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Course description:

This course unit focuses on the organization and structure of hotels and resorts. Students are exposed to the Front Office as the public face of the hotel,

primarily by greeting hotel patrons and checking in guests. It also provides assistance to              guests during their stay, completes their accommodation, food and beverage accounts and receives payment from guests

This course presents a systematic approach to reception procedures by detailing the flow of business through a hotel, from the reservation process to check out and settlement. The course examines the various elements of effective front office operations, paying particular attention to planning and evaluation of Reception operations and human resources management.

Course Objectives:

· The course aims at equipping students with the knowledge concerning Reception procedures and management with the context of the overall operation of the hotel.

· Explain the responsibilities of the front desk clerk and the relationship with other hotel department

· Explain the proper procedures for checking hotel guest in and out.

Learning Outcomes:

At the completion of this course, students should be able to:

· Develop an organizational chart depicting the functional relationships among hotel divisions and departments.

· Explain the function and operation of the various systems, forms of equipment, computer
applications found in front office.

· Construct an efficient reservation system that records
crucial information avoiding problems in processing various types of reservations.

· Develop procedures regarding hotel safety and security with particular emphasis on key control and emergencies.

· Develop procedures for handling complaints.

· Analyze statistics relevant to establishing room rates, forecasting room availability, budgeting for operations and evaluating reception operations.

· Apply basic concepts and principles of revenue management in a front office setting.

· Explain the important elements of recruiting, selecting, orienting and training front office Employees.

Delivery methods

· Lecture method

· Simulation

· Case studies

· Class discussions

· Class demonstrations

· MUBSEP

	Mode of Assessment:
	

	Coursework one Test
	20%

	Coursework two Take home
	10%

	Total coursework assessment
	30%

	Final examination
	70%

	Total assessment
	100%


Course Content:

	Topic
	Sub topic
	Facilitator
	Hours

	Front office and reception
	· Front office areas and space lay out and reception

· Front office staff organization charts

· Shifts and job descriptions.
	Susan
	6 Hrs

	The accommodation products,
	· Types of guest rooms

· Number and size of beds per room

· Ranking, room rates and terms
	Susan
	6 Hrs

	Accommodation customers/Guests
	· Types of guests

· Group sizes of guests 

· Guests and their needs

· The guest cycle
	Susan 
	4 Hrs


	Customer care and service
	· Staff personal presentation and grooming

· Staff accommodation product know ledge and selling

· Providing good reception
	Susan  
	2 Hrs

	Reservations
	· Introduction, meaning and terminology

· Reservation types, inquiries

· Reservation procedures and activities

· Importance of reservation process

· Reservation networks.
	Susan
	8 Hrs

	Reservations systems and documents
	· Reservation charts

· Computer systems

· Reservation forms

· Registration forms and cards

· Switchboard

· Room status list

· Complaint black list.
	Godfrey 
	6 Hrs

	 Check in and new arrivals,
	· Receiving and registration of guests

· Allocation of rooms

· Dealing with chance guests without reservations

· Late arrivals and customers with special needs
	Godfrey
	4 Hrs

	Occupancy
	· Guest Service

· Room charges are the single largest charge on the guest folio.
	Godfrey 
	2 Hrs

	Check-Out
	· Front Desk Checkout

· Guest Accounts treatment

· Guest-directed Computer Checkout

· Automated Checkout
	Godfrey 
	2 Hrs

	Other duties of the front office,
	· Maintaining resident guest records

· Communication with other front office staff / sections,

· departments and to all sections other concerned in the establishment sections.
	Godfrey 
	5 Hrs

	Practicals
	· Hands on Practical of Manual / Computer Application on Software for check in and out guests

· Role play on situation handling like emergencies,

walking a guest, dealing with overbooking situations.

· Demonstration of communication with the guests at the reception
	Godfrey and Susan
	30 Hrs
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