
PREFACE

In this course, we shall deal with various aspects of Front office. Front office System and Management, 
Front office Accounting System, Checkout and Settlement process. Night audit and Security functions.

The block consists of the following units:

♦ The Hospitality Industry

• Classification of Hotels

• Hotel Organization

• Front office organization

• Types of Room

• Rate Categories

• Guest Cycle

• Front Office systems

• Property Management svs

• Reservation Activities

♦ Pre-Registration

• Procedures on Arrival

• Registrations

• Handling situations

• Room Change Procedure •

• Bell Desk Activities

• Front office communication

• Guest Services

• Checkout and Settlement Process

• Front office Accounting System

• Night Audit

The first unit of this block deals with the: - Objectives, Introduction to the Hospitality Industry, 
Introduction to the hotel Industry, Growth of hotel Industry, Hotel features, Summary

The second unit of this block deals with the: - Objectives, Introduction, Classification based on types, 
classification based on size. Classification based on Levels of service. Classification based on Ownership & 
Affiliation, Classification based on Star Ratings, Check your Progress \

The third unit of this block deals with the: - Objectives. Introduction, Hotel Organization, Typical Hotel 
Organization Chart, Assignment.



The fourih unit of this block deals with the: • Objectives, Functional areas. Front office layout & 
Equipment, Front'Office Organization Chart, Front Office Job descriptions/Duties & Responsibilities, 
Assignment

The fifth unit of this block deals with the: -Objectives, Introduction, Different Types of rooms. 
Assignment

The sixth unit of this block deals with the: - Objectives, Introduction, Food Plans, Special Plans, Special 
rates. Basis of charging room rates. Tariff card. Assignment.

The seventh unit of this block deals with the: - Objectives, Introduction. Pre-atrival, Arrival, 0<-r upaiicy. 
Departure, Assignment.

The Eighth unit of this block deals with the: - Objectives. Introduction, Won-Aufomofec/systems, Semi- 
automated systems, Fully-automated system.s, Assignment.

The Ninth unit of this block deals with the: - Objectives, Introdiictiun, Resen>ation management Software, 
Room Management Sojhvare, Guest Account Management Software. Genera Management Software. 
Opera management sqftM’are, Assignment.

The Tenth unit of this block deals with the; - Objectives, Jntrodua.on. Importance r-^ I'eservations, 
Functions of reservation, Modes/inediums of reservations. Source of reservations. Types of reservations. 
Activities associated with the reservation process, Reservatinii tools (.'\LC/DCC'Rm St Bd), Reservation 
systems (BD/WS/CRS/tRS), Group reservations. Over hookings Cancellalions S: Amendments, 
Assignment.

The Eleventh unit of this block deals with the: - Objectives, Introduction, impimtance dc Purpose of Pre- 
registration, Assignment, Objectives.

The Twelfth unit of this block deals with the: - Objectives, Grec-iing, A.sses.sing the guests requirements, 
Importance of Product Knowledge, Selling Techniques. Assignment.

The Thirteenth unit of this block deals with the: - Objectives, Introduction. .Registration Legal 
Requirements, the purpose it .serves, Registration of all guests, Objectives of Registration system. 
Concepts of a Registration system. Flow of the Registration process, Documents Generated In 
Registration Proce.'s. Analysis of Registration, Various Types of Registration Records. Registration 
System Prohiems, Reports Generated, Assignment.

The Fourteenth unit of this block deals with the: - Objectives, DNS, DNA. RNA. PIA, Nl, Situations IVhen 
Guests cannot be accommodated, Assignment.

■fbe Fifteenth unit of this block deals with the: - Objectives, reasons for room change, Types of room 
change. Procedure for room change. Assignment.

The Sixteenth unit of this block deals with the: - Objectives, Introduction, Luggage handling procedures. 
Left luggage handling procedures, other junctions, Assignment.



The Seventeenth unit of this block deals with the; - Objectives, Introduction. Log Book. Information 
directory. Mail handling. Telephone Sendees, voice mail, Facsimiles, Wake Up services. Guesi Services. 
Interdepartmental Communications, Assignment.

The Eighteenth unit of this block deals with the; - Objectives, Handling Guest Requests, Handling Guest 
Complaints, Mail Handling Procedures. Message Handling Procedures, Assignment.

The Nineteenth unit of this block deals with the: - Objectives, Introduction, Functions of Checkout and 
Settlement, Departure Procedure, Method of Settlement. Late Checkout. Express Checkout. Self- 
Checkout, Unpaid Account Balances. Collection of Accounts. Assignment.

The Twentieth unit of this block deals with the; - Objectives, Introduction. Accounts. Folios, Vouchers. 
Points of Sale(POS). Ledgers, Creation and Maintenance of Accounts, Accounting Systems, Credit 
Monitoring, Front Office Accounting Formula. Internal Control in the Front office. Settlement of 
Accounts, Assignment.'

The Twenty First unit of this block deals with the: - Objectives, Introduction, Functions of night Audit, 
Role of the night auditor, Establishing an end of the Day. Cross referencing. Accounts integrity. Guest 
Credit monitoring. Daily and .supplement Tnmscript. Operating Models. The night Audit Process. 
Assignment.
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UNIT 1: THE HOSPITALITY INDUSTRY

Structure
1:1 Ofajeclives
1:2 Introductions to the hospitality industry 
1.3 Introduction to the hotel irKlustty 
14 Growth of hotel industry 
1.5 Hotri features 
I^Summaty

1:1 OBJECTIVES

> To Understand the Hospitality Industry
> To Define a Hotel
> To Understand the growth & development of the Hotel Industry

1:2THE HOSPITAUTY INDUSTRY

Infaoduction to the Hospitality Industry:

The hospitality industry consist of broad category of fields within the service 
industry that includes lodging, restaurants, event planning, theme parks, 
transportation, cruise line, and additional fields within the tourism 
industry.Hospitality is treating people like you would want to be freated when you 
are traveling. Hospitality can be termed as a well planned and sustained effort to 
establish and maintain a mutual understanding between an organization and 
public, thereby running a business of making and keep friends whilst promoting 
an atmosphere of better understanding with the guest. Hospitality is genuine 
smiling face.

Activities involved in providing attentive and courteous services, facilities 
and amenities to travelers, by meeting, greeting and providing them with efficient 
and giving ttiem caring services thereby creating an environment of “Home away 
from Home" is all covered under hospitality. Basically for all those traveling 
away from home the hospitality industry provides the required services. The 
businesses of providing services of food, shelter and basic needs to travelers 
such as hotels, motels, lodges, inns, cruise ships, restaurants, pubs, bars, resort 
etc. are all a part of the hospitality industry, /te such any business engaged in 
tourism, transporteticHi, entertainment, and lodging form part of the hospitality 
irxiustiy.

The basic concept of Hospitality is to make Uie guest feel that he has come 
amongst friends and that GUESTS ARE ALWAYS WELCOME.

Hie hospitality industry is a part of tiie travel & tourism industry v/hich 
provides needs-oriented services based on the needs of the travelers. For e.g. die 
requirements of an individual on a holiday will differ from those of an individual
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on a business visit, which is why the provision of required services varies based on 
location of &ie proN^der.

The past, present and fijture of tiie hospitality industry are closely linked. From 
the times when comfort and lodging was for the wealthy is now the requirement of 
the common man. From times when travelers would receive a warm welcome 
with free food and accommodation, has with the passage of time and, 
advancement of science and technology has brought about a change in the 
needs of the travelers resulting in becoming today a flourishing business today 
which is also ensuring the provision of efficient services in a friendly 
atmosphere.

Cultural, social, and economical conditions play an important role in influencing 
hospitality in society providing human psychological needs such as 
belongingness, love, esteem, and status.

The needs of a traveler like those of accommodation, food and other basic 
needs are today provided by what we call Hotels.

1.3 INTRODUCTION TO THE HOTEL INDUSTRY

A Hotel is defined by British law as a place where a bonafide traveler can 
receive food and shelter, provided he is in a position to pay for it and is in a 
receivable condition. (Rights of admission reserved).

A Hotel may also be defined as an establishment whose primary business is 
providing lodging facilities for the general public and which furnishes one or 
more of the following services:

(a). Food and Beverage Services.

(b). Room Service.

(c). Laundry Service.

(d). Uniformed service

1.4 GROWTH OF HOTEL INDUSTRY

> The Hotel industry is perhaps one of the oldest industries in the world. With 
the establishment of money sometime in the 6th century B. C, came the first 
real enterprise for people of trade and travel, since prior to that it was difficult 
due to lack of a standardized medium of exchange.

