.
· Verify identity – receptionists should verify the guest’s identity by checking his/her passport, booking voucher and confirmation number.
· Present registration form - confirm booking information printed in the registration form with the guest and ask the guest to complete and sign the registration form if he/she agrees with the terms of accommodation arrangement. 
· Confirm method of payment - if a credit card is used, check the guest’s name, the card’s validity, and its expiration date and remind guests 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.
· Check and update guest account - 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 & 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 
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· Escort guest to 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 procedures:
· Greet the guest
· Check guest details
· Check if a late check out charge is required
· Invite guest to double check the hotel charges

· Settle the guest account
· Offer assistance
· Update room status and guest history record


Sarah Walker is the front of house manager at The Village Hotel, Bury. She has worked for the company for 13 years, and worked in front of house for 11 years, 8 of which she has been manager. The day to day duties Sarah must complete consist of many admin tasks, maximising the revenue for the hotel on that day and the coming days. She is responsible for making sure her team are all present and in correct uniform etc. Sarah also has to take on duty manager and first aider roles therefore she is responsible for dealing with any staff or guest issues.  As manager, Sarah must also deal with many complaints, which she and her team must handle very calmly and when receiving a complaint, they listen openly and try to understand what is most important to the guest. Sarah trains her staff to give feedback on why the issue may have occurred and find a solution that the guest is happy with, and giving feedback to the necessary people on the issue of the complaint. Being front of house manager comes with extra responsibilities and tasks like doing the rotas for her staff, supporting other departments and looking for new business opportunities that will increase revenue for the hotel. There are many things that front of house staff would deal with that other departments may not necessarily have to, for example, complaints, queries or taking bookings that aren’t even relevant to their department. Sometimes having to speak with police if there has been an incident or regarding missing people etc. Something Sarah does as a manager is look at what strengths the staff in her team and give them duties based on that. Sarah says, “The key to success is your team, communication is the biggest hurdle, and the biggest skill is staying calm.” 
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