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Course description

It’s a very busy role which often requires a lot of multi-tasking. It is a very hands-on role and requires a confident leader who is not afraid to make important decisions. Front Office staff must be skilled enough to lead a team, support other departments and ensure that each and every guest/customer/client/patient has a positive experience.

Within a front office role staff may also be required to oversee and/or supervise the work of the lower cadre staff or and customer service employees to ensure adherence to quality standards, deadlines and proper procedures of the hotel. This course unit covers various information on different management systems in the hotel front office; examines inter-departmental communications, computer applications, managerial reporting, a review of future trends, and decision-making skills using front office information systems.
Course Objectives

● Establish knowledge and skills of the Front Office Management

● Attain a thorough understanding of the overall concepts of Front Office Management and Operation

● Understand the vital role of Front Office Management in the hotel operation, customer service relation, and revenues.

● Apply confidently the knowledge and skills such as: provide effective customer service, receive and process reservation system, provide accommodation reception services,

● Conduct night audit, provide club reception services, provide porter services

Learning Outcomes

By the end of the course learner should be able to:

● Explain the responsibilities of the front desk clerk and the relationship with other

hotel department.

● Explain the proper procedure for checking hotel guest in and out.

● Describe the duties of the night auditor.

● Define yield management.

● List the functions of the security department.

● Analyze and describe how to trouble shoot front office technical problems.

● Define the role of each front management staff.

Course Content

	No
	Topic
	Sub topic
	Hours


	Facilitator

	1
	Front office

accounting


	Functions of the front office accounting

● Types of accounts maintained by the front

office cashier

● Front office accounting cycle

● Maintenance of accounts, verifying postings


	6 Hrs


	Susan

	2
	Checkout and

Settlement of

accounts
	● The checkout procedure for departing guests

● Billing principles and systems

● Methods of account settlement / payment

● Express check-out

● Night Audit

● Credit control


	12 Hrs


	Susan

	3
	Yield Management
	Focus on price rather than cost balancing supply and demand

● Replacing cost-based pricing with market-based pricing

● Sell to segment micro market rather than mass markets

● Making decisions based on knowledge not suspicion

● Exploit the product value cycle

● Continuously evaluating revenue opportunities

● Demand forecasting. The 4CS of yield management

● Yield management culture and management systems


	10 Hrs


	Godfrey

	4
	Tariffs
	● Establishing room rates

● Cost based approval

● Rule of thumb approval

● Hubbart formula approval

● Market approval

● Transactional analysis
	10 Hrs


	Godfrey

	5
	Safety and security
	Dealing with emergencies

● Fire safety skills

● Data protection

● Eliminating causes of accidents

● Recognizing suspect persons

● Protecting guest and their property

● Looking after guest valuables

● Being responsive to terror attack risks.
	7 Hrs


	Godfrey


Delivery Methods

● Lecture

● Hand-outs

● Role Play

● Tutorial

● MUBSEP

Assessment

(i) Test 10%

(ii) Practical exercises 20%

End of course unit examination 70 %

Total Assessment 100 %
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