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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. 
	Please insert your completed assignment ( in word format)  here:
1)
i) The sale of the rooms, registration of the guest, room allocation, handling guest request, maintaining guest accounts, cashiering, mail handling, providing information, accepting cash payment, taking of guest folios, check verification, foreign currency handling and credit cards.
ii) The reservation system is what the reservations department use to manage the different bookings.  Depend of the hotel, the system can change, when the reserve is received by the hotel, they take care of every reservation that are noted on a small, multipart piece of paper attached in a metal frame filled with the date, the rate and the name of the guest. Nowadays, everything is computerized.
iii) Front Office is most important department in a hotel because is the focal point of the hotel establishment, is located in the lobby so is where the guest get the first impression and is where occurs the most contact and is the centre of the all communication in a hotel, with every departments.
iv)
Front office structure:
-Reservation Manager. He takes care of the special request, give to the guest information about the services and to keep a correct account of room inventory. He has to have a good communication with the marketing department.
-Cashier. His responsibility is the guest check-out. He stay in the front desk, and manages the check-out like how to settle the bill.
-Desk clerk. He has a lot jobs like registering the guest, allocating rooms, passing outs keys...
-Key clerk. This position is almost extinguished, he just fix any problem with the non electronic keys.
-Telephone Operator. This individual has to be able to locate a registered or management staff.
-Bell staff. They carry the baggage, do minor jobs or give information to the guest about local attractions.  
-Concierge. He is the person who knows the area near to the hotel and can give all that information to the guest. He can also buy tickets or order some food for the guest.
-Elevator operator. Is who operates the mechanical control  of an elevator/
-Nigh Auditor. His role is not the customer care directly, to do gather the information of the day, do the closure and prepare the day after.
v) The front  office manager is the person who has to transfer the spirit of the hotel to the guest. He knows everything about the system and he has to show to the staff how it works. He keeps the balance between the hospitality and the profits.
He has to know and manages equipment, employees, inventory... Also the environment of the team, it's essential for the good working of the front office.
He take care of the revpar and adr to improve it. Besides, he tries to get the goals from the management with help of the from office, it's very important the team player.
vi) Reservation Reports:
The reservation department have a lot information to be organized:
-Room availability report. List of the rooms sold or available daily or weekly.
-Expected arrivals and departure list. A list of the guest who has to arrive or to leave.
-Group status report. A list of a group to arrive or depart, normally the information attached is the size of the room and the kind of the room. 
-Special arrivals list. Is the arrivals of the very important person and any request that they want.
-Turn away report. A report on the number of the reservations denied. 
-Revenue forecast report. A report on a potential revenue from the future room sales. In some hotels is under the supervision of the front office manager.
vii) Nowadays, is more efficient the electronic operations thanks to computerizing. These are the sections that have changed:
-Reservation. All the information can be taken easier and faster. All the guest information can be check in minutes and the status of the reservations.
-Yield management. His function is to achieve maximum room occupancy and the same time determining the best average rate. To see the occupancy rate during same time in previous years faster, its only possible with the computerization.
-Registration. At the check-in and the check-out you can see all the information of the guest and preparing the everything or write in the reservation any information or any request. Assign the rooms with his key is easier as each room has one key in case of loss, the last key will be disable.
-Energy management system. To regulate the energy use is necessary one energy system that can be activated by the guest or by the own hotel. Upon departure, the power of the room will be switched off. 
-Telephone call accounting. The guests are able  to make direct calls from their rooms without having to go through the operator. 
-Posting. All the departments of the hotel can charged anything directly in the guest bill. Less paper for the reception staff.
-Check out. The guest can check by himself the bill in the room and settle in the reception. This save a lot of time.
-Auditing. The computer check all the charges and also check the balance with paid amounts in the reception. 
-Reporting. The different report required by the front office manager, like hotel status or housekeeping reports.

2)
Yield  Management
For a hotel is very important to implement properly the yield management because it means more profits, the only thing that we can measure. The key is to sell more and to do at higher profitable terms. All of the following groups we can get some profit;
Guest: Probably the most important thing, they are among the chief beneficiaries of higher profits and revenues. So, if you get that the revenue going up, you will have more profits and then this generate more loyalty and business opportunities.
Employees. In order to achieve long term success, workers have to get involved. Allow them to earn as much money as they can by generating more money for the property.
Management. Management needs a structural rewards system for the guest and the employees.
Shareholders and investors. With more money we can improve any procedure or department and in long-term we can save or even earn money. Managers usually face six chief barriers in their efforts to put into an action a yield management system:
· Lack of creativity. Training sessions in a majority of the establishment do not emphasized the creative portion of the customer satisfaction.
· Lack of attention.
· Monitoring the wrong signals. We should keep an eye out for opportunities, not statistics.
· Conflict between sales and service. The main aim is the serving and satisfying the guest.
· Targeting the wrong customers. The best customers are who spend the maximum amount, so target are this kind of customers.
· Rewarding the wrong behaviour. The sales may not show the best interest of the property. Yield management is designed to enhance profit not  just gross sales.
The guest understand yield management like a business most serves the interested of the hotel. 
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, thanks to that the hotels can sold out with short stay, the more the chances that high value bookings will have to be turned away. 
3)
Check-in
1. Greet the guest
2. Verify the guest's identity
3. Present the registration form
4. Confirm the method of payment
5. Check and update guest's account in the PMS
6. Issue room key and give further information
7. Escort guest to the room

Check-out:
1. Greet the guest
2. Check the guest details
3. Check if late check-out charged id required
4. Check for late charges
5. Invite guest to double check the hotel charges
6. Settle the guest account
7. Offer assistance
8. Update room status and guest history record
Activity.
Biagio Colavolpe, Front Office in the hotel Ibis London Blackfriars. it's a hotel located in the downtown of London. The hotel has 297 rooms.
In his work activities we can found:

· Managing a team of 16 people including team leaders
· Taking care of recruitment and preparing timesheet
· Monthly review with new starters 
· Commenting Front Office results and preparing monthly documents to analyse results
· Managing team members’ development within department through internal/external trainings
· Organising meetings with Front office management team 
· Keeping the department up to date
· Organising and preparing appraisals
· Handling guests’ complaints
· Making sure the smooth running of operations/department
· Assigning tasks to team members
· Making sure deadlines are met
· [bookmark: _GoBack]Ensure high level of customer service is delivered at all times
· Ensure that hotel objectives are achieved (financial, quality, loyalty program)
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