> The earliest Inns were ventures by husband and wife who used to provide 
food, quench thirst (mainly wine) and a large hall for travelers to stay against 
exchange of money. Initially Inns were called "Public Houses or Pubs" and the 
guests were called as "Paying Guests".
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> These conditions remained for several hundred years. The development of 
railways and ships made traveling more prominent. The industrial revolution 
also changed travel from social to business travel. There was an urge for quick 
and clean service because the inns were basically self-service institutions.

> In England during the era of 1750 to 1820 the English Inns gained the 
reputation of being the first in the world and were generally centered around 
London. In early England, public houses were normally called "Inns" or 
Taverns". While normally the name Inn was reserved for finer establishments 
catering to the nobles, the name Taverns was awarded to the houses 
frequented by the common man.

t

> In France the establishments were known as "Hotelleries" and the less 
pretentious houses were called "Cabarets". The name hotel is believed to have 
been derived from the word "hotelleries" around 1760

> In America lodging houses were called "Inn" or "Coffee House". By 1800 the 
USA were the leaders in development of first class hotels.

>The real growth of the modern hotels took place in the USA beginning with the 
opening of the "City Hotel" in 1794 in New York. This was the first building 
erected for hotel purpose. This period also saw the beginning of chain 
operations under the guidance of E. M. Statlers.

1.5 HOTEL SERVICES

The present day modern concept of a hotel is not Just a place to provide 
accommodation& food and beverage, but it is like a city within a city offering its 
guests with every possible facility, accommodation, service and convenience, 
such as rooms, restaurants, bars & cocktail lounges, banqueting facilities, 
convention and conference facilities, telephones, radio & T.V., laundry, valets, 
bookshops, banking, parking, florists, chemists, gym, swimming pool, beauty 
parlors, travel agents, business centers, etc. Besides also providing personal 
services like babysitting, planning of tour itineraries, travel booking, 
entertainment etc. A lot of these services may occasionally be wthout any 
additional charges to the guest but generally specifically charged;

Large luxury hotels ensure to provide their guests with every conceivable 
service and amenity in the hotels and guest rooms. Right from the point of the 
guest arriving at the airport, rail station or bus terminus. 5-star hotels provide 
services like airport pickup's, personalized check-in's, welcome drink's, 
freshen-up towels, personalized stationary, room amenities as per personal 
preferences, choice of newspapers, valet services etc.

1.6 SUMMARY

The hospitality industry is a major part of the travel & tourism industry, which 
caters to the traveling public making them totally welcome. Hospitality can be 
seen In a genuinely smiling face whilst providing attentive and courteous
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facilities, and amenities to a traveler, by meeting, greeting andservices,
providing them with efficient and caring services thereby creating an 
environment of "Home away from Home". The hospitality industry has grown
from services provided somewhat free to a flourishing business but maintaining 
the same basic concept of hospitality.

The hotel industry has developed from the times when the earliest Inns 
were ventures by husband and wife who use to modest wholesome food, 
quench thirst (mainly wine) and a large hall for travelers to stay against 
exchange of money and were called as 'public houses' or 'pubs* to the period 
after die industrial revolution where in London they were called as Inns or 
Taverns, in France as 'Hotelleries' or 'Cabarets' and in America as ’Inns" or 
'Coffee Houses' to the first building erected for a hotel purpose.

The present day hotels are places where travelers can not only avail food & 
accommodation services & facilities but also a whole array of services & 
facilities of whatever the guest may require.

Key Terms

Taverns: Hotelleries: Cabarets; Coffee Houses; Hotels; Paying Guests;inns;

1.7 Check vour progress:

A. Fill in the Blanks

a) The hospitality is part of the _ 
need oriented services to travelers.

industry,which provides

b) Initially, Inns were called . 
" ' Guests*.

or pubs and the guests were called as

c) In early England public houses were normally called
or

d) The name Hotel is believed to have been derived from the word, 
around 1760.

e) was the first building erected for hotel purpose.

B. Define a Hotel as per British law.

C. Trace the growth of hotels in the following countries:

1. England

2. France 3. America

D. Trace the origins of the developments of Inns in /after the G'” century B.C.
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E. What are the services and facilities offered to the guest in Star Hotels?

Clues to the Answers:

A. Fill in the Blanks

Read following article No. for Ans.

a) 1.2 b) 1.4 c) 1.4 d)1.4 e)1.4

B. 1.3 C. 1.4 D. 1.4 E. 1.5
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UNIT 2: CLASSIFICATION OF HOTELS

Structure

2.1 Objectives

2.2 introduction

2.3 Classification based on types

2.4 Classification based on size

2.5 Classification based on Levels of service

2.6 Classification based on Ownership & Affiliation

2.7 Classification based on Star Ratings

2.8 Check your progress

2.1 OBJECTIVES

> Learn to differentiate between various hotels based on

• Types

■ Size

• Levels of service

• Ownership & Affiliation

• Star Ratings

2.2 INTRODUCTION

Since the hotel industry comprises of numerous hotels providing numerous 
services & facilities it lacks a single identity. In order to identify themselves in 
the vast hotel market hotels need to place themselves into a specific group so 
as to develop its share of the particular mar1(et based on its characteristics and 
assets and gain more & more of its recognition. Though all hotels provide the 
basic concept of hospitality, food & accommodation, placing them into 
particular groups is not easy because of the diversity of services, facilities and 
amenities provided or not provided. Even though most hotels do not fit into any 
specific well defined category, several general classifications do exist based on

• Types

• Size
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• Levels of service

• Ownership & Affiliation

• Star Ratings

2.3 CLASSIFICATION BASED ON TYPES

Hotels target many markets and can be classified according to the market they 
attempt to attract and serve. The most common types of properties based on 
target markets or types are as follows:

2.3.1 Commercial Hotels. -

It has got a convenient location; it primarily serves business travelers, 
conference'groups, seminars, conventions etc. A commercial hotel can also be 
referred as transient hotel because of the short length of guest stay: services 
provided include accommodation, dinning rooms, cocktail lounges, conference 
halls etc. Example of such hotels are Taj Business hotels

2.3.2 Airport Hotels.

These hotels are set up near by the airport. They have transit guests who stay 
over between flights.

If

'■pBSSit

.•j

2.3.3 Suite Hotels.

This kind of hotel features guest rooms with living room or the parlor area and 
separate bedroom, bar and kitchen facilities. Professionals such as 
accountants, lavryers and executive find suite hotels particularly attractive since 
they can work or entertain In any area besides their bedroom.

2.3.4 Residential Hotels.

These hotels provide long*term permanent accommodation mainly for single 
person. The minimum period of stay could be 3 to 6 months and maximum 
could be extended to a year.

2.3.5 Resort Hotels.
7



Resort hotels: They are also termed as health resort or beach hill resort and 
so depending on their position and location. They cater a guests who wants to 
relax, enjoy themselves at hill station. Most resort work to full capacity during 
peak season. Sales and revenue fluctuate from season to season.

2.3.6 Bed and Breakfast Hotels.

The owner lives in the premises and they are responsible for serving breakfast 
to the guest. The price for a single room is lower than other hotels. Lunch, 
dinner, laundry, recreational facilities .are not offered.

2.3.7 Rotels

These novel variants are hotel on wheel. Our very own "palace on wheels" 
and "Deccan Odesse/’ are trains providing a luxurious hotel atmosphere. 
Their Interior is done like hotel room. They are normally used by small 
group of travelers.

%

2.3.8 Motels.

8



A Hotel located along the highway is termed as a Motel, It is meant to 
benefit highway travelers who require to break their journey. Facilities such as 
car park, car wash, refueling station are provided. Example of such a hotel is 
Suman Motels.

2.3.9 Casino Hotels,

This hotel offers gambling facilities like slot machines, black jack, card games 
etc besides accommodation. Food and beverage operations are secondary to a 
casino operation.

2.3.10 Time-share or Condominium Hotels.

Here an individual purchases ownership for accommodation for specific time 
period. Normally, one or two weeks In a year. The size of the room is larger as 
compared to other hotels.

Condominium hotels have only one owner whereas time-share may have 
several owners. All kitchen facilities may be provided for cooking purpose. 
House keeping services may or may not be provided. Example of such a hotel 
is Mahindra time-share hotels.

