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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.

 (
Managing Front Office Operations
)For high grades use examples and illustrations where appropriate.
 (
The process by which reservation queries are documented and followed
up on. The various types of reservation systems are:
Manual note taking: filing and passing on the appropriate person
Electronic systems which do the same in a more efficient and expedited
 
manner
Prepare a list of activities performed by the front office in a hotel.
Sale of rooms Registering guests Room allocation Handling guest
 
requests
Maintaining guests accounts Cashiering
Providing information
Define the term ‘Reservation System.’ What are its various types?
ii.







i.
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Give short answers to the following questions:
1.
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	iii. Discuss the importance of front office in a hotel property. The front office is the face and reputation of the hotel. It is where the public gets its first impression of the hotel and where most of guests needs are met. It is also the place where monetary transactions are managed, which is vital to the hotel.
iv. Outline the front office organizational structure.
Front office organization structure ensures customer retention (to prevent financial loss) as well as maintaining the reputation and marketability of the hotel.
v. What are the responsibilities of the front office manager?
The front office manager has a variety of responsibilities, including:
· Rate management
· Conveys the spirit of the hotel to guests
· Managing front office staff
· Review occupancy report to establish room rates
· Conveys the spirit of the hotel to the guests
· Operates through the front office staff to convey the feelings of caring, warmth and efficiency and safety
· Training front office staff to use the PMS
· Upholds the balance between delivering hospitality and service and endorsement of the profit centres while maintaining the details of the communication system.
· Front office staff training to perform within the boundaries of procedures
· Lias with sales and marketing to make sure every room that can be sold IS sold.
vi. How the reservation reports are generated in a hotel?
Reservation reports are generated by collating information gathered from sales indicators and other reports. Sales indicators include occupancy rates, guests per room, average daily room rate and revenue per available room are all sales indicator that must be included in the reports. The reservation reports will include the room availability report, expected arrivals and departures list, group status report, special arrivals list, turn away report and the revenue forecast report.
vii. How are electronic front office operations different from those of manual operations?
The electronic front office operation has the convenience of technology automated the calculations and reports for the front office manager whereas manual operations do not. Manual operations would have to be manually entered into a spreadsheet or other data capturing software, manually create reports and in rare cases, even process monetary transactions manually.
2.	Discuss the concept of yield management in detail.
Yield management is the calculation of your room to rate ratio. Taking into account the number of available rooms compared to the number of available rooms the previous year. The rate of the room is adjusted in keeping with the occupancy rate of the pervious year. The front
office manager used all of the reports to make these decisions.
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	3.	Discuss the check - in and check-out procedures of a hotel.
The check in check out process is general the procedure followed when guests arrive at and leave the hotel. The check in/check out process generally includes the following:
	(4)



 (
Activity
Contact a front office manager or senior staff at a local hotel. Do this in person, by email, or phone, and introduce yourself as a student. Enquire about their establishment and his role.
Greet your guest
Check guest details Check if a late check out charge should be applied Check for late charges Invite guest to review charges
Settle guest account Offer assistance
Update room status and guest history record





Greet your guest
Verify guest identity Present registration form 
to 
guest
Confirm payment method Check/update guest 
account 
information in the PMS Issue room key and further instructions
Escort guest to room










Check Out
Check IN
)

Produce a report on your findings. (see below):

Hotel Name: Hilton Garden Inn

Location: Oldsmar, Fl, USA

Name of Interviewee: Caitlyn Racine

Job Title: Front Desk Agent

Job Responsibilities:

· Room blocks
· Reservations
· Assisting guests with queries
· Selling alcohol and pantry items
· Bank deposits
· Check In/Check Out
· Phone management
· Organise room service
· Help with group sales
· Booking and assisting with conferences, banquets, celebrations. This entails showing the room, sharing rates and directing the guest to the event specialist for the hotel
· Handling customer complaints
· Organizing transportation for guests
· Offering referrals to local restaurants and attractions
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