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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.
[bookmark: _GoBack]For high grades use examples and illustrations where appropriate. 
	Please insert your completed assignment ( in word format)  here:

1. i. Reservations, Check-in and registration, mail and information, uniformed service + baggage handling, dealing with telephone calls and messages, handling visitors accounts, check-out and bill settlements

ii. Reservation system is used for reserving certain types of room for a given duration of time. It guarantees guests the room availability after their arrival. Could be direct query from the guest, travel agent/operator.  

iii.  Front office gives the first impression to the guest about the hotel, which is difficult to change, as a first impression is the strongest. This is also the primary contact with guests. It gives the guests an opinion about the hotel behavior, efficiency and professionalism. It is also an important communication center not with just guests, but also with employees and other hotel departments. Front office is also dealing with special requirements from the guests and develops the given information further. 
iv.  
Note: red functions are represented in smaller hotels with a small number of employees and limited services (including Night Auditor).

v. Super visioning revenue forecast report, Yield Management, Staff training for PMS, upholding balance between delivering services and hospitality and approval of the profit centers, coordinate equipment, employees, inventory, sales opportunities and budget to reach the profit targets of the hotel. 

vi. From Room Availability Report, Expected Arrivals and Departures, Special Arrival List, Group Status Report, Turn Away Report, Revenue Forecast Report

vii. EFO is connected to the mainframe – not an independent entity, but it is connected to the other different hotel departments. Operations become automatic with a little manual help. 


2. Yield/Revenue Management is choosing the most profitable reservations:  choosing the business to accept and refuse, in accordance with relative value of each booking: Length-Of-Stay and Rate Category controls. It can be explained as idea how to turn an unfavorable booking into one that becomes more beneficial. The aim of revenue management is to demand forecast and find out how much to charge for rooms in any given day. 
Hotel services need to be sold as near the guests arrival date as possible. It is because the more short/discounted stays are sold in advance, the more possible high-value bookings will have to be turned away. On the other hand, we need to be careful to offer potential guests an attractive offer or bookings in sufficient advance as if we will not, there is risk that we will not have enough future booking requests to sell as many rooms for as many days as possible. 

3. Check-In: 
Greeting guests: First impression is important, so we should give them warm greeting when they approach. 
Verify guests identity: Checking passport/ID/booking voucher and confirmation number. 
Presenting the registration form: Confirm booking through the printed form – room type, number of guests, length of stay, special requests, room rate. Guest needs to complete the form and confirm that he agrees with the arrangement. 
Confirming The method of payment: Cash: cash deposit in advance, card: check details on a cart – validity, name, expiration. 
Check and update guests account in the Property Management System: Check if there were any information about the guest in a system, selecting and assigning a suitable room to the guest according to the booking information. 
Issue room key and give further information: While issuing the key use the spare time to inform the guest about important times/hotel itself. 
Show the room to the guest: If there is needed assistance with a baggage, there should be someone who will help the guest with his/her baggage to the room. 

Check-out:
Greet the guest: Basic service to guests, we can ask for feedback about the guest stay. 
Check Guest Details: Important is to be careful about the confusion of people because of identical information (e.g. name). This part requires key return from the guest. 
Check any possible charges: Late check-out/late charges – it is usual to leave the hotel before 12 pm. If the guests are late, hotels usually charge 50% of daily price until 6 pm and full price for checkouts after 6pm.We need to check whether the guest used any charged services while checking out (breakfast, minibar etc.)
Invite guest to double check charges: Printing and presenting charges before bill settlement. Explain charges if needed and make corrections if necessary. 
Settle the guest account: Meaning confirming the payment method. There are master folios (usually for business travelers covered by their company) and incidental folios, which are other personal expenses. 
Offer Assistance: Assistance with guest vacating the room/settling the bill/departing. E.g. keeping guests baggage in a hotel after check-out/ordering shuttle. 
Update room status and guest history record


ACTIVITY:
I contacted the Operations Manager of a hotel located near the Windermere lake, part of Lake District National Park,  which is favourite touristic attraction.  Windermere is a large lake in Cumbria’s Lake District National Park. The hotel capacity is 147 people divided into 68 rooms. The average occupancy in a season (May-November) is 97%, out of season (December-April) 68%. I found the occupancy surprising as there is high competition and large number of the hotels in the area. The occupancy is clear index why this hotel uses Yield Management, for which is responsible Sales Manager. The hotel structure looks as following:

Note: Restaurant staff: there are 3 supervisors (breakfast supervisor, late supervisor, one for rotation), and 4 staff members - waitresses and barman.
Reception: 1 supervisor, 2 full time receptionists and one part time receptionists. 
Hotel has 6 House Keepers and 5 Cleaners (one for pubic area and rest for rooms).
Receptionist responsibilities: allocate rooms, check-in and check-out process, reservation enquires, guest postage (returning lost items), restaurant bookings, handeling calls and guest enquires. 

Hotel uses Rezlynx PMX check-in system. 
Responsibilities of Operation manager: full operation of the hotel, events, weddings and conferences, staff welfare, maintenance, heads of departments reports. Taking days off is difficult for the Operations Manager. If he has days off, tasks go to duty managers on behalf of the Operation Manager. If the task cant be solved, it goes to the Managing Director.

The hotel runs it staff on a shift basis and in the summer period there is a need to recruit more employees to cover longer shifts whilst in this busier time of the year. 
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