2.3.11 Conference Hotels,

These hotels are specially designed to handle group meetings, conferences 
and seminars. Extensive leisure facilities like golf course, indoor and outdoor 
games, swimming pool etc. may be provided- Secretarial assistance, language 
translator facilities may also be provided.

2,3,12 Eco-friendiv Hotels:- Hotels which are developed on the lines of 
ensuring a minimum destruction of the environment even using as far as 
possible as much of recycled material for operations such as paper products
etc.

2.3.13 Floating Hotels:- Hotels created to exist on the surface of water such as 
sea, lake, etc. providing a exclusive and exotic atmosphere with all the facilities 
of a first class hotel.

2.3.14 Boutique Hotels.'-High standard hotels with each room having a very 
distinct personality. These hotels are normally small but very expensive. Every 
aspect of the hotel including the restaurants have very different concept giving 
guests very personal and intimate services.

2.3.15 Boatels Hotels :- A house boat hotels is referred as boatels. The 
shikaras of Kashmir and kettuvallam of kerala are houseboats in India which 
offers luxurious accommodation to travelers.
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2.3.16 Alternative lodging properties. This includes lodges, paying guest 
accommodation, campgrounds, etc.

2.4 CLASSIFICATION BASED ON SIZE

Size by way of the number of guest rooms in a property gives a common way 
to categorize holeis.

2.4.1 Hotels are typically grouped into four size categories

> < 25 Rooms - Small hotel

> 26-99 Rooms - Average hotel

> 100-299 - Above Average

> >300 - Large Hotel

2J CLASSIFICATION BASED ON LEVELS OF SERVICE

Levels of guest service Is the another way to classify hotels . Service level is a 
measure of the benefits provided to the guest. The level of guest services 
offered (n a hotel varies without regard to the hotel's size of type. Some hotels 
offer more than one level of service. The level of service is usually reflected in 
the guest room rates. As such hotels can be placed on three different levels of 
service.

2.S.1 Economy or Limited Services.

These hotels are also a growing segment of the hospitality Industry. These 
properties provide clean, comfortable, inexpensive rooms and meet the basic 
needs of the guest. Type of guest includes families with children, our groups, 
budget minded travelers etc. The number of rooms are less, staff requirements 
are bare minimum.

10



2.5.2 Medium or Mid Range Hotels.»

This includes modest but sufficient level of services. Type of guest include 
tourist, families taking advantage of special children rates, senior citizens, 
travel agents, cooperate groups etc. Especially restaurants and coffee shop 
may be available.

2.5.3 World Class Service Hotels,

These hotels provide an upper scale restaurants, lounges, elaborate decors. 
They are suitable for top business executives; entertain celebrities, political 
figures and wealthy persons. Several food and beverage outlets are available 
to cater to the various types of clientele. Staff requirement is higher as personal 
attention is given to each guest.

2.6 CLASSIFICATION BASED ON OWNERSHIP & AFFILIATION

Ownership & affiliation offers another means of classifying hotels. Two basic 
structures exists 1. Independent Hotels 2. Chain Hotels

2.6.1 Independent Hotels; Hotels which are independently owned by an 
individual or company but have no affiliation or tie-up with any other hotel with 
regards to policy, procedures, and financial obligations. The advantage of this 
type of hotels is that they are free to change or follow any policy or procedure 
they like.

2.6.2 Chain Operated Hotels; Several independent hotels which get affiliated 
to one another by one or more of the following affiliations wherein it gives the 
hotels an advantage of operating under a large professional organization 
providing reservation network access, management aids, financial strength, 
expertise, specialized manpower, and promotional help.

2.6.2.1 Management Contracted Hotels; Management companies who 
undertake to operate and manage hotel/s owned by individuals or companies 
wherein a contract is entered into between the owner and operator and usually 
as per the contract

> Owner retains the legal and financial responsibilities

> Operator pays for the operating expenses and recovers from the
owner

> Owner is responsible for taxes, insurances and debts.

2.6.2.2 Franchise Hotels; An organization (Franchiser), which has its own set 
and acclaimed operating standards grants the rights or privileges to
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merchandise a product or service for specified returns. Thereby the owner 
(Franchisee) benefits from an acclaimed brand image, name, goodwill, 
marketing, operating nature support, advertising sales promotion, technical 
and financial help of franchiser. Fulfillment of a franchise agreement involves a 
specific standard of furniture and decor specification, fitting, fixtures, and 
equipment specifications all of which are in conformity towards uniformity with 
the developed standards of operation of the Franchiser.

2.6.2.3 Referral Hotels: Independent hotels which group together with a view 
to shared advertising campaigns, joint reservation systems, and standardized 
quality. However there is absolutely no management or financial connection.

2.7 CLASSIFICATION BASED ON STAR RATINGS

This system is one of the most commonly understood, accepted and 
recognized system in India, which is also an official system of classification. In 
this system hotels are classified on the basis of facilities which the hotels have, 
and the services which the hotels provide to their guests. Based on the number 
of services & facilities and their qualities and standards which may vary from a 
basic bedroom to a luxury room with most modern fittings and equipment, the 
hotels are awarded 'Stars' ranging from one to five star deluxe.

The classification of new and functioning hotels is done by the Ministry of 
Tourism. The department forms a committee called as Hotels and Restaurants 
Approval and Classification Committee (HRACC), which is headed by D.G. of 
Tourism / A.D.G. of Tourism and comprises of members from the hotel 
industry, Travel Agents Association of India (TAAI). Department of Tourism and 
Principal of Regional Institute of Hotel Management, Catering technology & 
Applied Nutrition, etc. This is a permanent committee to classify hotels in five 
categories i.e. from 1-5 star and also 5-star deluxe. The committee inspects 
once in three years, the existing hotels which have been classified to confirm 
that the hotels are sticking to required standards as per star classification 
awarded.

2.7.1 Indications of Star Classifications

Star Indications

'Hotels generally of small scale with acceptable facilities and furnishing. All 
bedrooms with hot and cold water, adequate bath and lavatory arrangement.
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Meals are provided for the residents but their availability to non-residents may 
be limited.

’ • Hotels offering a higher standard of accommodation and some 
private bathrooms or shov/ers. A wider variety of food is provided but 
the availability of meals to the non-residents may be limited.

* Well-appointed hotels with more spacious accommodation with a large 
number of bedrooms with private bathrooms or showers. Full meal 
facilities are provided but lunch and weekend service to non-residents 
may be restricted.

« *

Exceptionally well-appointed hotels offering a high standard of comfort 
and service with the majority of bedrooms with attached bathrooms.

• * * *

***** Luxury hotels offering the highest international standards.

2.7.2 Basic Criteria for Star Classification

For eligibility for star classification, a functioning hotel must fulfill the following 
minimum basic requirements.

A) The Hotel must have at least 10 lettable rooms

B)The carpet areas of all rooms and of bathrooms should by and large adhere 
to the following specified limits.

100 Sq.Ft.Single• ' 1 Star & 2 Star

Double 120 Sq.Ft.

30 Sq.Ft.B/Room

Single 120 Sq.Ft.3 Star & 4 Star

Double 140 Sq.Ft.

36 Sq.Ft.B/Room

Single 180 Sq.Ft.5 Star & 5 Star Deluxe

200 Sq.Ft.Double

45 Sq.Ft.B/Room

2.7.3 Individual criteria for Star Ratings

1.1



2.7.3.1 ONE STAR CATEGORY HOTELS

The general construction of the building of one star category hotels should be 
good and the locality & environs including immediate approach should be 
suitable. The hotel should have at least 10 lettable bedrooms of which at least 
25% should have attached bathroom and with a bathroom for every 4 of the 
remaining rooms. At least 25% of the bathrooms should have western style 
WCs. All bathrooms should have modern sanitation and running cold water 
with adequate supply of hot water, soap & toilet paper. The room should be 
properly ventilated and should have clean & comfortable beds'& furniture.

There should be a reception counter with a telephone and a telephone for 
the use of guest and visitors. There should be a clean & moderately well 
equipped dining room / restaurant serving nutritious and hygienic food & there 
should be a clean well equipped kitchen & pantry.

There should be experienced, courteous & efficient staff in smart & clean 
uniform and the senior staff coming in contact with guest should possess a 
working knowledge of English. House Keeping at the hotel should be of a high 
standard, clean and good quality linen, blankets, towel etc. should be supplied. 
Similarly crockery, cutlery and glassware should be of good quality.

