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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 .     
1. Activities performed by the front desk of a hotel are as follows: 
Taking Reservations
Checking in and registering guests
Handling guest and office mail and information
Making arrangements for guests’ baggage
Relaying telephone calls and messages to various hotel departments
Updating and handling guest accounts
Checking the guest out and settling the bill
1. A reservation system is implemented by a hotel office to allow a guest to reserve a specific type of room on a specific day, and ensures that the appropriate accommodation is available when the guest arrives. A reservation system further aids in the selling of rooms in an organized way, it creates good impressions for clients, allows staff to generate customers for hotel outlets/restaurants, bars, etc. and gives important information to the other departments of the hotel. Types of reservation systems are direct guest inquiries, whether phone calls, emails or walk-ins, or an inquiry from a travel agency or tour guide. Different systems are utilized, generally involving color codes and charts so the staff can determine how each guest is categorized. 
1. The importance of a front office operation in a hotel cannot be overstated. Without the coordination over all departments of the property, including maintenance, housekeeping, purchasing, and other departments. Accounting and communication are the main facets of the front office. As the front office is the main point of focus of the guest, the front office is responsible for accounting procedures – the accounts must be accurate at all times in case a guest makes an inquiry – if the data in the system is out of sequence, the property will not function effectively in any department. 
iv. The front office organizational structure is as follows: 
    	Desk Clerk
    	Reservations Manager 
     	Cashier
    	Night Auditor 
    	Concierge
     	Telephone Operator
           Room Key Clerk
           Bell Staff
     Elevator Operator
     Depending on the size and structure of the property, a front desk clerk may do all of these jobs. 
v.   The front responsibilities of the front office manager are wide and varied, including: Encouraging the front desk staff and training them to embrace the overall spirit of their job and to convey this to the guest(s). An effective front office manager will lead his or her team in setting the tone of the overall organization and the day to day tasks. The manager will also train their staff on the use of the PMS system. The manager must understand the fine balance needed to maneuver between departments and profit. Inventory, employees, equipment, sales opportunities, and budgeting also fall under the front office manager's umbrella of duties. A front office manager may play a large role in the recruiting process of new hires as well and may assist the owner and general manager in this duty. The front office manager works under the direction of the General Manager and ownership to implement sales strategies, budgeting, communication between guests and team members, and they aid in clarifying the managerial process. 
vi.  Reservation reports are generated by generally utilizing the property's PMS system, and will produce a room availability report, expected arrivals and departures listing, a group status report, a special arrivals list, a turn away report, and a revenue forecast report. These reports are an integral part of the daily operations of any lodging facility, whether they be generated manually or digitally. 
vii. Electronic front office operations differ from manual operations in the sense that all information within an electronic system is immediately available and interconnected via the main frame, allowing the staff in different departments to coordinate their duties and any changing information quickly and accurately. Reservations and other information can also be cross-checked much more quickly than would be the case for a manual operation, which cannot be kept up as quickly or efficiently.
2. Yield management determines the best average room rate and also gets the maximum occupancy of the property. The structure of the program allows management to look at the past year’s performance and provide an approximate forecast for the current and next years’ performance metrics, respectively. 
3. Check in and check outs are the most important and basic aspects of the hotel industry: Upon check-in, a guest will be assigned a room based on their requested number of people, and requested amenities, if any. A guest with a large family may be allocated a suite or apartment-style room, while a single traveler may only need a twin or double sized bed with no kitchen. Generally, a pre-authorization for the entire amount of the stay may be taken on a credit card, or a cash payment plus security deposit may be taken. At this point, a guest will also be issued room keys and instructions pertaining to the use of facilities and any rules. Upon check-out, a guest will generally report back to the front desk to return their keys and to look over their final bill, which will include incidentals and any outlet charges. Once the bill is agreed upon and usually signed, the guest’s card will be hard charged, and the guest will be given the final receipt before departing. 
Activity:
I contacted the front office manager of a local Marriott, who was kind enough to explain some of their day to day duties. According to them, they began the day by ensuring that the scheduled staff had arrived on time and immediate set about preparing for the business day by preparing the bank, issuing directives to maintenance, accounting, and housekeeping departments, and ensuring that all departments are prepared for the day’s tasks. Throughout the course of the day, the manager checks in on each department to ensure that their goals are being met, and advising and training any staff member that may seem unsure or in need of further direction.
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