HTM 150:  HOSPITALITY SUPERVISION 

Chapter 4:  Front Office Management

Lesson Plan

Introduction: 

· Centrality of the front office in modern hotels

· Importance of good communications in the FO and modern technology used in hotels 

· Complexity of FO work due to technology 

· The Front Office Manager:  Qualifications and Job duties; Role of FOM in the total hotel operations 

· Functions of the front office:  

· Front Office and the Hotel Guest: The Positives and the Negatives 

· Reservations and The Overbooking Theory 

· Legal responsibilities of the Front Office 

· Front Office and Hotel Pricing Strategies 

· Front Office and Rooming a Guest:  Other Hotel Services 

· Front Office Personnel:  Positions, Job duties and responsibilities, and Challenges

HTM 150: Chapter 4 – Front Office Management
Overview of the Front Office Personnel: 

Front Office Manager (FOM) 

· Handles the main controls of operational activities of the Front Office that affect the delivery of hospitality to guests.   

· Represents the Front office in any or all administrative functions; and reports directly to the Rooms Division Manager. 

Front Office Assistant Manager 

· Supervises on a day-to-day basis all the operations and personnel of the front office.  

· Performs duties under the guidance and direction of the FOM.  

· Responsible for the smooth functioning of front office activities and processes. 

· Fill in at all front office positions in an emergency. 

Reservations Clerk 
· Handles guest communication and correspondence regarding reservations at the hotel.  

· Creates and maintains reservation records for all advance reservations in the hotel. 

· Track future room availability and may initiate room sales and occupancy forecasts 

· Brings forward to the front desk reservations made when guest arrive at the hotel to claim them. 

Cashier 

· Maintain and settle guest accounts in the front office. 

· Handles all cash transactions and checkouts of hotel guests at the front desk in whatever form of payment used. 

· Maintains timely and accurate guest account folio balances.

· In smaller hotels, cashier can also function as reservations clerk or a front desk clerk, whenever situations warrant it. 

Night Auditor

· Handles the posting of charges and vouchers at the close of the business day and maintains an accurate record of financial balances for the hotel.

· Thought they typically work at the front desk, some directly report to the hotel controller as oppose to the Front Office manager.

· Tracks errors and discrepancies in room and departmental accounts (Auditor) 

Front Desk Clerk or Room Clerk 
· Assists the guest in checking in and out of the hotel.  

· Initiates the rooming service.

· Must be empowered to efficiently recognize, evaluate and attend to special situations as may arise.

Bell-Service Staff

· Provides direct, personally services to guests such as opening doors, greeting guests, carrying luggage, rooming service, and garage and parking assistance. 

· Concierge:  handles the mail and information for the guests and other extended services such as securing theatre tickets, reserving seats in a restaurant, and securing transportation for any short trips of guests around town, and other questions or guest requests. 

Switchboard or Telephone Exchange 

· Handle all telephone communications in the hotel:  incoming, outgoing and calls with the hotel. 

· Should be well versed in telephone communication ethics and customer service. 

II.  FRONT OFFICE MANAGER

Characteristics of a good FOM: 

1. Pro-active communicator and facilitator 

2. Detail-oriented 

3. Motivator 

Typical duties: 

1. Review night audit reports 

2. Review incoming reservations 

3. Communicates important information to employees and other departments.

4. Solve problems in the front office as they may arise. 

5. Prepare budget. 

6. Forecast future room sales and occupancy 

7. Assist in check-in and out process when needed

8. Interview potential FO employees 

9. Maintains office equipment

10. Communicate with night auditor 

Interdepartmental communication:  departments involved and type of information needed: 

1. Marketing – guest history, reservations, messages 

2. Housekeeping – room status, house count, security concerns, requests for supplies 

3. Food and beverage – accurate voucher information, reservations for function rooms, predicted house counts, and paid-outs 

4. Banquet -   info on scheduled events, payment of guest charges, daily function board and marquee, public communication post 

5. Controller – summary of financial transactions, billing data and credit card ledgers 

6. Maintenance – room status and requests for repairs/service 

7. Security – fire safety, emergency communication, investigations of security concerns 

8. Human Resources – initial point of contact and screening for potential employees. 
Checking the INs and OUTs of the Front Office

1. Job attractiveness – center of the action; avoids job boredom; flexible work schedule; attractive pay, benefits and chance for advancement; level of autonomy to make decisions 

2. Problems faced:

a. Level of autonomy 

b. Contact time 

c. Customer knowledge and participation 

d. Team players

e. Feedback 

f. Imprecise standards 

g. Interruptions 

h. Repetitiveness 

i. Task significance 

j. Heterogeneity 

3. Job Status of front office personnel: 

a. Education level

b. Advanced knowledge 

c. Pay scale 

d. Mode of dress 

e. Front versus back 

f. Gender 

g. Cultural diversity and language 

h. Advancement 

i. Longevity and age 

j. Servitude 

k. Self-motivation