2.7.3.2 TWO STAR CATEGORY HOTEL

The building of two star hotel should be well constructed and the locality and 
environs including the approach should be suitable for a good hotel. The hotel 
should have at least 10 lettable bedrooms of \which at least 75% should have 
attached bathrooms with showers and a bathroom for every 4 of the remaining 
room & should be with modern sanitation & running cold water with an 
adequate supply of hot water, soap & toilet paper, 25% of rooms should be air 
conditioned (except in hill stations where there should be heating arrangement 
in all the rooms) & all the rooms must be properly ventilated, clean & 
comfortable, with all the necessary items of furniture. There should be a well 
furnished lounge.

There should be a reception counter with a telephone. There should be a 
telephone or call bell in each room & there should be 2 telephones on each 
floor unless each room has a separate telephone. There should be a well 
maintained & well equipped dining room / restaurant, serving good, clean, 
whole some food & a clean, hygienic & well equipped kitchen & pantry.

There should be experienced, courteous & efficient staff in smart & clean 
uniform. The supervisory staff coming in contact with guest should understand 
English. There should be provision for laundry & dry cleaning services. 
Housekeeping at the hotel should be of a good standard and clean & good 
quality linen, blankets, towels etc. should be provided. Similarly crockery & 
cutlery & glassware should be of a good quality.
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2.7.3.3 THREE STAR CATEGORY HOTEL

The architectural features and general construction of the building of three 
star category hotel should be of a very good standard and the locality including 
the immediate approach & environs should be suitable for a very good hotel. 
There should be adequate parking facilities for car. The hotel should have at 
least 20 lettable bedrooms, all w^ith attached bathroom with bath tub &/or 
shower and should be modern in design and equipped with fitting of a good 
standard, with hot and cold running water. At least 50% of the rooms should be 
air conditioned (except in hill station where there should be heating 
arrangement in all the bedrooms, dining rooms, restaurant and lounge) and the 
furniture and furnishings such as carpet, curtains etc. should be of a very good 
standard and design. There should be adequate number of lifts in buildings 
with more than two storey including ground floor. There should be a well 
appointed lounge and separate ladies and gentleman's cloak room equipped 
with fittings of a good standard.

There should be a reception and information counter attended by qualified and 
experienced staff and a bookstall, recognized travel agency, money changing 
and safe deposit facilities on the premises. There should be a telephone in 
each room (except in seasonal hotel where there should be a call bell in each 
room) & a telephone for the use of guest and visitors to the hotel. There should 
be a well equipped and well maintained air conditioned dining room / restaurant 
and wherever permissible by law there should; be a bar / permit room. The 
kitchen, pantry and cold storage should be clean and organized for orderliness 
& efficiency.

The hotel should offer good quality cuisine, Indian as well as continental and 
the food & beverage service should be of a good standard. There should be a 
qualified, trained, experienced, efficiency & courteous staff in the smart & clean 
uniforms & the supervisory staff coming in contact with the guest should 
understand English and the senior staff should possess a good knowledge of 
English. There should be a provision for laundry & dry cleaning service. 
Housekeeping at the hotel should be of a very good standard and there should 
be adequate supply of linen, blankets, towel etc, of good quality. Similarly 
cutlery, crockery, glassware should be of a good quality. Each bedroom should 
be provided with a vacuum jug / thermos flask with cold, boiled drinking water, 
the hotel should provide orchestra & ballroom facilities & should attempt to 
present specially choreographed Indian cabaret.
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2.7.3.4 FOUR STAR CATEGORY HOTELS

The facade, architectural features and general construction of the building of 
four star category hotel should be distinctive & the locality including the 
immediate approach and the environs should be suitable for a hotel of this 
category. There should be adequate parking facilities for cars. The hotel should 
have at least 25 lettable bedrooms, all with attached bathrooms. At least 50% 
of the bathrooms must have long baths or the most modern shower chambers, 
with 24 hrs service of hot & cold running water. All public rooms & private 
rooms should be fully air conditioned (except in hill station where there should 
be heating arrangements) and should be well furnished with carpets, curtains, 
furniture, fittings, etc. in good taste. It would be advisable to employ the service 
of professionally qualified & experienced interior designers of repute for this 
purpose. There should be an adequate number of efficient lifts in buildings of 
more than 2 storey including the ground floor. There should be a well- 
appointed lobby and ladies and gentleman's cloakroom equipped with fittings of 
a standard befitting a hotel of this category.

There should; be a reception, cash, & information counter attended by 
trained & experienced personnel. There should; be a special room for 
conference / banquet purposes, There should be a bookstall, recognized travel 
agency, money changing and safe deposit facilities and a left luggage room on 
the premises. There should be a telephone in each room and telephone for the 
use of guest and visitor & provisions for a radio or relayed music in each room. 
There should be well-equipped, well-furnished and well-maintained dining room 
/ restaurants on the premises & equipped bar / permit room.

The kitchen pantry & cold storage should be professionally designed to ensure 
efficiency of operators & should be well equipped.

The hotel should offer both international & Indian cuisine & the food & 
beverage service should be of the highest standard. There should be 
professionally qualified, highly trained, experienced, efficient & courteous staff 
in smart, clean uniforms & the staff coming in contact with guest should 
understand English. The supervisory senior staff should possess a good 
knowledge of English. It will be desirable for some of the staff to have 
knowledge of foreign language & staff knowing at least one continental 
language should be rotated on duty at all times. There should be 24-hrs service 
for reception information & telephone. There should be provision for reliable 
laundry & dry cleaning service. Housekeeping at the hotel should be of the 
highest possible standard and there should be plentiful supply of linen, 
blankets, towels etc. which should be of the highest quality available. Similarly, 
the crockery, cutlery & glassware should be provided with a vacuum jug / 
thermos flask with ice cold, boiled drinking water .except where centrally chilled 
purified drinking water is provided. There should be a special restaurant / 
dining room where facilities for dancing & an orchestra are provided.
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2.7.3.S FIVE STAR CATEGORY AND FIVE STAR DELUXE HOTELS

The facade, architectural features and general construction of the building of 
five star deluxe hotels should have the distinctive qualities of a luxury hotel of 
this category. Five star deluxe category hotels are a qualitative extension of the 
five star categories. In a five star deluxe hotel, the comparative all rounds of 
service and amenities are of very superior quality & high standard.

The locality including the immediate approach & environs should be suitable for 
a luxury hotel of this category & there should be adequate parking space for 
cars. The hotel should have at least 25 lettable bedrooms, ail with well 
appointed, attached bathroom with long baths or the most modem shower 
chambers with 24 hrs service of hot & cold running water. All public rooms & 
private rooms should be fully air-conditioned (except in hill stations where there 
should be heating arrangements) and should be well appointed with superior 
quality carpets, curtains, furniture, fittings etc. in good taste. It should be 
advisable to employ the service of professionally experienced interior 
designers of repute for this purpose. There should be an adequate nos. of 
efficient lifts in building of more than 2 storage including the ground floor with 
24-hrs service. There shouid be a well-designed and properly equipped 
swimming pool (except In hill stations). There should be a well-appointed lobby 
& ladies & gentleman cloakroom equipped with fittings & furniture of highest 
standard.

There should be a reception, cash & information counter attended by 
highly qualified trained & experienced personnei & conference facilities in the 
form of one each or more of conference room/banquet hall & private dining 
rooms. There shouid be a bookstall, beauty parlor, barber shop, recognized 
travel agency, money changing & safe deposit faciiities ieft luggage room, 
florist and a shop for toilet requirements and medicines on the premises. There 
should be a telephone in each room & telephone for use of guest & visitors & 
provision for a radio or relayed music in each room. There should be a well 
equipped, well furnished & well maintained dining room / restaurant on the 
premises & wherever pennissible by law there should be an elegant well 
equipped bar / permit room. The kitchen, pantry & cold storage should be 
professionally designed to ensure efficiency of operation & should be well 
equipped, ,

The hotel should offer both international & Indian cuisine and the food & 
beverage service should be of the highest standards. There should be 
professionally qualified highly trained experienced, efficient & courteous staff in 
smart, clean uniform & the staff coming in contact with guest should 
understand English, The supervisory & senior staff should possess a good 
knowledge of foreign language & staff knowing at least one continental 
language should be rotated on duty at all times. There should be 24 hrs service 
for reception information & telephone. There should be provision for reliable 
laundry & dry cleaning service. Housekeeping at the hotel should be of the 
highest possible standard &■ there should be plentiful supply of all linen.
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blankets, towel etc. which should be of the highest quality available. Similarly 
crockery, cutlery & glassware should be of the best quality available. Each 
bedroom should be provided with a vacuum jug / thermos flask with ice cold, 
boiled drinking water except where centrally chilled purified drinking water is 
provided. There should be a special restaurant / drinking room where facilities 
for dancing & an orchestra are provided.

2.7.4 Method of Classification of Hotels

For classification, hotels need to apply to the Regional Director of concerned 
Govt, of India tourist office at Delhi, Mumbai, Kolkata, or Chennai for 1,2,& 3 
star category classification, and to the D.G. of Tourism in the case of 4, 5, & 5 
Star deluxe category classification, giving all basic details onto a prescribed 
questionnaire containing questions on details of facilities, features, amenities, 
and services and their standards which are divided into 3 categories viz; 
Desirable, Necessary and Essential.

2.7.S Allocation Of Numbers As Per The Rules And Regulations Of The
fnternati'onaHv Recognised Ctassification Committee For Gradation fn
Order Of Quality;

The criteria of assessing the hotels are defined under 28 subheadings and 
each point is allotted with a particular mark and a remark. Among the points the 
remarks are given in a fashion to forecast its importance in the smooth running 
of a hotel which Is expressed as Essential. Desirable and Necessary.

D= Desirables.N=NecessitiesE = Essentials

Criteria Marks Remarks.Sr. No.

CONSTRUCTION: The facade, architectural features,
The general construction should have a distinctive Quality of a luxury 
hotel.

10 N1.

MAINTENANCE; Of all sections of the hotel building. 
Wall, gardens, pool etc.

20 N2.’

CAR PARKING: There should be adequate car-parking 5 
Space for guest cars.

N3.

SWIMMING POOL: Well designed and properly 
Equipped.
BATHROOMS: All bathrooms should be modern and 
should be equipped with fittings of highest quality 
Befitting a luxury hotel of this category with 24 hours 
Service of hot and cold running water. The floors and 
Walls should be covered with impervious material 
of elegant design and high quality workmanship. It is 
desirable that a socket for electric shaver, hair dryer

10 N4.

E305.
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V.

and telephones are provided.

RECEPTION; There should be a cash, reception and 
Information counter of a proper design attended by

6. 15 E

Highly trained and experienced personnel.

7. LOBBY: There should be a well-appointed Lobby. .10 N

8. CONFERENCE FACILITY: There should be one or more

than one conference room, banquet halls and Private dinning rooms.

9. SHOPPING FACITITY: A book stall, left luggage 
Room, barbershop, travel agency, beauty parlor, Money changing facility,

20 N

NOTE: There should be a florist shop in the hotels having more than hundred 
rooms, chemist shop is a must.

10. ELEVATOR; There should be an adequate number 10 
of efficient elevators in building of more than two floors

N

including ground floor with 24-hour service.

11. Furnishing of bedrooms should be comfortable 
and spacious, good quality, curtains etc, of good taste.

25 N

NOTE; New hotels are advised to employ the
services of professionally qualified interior designer.

12. Lighting arrangement and fixtures .in the rooms 
bathrooms, public areas, corridors should be designed so as to 
establish aesthetic as well as, Functional excellence.

, 10 N

13. Radio, channel music and television. 5 D

14. Telephone in each bedroom and a house phone 10 N

for international calls.

Vacuum jug, thermos flask with Ice cold, boiled N15. 5

or warm water if desired. Moreover where central Chilling 
arrangement is available, thermos flask may be provided on request.

Dinning room, restaurant well equipped and well 
Furnished.

15 E16.

17. CARPETING; all public and private rooms should 5 D
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have gocxi carpet, well kept with an under lay ,

LINEN: There should be plentiful supply of linen, bed 10 N18.

And bath linen should be changed every day and arrangements

and numbers should be proper.

19. Crockery, cutlery and glassware should be of the best 
quality available.

E10

• NOTE: No piece of crockery in use should be chipped,

Crashed or quailed. The silverware well plated and Polished at all times.

N20. BAR: Wherever admissible by the country’s law, there 10 
Should be cocktail lounge filled with latest equipment v/ith 

anatmosphere of comfort and luxury.

ENTERTAINMENT: There should be a special 
restaurant dinning room, where facilities of dancing, 
or live orchestra is available. Motels of this category 
should provide evidence that they have a serious attempt 
to present special type of entertainment{ national and 
International)

10 D21.

22. CUISINE: The hotel should offer both international 
and Indian the committee will check the preparation,

30 E

23. FOOD AND BEVERAGE SERVICE:
(a) RESTAURANT SERVICE: 25 N

The waiter should have the knowledge about the menu w/hether in 
French or English laying of table correctly variety and 
Appearance of buffet service and the method used for 
services of the dishes a right temperature.

(b). ROOM SERVICE: The method used to ensure 20 N

speedy service.

(c). BEVERAGE SERVICE: The provision and 15 N

service of alcoholic, non-alcohol beverages including methods used to 
service hot and cold beverages at correct temperature will be as 
assessed.
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HYGIENE: The kitchen, pantry and cold storage24. 20 E

Should be cleaned and organized for underlines and efficiency 

scientific hygiene methods should be used in working for the washing of 

glass, crockery, cutlery etc.

25. OTHER SERVICES:

(a). 24 hours service should be provided there should 10 E

be a person available for reception, information and telephones.

(b). There should be a provision for reliable laundry 10 N

and dry-cleaning service.

26. STAFF: There should be professionally qualified. Highly trained 
experienced, efficient staff. The overall composition of trained staff will be 
assessed and marks are given accordingly with a deduction of marks if a 
supervision is done by untrained staff on unqualified staff.

(a). Manager. 10 N

(b). All Executive Staff. 10 N

(c). Supervisors. 30 N

(d). Smart, clean uniform according to the position.

(e). The staff coming in contact with the guest should 10 D

understand English. Supervisor and seniors should

possess a good knowledge of English one senior staff

should know one of the popular language of the continent

and be present at all times. The knowledge of foreign language

by some of the senior staff is compulsory.
27. HOUSEKEEPING: Must be of highest possible 

standard.
28. Special facilities includes, general atmosphere and 

available common services.

25 E

20 D

2.8 Check vour progress:
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Fill in the blanks

1. Hotels located near natural environments and away from crowded
areas are termed as_________ ________
2. Several hotels affiliated to one another in one form or another are termed as

3, For a star categorization the minimum requirement of rooms is

% of rooms air-conditioned.4. A two star hotel needs to have

Bt Distinguish between the following

1. One star category hotel and three star category hotels

2, Resort hotel and commercial hotel

3. Management contracted hotel & Franchisee hotel

4. Chain hotels and Independent hotels

5. Floatels and Boutique hotels

C) Explain the need for classification of hotels giving the different 
classifications.

D) How can hotels be classified based on their ownership and affiliation.

E) What are the important criteria considered whilst categorizing hotels as per 
the star ratings system?

CLUES TO THE ANSWER:
A) Fill in the blanks

Read following article No. for Ans.

1) 2,3.5 2) 2.6,3 3) 2.7.2 4) 2.7.3,2

Bt Distinguish between th^ following

1) 2.7.3 2)2.3 3) 2,6 4)2.6 5) 2,3

C) 2,7.4 D)2.6 E) 2.7.2
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UNIT 3: HOTEL ORGANIZATION
structure
3.1 Objectives
3.2 Introduction
3.3 Hotel Organization
3.4 Typical Hotel Organization Chart
3.5 Assignment

3.1 OBJECTIVES

> To know the need for organization

> To identify the various departments within the hole!

3.2 INTRODUCTION

Most hotels today are not just any, place which provides accommodation, food, 
beverages and basic amenities but also provides most facilities a guest may 
require besides basic accommodation, food & beverage facilities in the form of 
cocktail lounges, banqueting facilities, communication services like telephones, 
facsimile, Internet etc., information & entertainment services like television, 
radio, personal services like babysitting, laundry & valet, banking, parking 
services, florists, chemists, gyms & health club facilities, beauty parlor, 
swimming pool, medi-care, travel agents, business centers, shopping arcades 
offering jewellery, garments, toys, books, news stands and magazines.

Provision of these services may or may not be charged to guests however 
availing of any of particular services/facilities may be charged to guests.

3.2.1 Various Hotel Services

The various services provided by a hotel will be provided through various 
departments generally in a large hotel like
> Sales
> Personnel
> Laundry
> Housekeeping
> Maintenance.
> Security
> Purchase & Receiving
> Stores
> Horticulture
> Accounts
> Health Club
> Food production-Main Kitchen

-Satellite Kitchen 
-Bakery
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- Confectionery
> Food & Beverage Services-Restaurants

-Bar.
-Coffee: Shops, 
-Room Service, 
-Banquets

> Front Office-Reservations,
- Reception,
- Information, 
-Cash,
-Bell Desk, 
-Telephones.

3.2.2 Need for Organizationi

A hotel cannot be operated by a single individual and requires several people 
to operate it, there by making it a product of an organization of two or more 
persons. From the good mannered receptionist who receives the guest, the 
courteous bellboy who escorts the guest to the room, to the room which the 
guest is offered and the delicious and nutritious meals served in the 
restaurants, a hotel is expected to offer professional and efficient delivery of 
service and good quality products, all of which require a well coordinated staff 
network resulting in a formation of an organization.

An organization mearis a process of understanding a job. Dividing the job into 
small components, grouping responsibilities and authorities amongst staff,helps 
establishing relationships in the activities and staff for the achievement of a 
common goal.

3.2.3 Importance of Organization -

An organization is the foundation for building. A hotel management structure 
which enables all employees to live and work effectively and efficiently together 
and hence organization may be called as the arrangement of personnel and 
assignment of duties and responsibilities to them so the entire establishment 
operates as one unit. It is important that there are clear lines of authority and 
effective lines of communication.

3.2.4 Characteristics of Organization

1. Division of Labor, power and communication
'

2. Presence of power control centers

3. Substitution and rearrangement of personnel
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3.3 HOTEL ORGANIZATIONf •S-
The staffing and deployment within hotels can differ from pt^ ^ ^ 
wahy factors go into determining the organizational makeup 
most basic level, a hotel will'be staffed based on the following\

o o• A hotel's size

• A hotel's location

• A hotel's service level

• A hotel's target market

Hence a small hotel will require few managers than a large hotel
simply by Its nature of facilities and services would need more manegem^t

personnel than an airport hotel of the same size.

Given the variety of ways a hotel can deploy its staff using these organizational 
criteria, a standard example that covers all would be difficult. It would be! most 
appropriate to select a hotel profile ttiat illustrates the most widely used 
deployment structure.

3.3.1 Hotel Functional Departments

Most large hotels have six main functional departments, which will exist in one 
form or another regardless of the hotel type, size or target market. These 
functional departments are as follows;
• Rooms Division 

-Front Office
-Housekeeping 

• Food & Beverage
-Food & Beverage Service 
-Food & Beverage Production

• Accounting
• Human Resources
• Engineering
• Sales & Marketing

3.3.2 Departmental Functions and Responsibilities

A variety of responsibilities and duties exist within each department. All these 
departments rely on each other to provide the best product. Understanding 
each department is vital to understand the hotel as whole.

3.3.2.1 Rooms Division

Within a hotel no area Is as vital and as visible as the rooms division. The
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called as the 'nerve center' of most of the hotels 
it is the department responsible for the hotel's main product 

The rooms division is a functional area within the hotel that 
the Front office & House Keeping. Both sub-departments are wholly 

^P^nsible for the hotel's main product which is accommodation by way of 
guest rooms.

3.3.2.2 Food & Beverage

As the name suggests the Food & Beverage department is responsible for the 
hotel's next main product which is food production and service. The 
responsibilities of this department include
• Kitchens
• Restaurants ]
• Lounges / Bars A. /
• Room Service vj

3.3.2.2 Accouming

Every financial responsibility within the hotel lies with the accounting 
department. From the transaction at the Front Office, Food & Beverage to the 
daily review of transactions by the night auditor lie with the accounting 
department.

3.3.2.3 Human Resources

Hospitality is an industry which relies on people and can succeed only with the 
right personnel in the right places. It is the responsibility of the human 
resources department to find and retain these people. The human resources 
performs the following duties:
• Payroll
• Benefits
• Recruitment
• Career development & training
• New hire Orientation

3.3.2.4 Enaineerino

The physical structure of the hotel must be maintained and taken care of. Every 
large hotel has within it very complex systems like electrical, ventilation, 
heating/cooling, water, telecommunications, computers, and others which must 
be continually checked and repaired whose responsibility is that of the 
engineering department.

3.3.2.S Sales & Marketing

Every product of the hotel needs to be utilized for maximizing towards revenue 
generation which is the responsibility of the sales & marketing department. 
Responsibilities of this department includes
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‘ Room sales
* Group sales
• Conference / Convention sales

Organization Chart of a Large Hotel
f

Accommodation

> Secretary %

Chief Engineer Executive
Housekeeper

Front OfFicc 
Manager

Health Club 
Manager

Front Office 
Secreiaiy •

Assistant
Manager Lobby

ManagerReservation
Agents

Business
Centre Telecommunication

Supervisor
Concierge

Shift
Supervisor

Bell C ptain

Telephone
Operators

Secretaries From Office 
Agents

Bell Boy '■Transport
Supervisor

3.5 Check vour progress:
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A) State the importance of organization in a hotel operation.

B) Give the important departments of hotels operations.

C) Dra\A/ out the organization chart of a typical hotel.

D) Find out the hierchy of a 5-star hotel in close proximity to your location and 
find out its organization chart.

Clues to the Answers:

Read following article No. for Ans.

A) 3.2.3 B) 3.3.1 C) 3.4
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Structure
4.1 Objectives
4.2 Functional areas
4.3 Front Office layout & Equipment
4.5 Front Office Organization Chart
4.6 Front Office Job descriptions/Duties & Responsibilities
4.7 Assignment

-f

4.1 OBJECTIVES
• The importance & functions of the Front Office
• What are the functional areas & their organization?
• Job Descriptions & Duties Responsibilities of the front Office personnel

introduction

Regardless of how a hotel is organized, the front office is always an essential 
focal point’. Front Office is the name given to offices situated in the front of 
house, that is the lobby, such offices where the guest is received, provided 
information, his luggage handled, his account is settled at departure and his 
problems, complaints, and suggestions are looked after. The front desk is the 
link between the guest and the hotel and represents the hotel to the guest and 
is a liaison between the hotel management and the co-ordination of all guest 
services.

4.2 FUNCTION & IMPOTANCE OF THE FRONT OFFICE DEPARTMENT

The front office is one of the two major departments which provide 
revenue in a hotel, the other being Food & Beverage

The front office generates nearly 60/70% of the revenue for the hotel 
and is responsible for achieving a high occupancy of the hotel.

p*

One of the major functions of the front office is selling Accommodation.

The Front office co-ordinates as a link between the hotel & the guest 
and at times is the only are which comes in contact with a guest and the 
guest knows the hotel by the front desk only.

N • ;*

The front office is like a dispensing post to handle complaints and 
suggestions of the guest.

• Front office is indeed the nerve center, the hub, and the heart of the hotel.
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/ department with 
,ons with guests.

jinates all guest services 
/g, guest accounting and bill 

/nication services.

ongings are also a function of the

/Vith travel agents, tour operators, airlines/
/

/fst & last impression of the hotel to the guest.
/

>ns durina the Guest cvcie

I. PRE-SALE
1. Reservations
2. Advance Payments
3. Guest account Initializing
4. Pre- Registration
5. Awaited Mail

FRONT OFFICE 
FUNCTIONS DURING 

GUEST CYCLE 
PHASES

4
in. POST SALES

]. Guest account Settlement
2. Checkout
3. Night Audit
4. Guest History

II. ARRIVAL & POINT OF 
SALE

[) Arrival
2) Room & rate assignment
3) Registration
4) Occupation
5) Information

■•j.

3

4.3 FUNCTIONAL AREAS OF THE FRONT OFFICE

The Front Office department of a hotel comprises of subsections such as
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1) Resen/ations- whichjs responsible for booking of rooms in advance.

2) Reception or Check in-\which is responsible for receiving the guest, 
allocating and assigning rooms, registering of guests and a source of 
information to government offices such as FRRO etc.

3) Information-which is responsible for providing information about the 
hotel, its services and amenities, city, town, country, travel & transport, 
banks, receiving & distributing of mail and messages, packets, room 
keys etc.

4) Cash & Bills or Cashier-which is responsible for maintaining and 
recording guest accounts, bills, guests folios, and either cash or credit 
settlement of guest folios at time of guest departure.

5) Bell Desk-which is mainly- responsible for guest luggage handling etc.

6) Telephones-'Which is mainly responsible for the communication within 
and incoming/outgoing to the hotel.

y

7) Business Center- which is mainly responsible for all the business 
oriented requirements of guests such as photocopying, facsimiles, 
internet services etc.

8) Guest Relations- who is responsible for ensurii 
handling complaints and guest requests.

guest satisfaction,

y4.4 FRONT OFFICE LAYOUT & EQUIPMENT

4.4.1 Lobby

A guest entering a hotel does so through the main entrance which leads to the 
reception area of the hotel which is also the lobby of the hotel. The lobby of the 
hotel includes the general circulation and waiting area which leads to check-in, 
information, and the cashiers counter besides also to the bell desk, travel desk, 
hospitality desk, elevators, cloak rooms etc. The Front Office is the area situated 
'in the front of the house’ i.e. the lobby of the hotel. Within this area there also 
may be a shopping arcade, some restaurants like a coffee shop etc. As the 
lobby usually serves as a meeting or gathering area for guests and their visitors 
and is the most common area it should be well planned, designed and furnished 
so as to give all a first and best last impression. The reception desk which is 
located in the lobby should be so located that it has a open view of the entrance, 
exits, elevators, shops etc. so as to oversee activities in the areas.

4.4.2 The reception counter

The reception counter which is located in the lobby is where the various 
activities connected with guests such as check-in, information, check-out, rnail 
handling, luggage handling, bill settlement etc. are handled from as such the
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plan, design and the size are important based on the level of operation systems 
used such as manual, mechanical, or automatic.

4.4.3 Typical lobby layout
I

3
421

12 5

13
6

11
7

10 9 8

14

;■

1. Left Luggage Counter
2. Bell Desk.
3. Entrance ;
4. Travel Desk
5. Lobby Manager
6. House Phone
7. Public Phone
8. Reception
9. Information
10. Cashier
11. Counter for Group and Crew Arrivals
12. Guest Relation Executive Counter
13. Lobby
14. Back Area or Back Office.

4.4.4 Front office equipment

4.4.4.1 Mail, Message and Key Rack.
A Key is an array of numbered compartments used to store guest room 
keys. Key rack used to be visible to individuals both behind and in front of 
the desk. To minimize the number of racks in front desk area hotel may
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combine the key rack with either the
rack. A combination of mail, message and
freestanding wall unit or an under the counter row of
4.4.4.2 Folio Tray
In non-automated and semi automated purposes guest folios are stM^H 
a front office folio tray and arranged by guest room number. Guest ro^ 

folios remain in the tray throughout the occupancy of the guest cycle, 
except when they are used in posting transactions.
4.4.4.3 Account Posting Machine.
Semi automated hotel that allow the guest to charge purchases to their 
room used an account-posting machine to post, monitor and balance these 
charges. A posting machine normally provides;

(i) A standardized means of recording transactions.
(ii) Account statement.
(iii) A basis for cash and default payment management
(iv) An analysis of departmental sales activity.
(v) An audit of charges, purchases transactions.

4.4.4.4 Telephone.

EP^X : Electronic Private Automatic Branch Exchange.

4.4.4.5 Facsimile machine.

4.4.4.6 Credit Card Imprinters.
An imprinter presses a credit card voucher against a guest credit card. The 
impact causes the raised credit card details like the number, expiry date, 
name of the cardholder etc. onto the credit card voucher for use in credit 
card billing and collection procedure.
4.4.4.7 Magnetic Strip Reader.
It reads data magnetically recorded and stored in the magnetic strip on the 
reverse of the credit card. The strip on the back of a credit card transmits 
the data to a credit card verification service on bass of the credit card data 
and transaction data, the credit card verification service either approves or 
disapproves the transaction.

4.4.4.8 Time Stand.

Folios, mails and other front office paper work are inserted into a time 
stand device to record the correct time and date.

4.4.4.9 Wake Up Device.

33



^'special designed clock 
-office agent or telephone

<?
<5- ,/ front office or security personnel to 

A central location. I

acks
//-s are used to maintain guest details of those in- 

A in the future respectively
/

levs

jesk to shift guest luggage to and from rooms.Usedv

vX

4.5 Front Office Oraansation chart

General Manager

Rooms Division Manager/ Director

>1 Front Office ManagerExecutive Housekeeper —♦

Night Auditor 
Manager

Assistant Front Office or Lobby

Front Office
Supervisor

Telephone
Operator

Sr. Receptionist. 
Bell Captain

F.O. Reservation 
Cashier Agent.

ReceptiJhist 

(Front Desk Agent)
Bell Boy1

4.6 Front Office Job descriptions / Duties & Responsibilities

4.6.1 Job Description : Front Office Manager

JOB TITLE
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• Front Office Manager

PUCE OF WORK

• Front Office

SCOPE AND GENERAL PURPOSE
• Responsible for organizing, planning, directing and controlling of 

the Front Office Reception / Cashiers, Reservations, Concierge 
and Switchboard

RESPONSIBLE TO

• Rooms Division Manager

RESPONSIBLE FOR

• Assistant Front Office Managers, Supervisors, Receptionists/ 
Cashiers, Reservations, Concierge and Switchboard Operators

LIMITS OF AUTHORITY

• May not make statements to the press.

• No purchasing of operating equipment without General Manager’s 
approval.

• No new employment / termination of employment without General 
Manager’s approval

MAIN DUTIES:

• Recruitment and discharge of staff in conjunction with the Rooms 
Division Manager

• To develop and implement a Training Program including 
Computerization.

• Develop Job Descriptions for each member of staff and keep them 
updated.

• Monthly timetables for staff incorporating annual holidays.

• Control payroll costs, ensuring sufficient coverage at any given 
time

• Ensure the Department is properly equipped with stationery etc. 
and that costs are kept to a minimum.

• Aim to maximize Room Occupancy at ail times and ensure a clear 
understanding of the Property Forecast for the future.

• Aim to reach the Quality Standards laid down by the hotel.

• To attend and hold departmental staff and individual meetings.

• Ensure Debtors Accounts are kept within the required amount of 
days.

I
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• Setting objectives and ensuring they are fulfilled.

• Ensure punctuality and control absenteeism

• Regularly check appearance and uniforms of the staff

• Check that the attitude is always exceptional

• Ensure service is always of the highest degree

• Always be on the look out for new ideas and means of control

• Ensure that Operating Equipment is always in perfect working 
condition

.-t

• Handle any problems and guest complaints when necessary

• Be constantly aware of the different rates and those of competitor 
hotels

• Be aware of special promotions within the hotel

• Ensure the close communication with other department in the hotel

• Create an atmosphere of high morale and a happy working 
relationship among the staff

• Administer to all employees, the company Policies and Procedures 
pertaining to hotel regulations and standards^jss**^

4.6.2 Job Description: Reservation Aoent
: Reservation Agent.''
: Lobby Manager or Assistant Front Office Manager,

Job Title 
Reports To

Duties and Responsibilities:

Process reservation by mail, telephone, telex, and fax or by central 
reservation system (CRS).
1.

2. Process reservation from the sales office, other hotel departments 
and travel agents.

3. Know the type of rooms available as well as their locations and
layouts,

4. Know the selling status, rates and benefits of all package plans.

5. Know the credit policy of the hotel and how to code each
reservation.

Create and maintain reservation records by date of arrival in 
alphabetical order.
6.

Determine room rates based on the selling tactics of the hotel.7.
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Prepare letter of confirmation.8.

Communicate reservation information to the front desk.9.

Process cancellations and modifications. Promptly relay this 
information to the front desk.
10.

11. Understand the hotels policy on guaranteed reservations and no
shows.

12. Process advance deposits on reservations.

4.6.5 Job Descriotion: Receptionist

: Receptionist.Job Title

Reports To: Assistant Front Office Manager or Lobby Manager.

Duties and Responsibilities:

1. Receive guest with a smile and answering queries of new arrivals and 
providing correct information. Efficient handling of new arrivals with 
allocation of rooms with delays, helping and guiding in filling of 

registration form.
I ■_

The receptionist handles walk in, regular guest who arrive without 
reservation, she politely refuses if the hotel is full.

2.

Allocation of rooms to group in co-ordination with the tour co-3.
coordinator.

Checks the house keeping reports with room status reports and 
are no discrepahcies.

4.
see's that

Know the location of the rooms and decor.5.

4.6.6 Job Description : Bell Captain

: Bell Captain.Job Title

: Lobby Manager or Assistant Front Office Manager.Reports To

^Duties/responsibilities

1. Ensure all deliveries are recorded and fairly distributed among the staff. 
Make sure all paperwork is completed and in order for the deliveries. 
Deliveries must be completed in a proper, courteous and timely manner.

2. Comply with specific Resort pricing, commission and gratuity policies 
related to the position.
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3. Communicate important information to bell staff relative to all groups 
and anything related to the daily operations of the area.

jr

4. Ensure the Holding Rooms, Brass Racks, and handcarts are cleaned 
and maintained on a daily basis.

5. Assist guests with transportation needs via radio communication with 
hotels transportation team.

6. Maintain an un-biased, pro-active and positive attitude while dealing 
with staff members and while in guest contact areas.

7. Ensure your areas are kept clean and stocked with supplies at all times, 
including public spaces.

8. Assist other departments as needed (i.e. housekeeping, valet, 
merchandise, Business-Center, etc.)

9. Maintain a safe working environment. Report and correct if possible, any 
unsafe acts or conditions.

10. Answer and assist with inquiries, in person and on the phone, 
providing information on the Resort and local area to guests. Market and 
up-sell Resort rooms, facilities, and amenities whenever possible.

11. Ensure entire Bell Staff is adhering to Resort and departmental policies 
at ail times. Take disciplinary action if necessary.

12. All Captains will be cross-trained in all aspects of the job.

13. Schedule the weekly bell desk staff operation as well as breaks and 
lunches.

14. To Perform other related duties as assigned or requested by 
supervisors/managers.

4.6.7 Job Description : Bellboy

Job Title: Bellboy.

Reports To : Bell Captain.

Duties and Responsibilities:

1. He is accountable for his actions to the bell captain.

2. He carries luggage, parcels etc. to guest room. He shows the guest 
around the room.

3. He should posses through knowledge about the topography of the 
hotel.

4. He distributes mails to various departments as well as guest.

5. He distributes newspapers to the guest.
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6. He should be familiar with luggage, storage procedures and luggage 
room.

7. He keeps postage stamps available for guest request.

8. He is responsible for paging of guest.

9. He sees that the C-Form is deposited to the nearest police station or 
the registration office

0
4.7 CHECK YOUR POGRESS
1) State the importance & functions of the front Office department.
2) Which are the functional areas within the Front Office department?
3) Draw out a typical lobby layout showing all functional sections of the 
Front Office department.
4) List the various equipments used in Front Office operations.
5) Give the organizational set-up of the Front Office department.
6) Write the duties & responsibilities of Front Office Manager
7) Distinguish between

a) Reservation agent & Receptionist
b) Bell captain & Front desk cashier
c) Bell boy & Telephone operator
d) Credit card Imprinter & Magnetic strip reader
e) Reservations & Reception

CLUES TO THE ANSWER;

Read following article No. for Ans.

1)4.2 2)4.3 3)4.4 4)4.4.4 5)4.5 6) 4.6.1
7) Distinguish between
a) 4.6 b)4.6 c)4.6 d)4.4.4 e)4.3

/•'
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UNIT:5 TYPES OF ROOMS

structure
5.1 Objectives
5.2 Introduction
5.3 Different Types of rooms
5.4 Assignment

5.1 OBJECTIVES

> Learn the different types of rooms provided by hotels to suit 
different requirements

5.2 INTRODUCTION

It is quite strange, that so far in the hotel industry has not appeared a 
unified classification system for the hotel rooms. Of course, today almost 
any modem hotel has at its disposal standard rooms and suites. But often 
the same category of rooms in different hotels may imply different living 
conditions.

There are basic classification systems, which are used in some counties 
morf than one decade. It basically concerns the hotel sector in Western 
Europe, USA, Australia, Brazil, Japan and some countries of the Asian 
region. During^recent years, the system of hotel room classification was 
adopted by numerous residence buildings and hotels In Russia.

The class of the room in the hotel mostly depends on the structure of the 
hotel itself. The classification of the hotel rooms is often used not so much 
for the indication of comfort, as for the reflection of the number of beds. 
You can safely say that the general standard for the international hotel 
business today is a single room. Tourist, staying in it, can count on the 
separate battiroom, wardrobe, TV set. WI-FI connection to the Internet is a 
default option practically in all the rooms of new hotels.

Depending on the host coun^ and the status of the hotel a standard room 
can have additional functions and features. For example, in many English 
hotels washstands with the separate faucet for cold and hot water can be 
found. In Chine the standard set for the bathroom includes a hairbrush, a 
toothbrush and paste. Thereby the standard set for the bathroom In the 
world hotel industry includes soap, towels for body and hands and, of late, 
a shower gel.

in addition to the standard room, the world classification distinguishes 
more than 30 different types of rooms. The type of the hotel room can 
depend on the view from the window, the number and the size of rooms, 
the quality of furniture, the content of mini-bar and the availability of office
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equipment. In addition to the classification of rooms there is a classification 
of accommodation. There are also a lot of options: from a double room, 
where three or more people can stay, to accommodation with children or in 
the separate cabin on the territory of the hotel. Both the room types and 
the accommodation types have alphabetic acronyms, primarily in English, 
For example, BO stands for bed only and means that meals are not 
included. An abbreviation SV (sea view) in the description of the room 
means that you will be able to observe the sea through your window.

S.2 DIFFERENT TYPES OF ROOMS

5.2.1 Single Room.

That's a room meant to be occupied by one person. Usually has a narrow 
twin-size bed.

5.2.2 Double-bed Room.

It is a room, which consists of double bed and has capacity for two 
persons.

5.2.3 Twin Room.

This room has two single beds separated by a side table and has a 
separate headboard for each bed.

5.2.4 Intaroonnflctfna Room,

Two rooms attached with a common door in between them, which is meant 
for families.

S.2.S Triple Room

This room has either a double bed or two twin beds and an extra bed to 
accommodate three persons.

5.2.6 Quad Room.

This room has capacity to provide accommodation for four persons with 
four single beds.
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S.2.7 Double -Double

This room has two double beds in it,* providing accommodation for four 
persons.

5.2.8 Suite.

The term suite refers to a room, which has within it separate dinning or 
sitting room, besides a bedroom. Different types of Suite rooms are as 
follows

S.2.8.1 Single Suite :-lt is a single room with sitting room meant for 
one person.

S.2.8.2 Double suite :-lt is a double room with a sitting room 
attached to It meant for two persons

S.2.8.3 Duplex Suite: -This type of suite room has two rooms on 
two successive floors with an internal staircase, with generally the 
sitting or living room on the lower floor and the bedroom on the 
upper floor.

5.2.8.4 Pent-house Suite.

It is a room on the top most floors, which has an open terrace. A 
room which is similar to penthouse suite but with additional facilities 
and fittings is Presidential Suite.

5.2.9 Studio Rooms.

A room, which consists of a sofa cum bed, Murphy bed, closet bed or 
rollaway bed thereby it, can be used as a living room by day and a 
bedroom by night. Studio rooms may also be called as Utility rooms.
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5.2.10 Cabana.

A room, situated near the swimming pool or on the same level of that of 
the pool.

5.2.11 Lanai.

It is type of room normally found at hill resorts and overtook a view of. a 
waterfall, lake, or a garden from the balcony of the room.

V

5.2.12 Parlor

A living or sitting room not used as bedroom.

5.2.13 Efficiency room.

A type of room typically containing a bedroom, living room, dining room, a 
small kitchen, and bathroom. -

5.2.14 Hospitality Room

A room used for entertaining also called as a function room but not for 
sleeping purposes. u
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S.2.15 Hollywood Twin Room

This room has two single beds, which are separated by a side table and 
have a common headboard.

5.2.16 Adjoining Rooms.

Two rooms with a common wali, but no common door in between.

5.3 CHECK YOUR PQGRESS

A) Distinguish between:-
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1) Double-bedroom & Twin room

2) Inter-connecting room & Adjoining room

3) Double-doubfe & Double -bed room ,

4) Single suite & Single room

5) Duplex suite & Penthouse suite

6) Studio & Cabana rooms

7) Efficiency room & Hospitality room

8) Twin room & Hollywood twin room

CLUES TO THE ANSWER:

Read following article No. for Ans.

A) 5.2
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UNIT: 6 RATE CATEGORIES

structure
6.1 Objectives
6.2 Introduction
6.3 Food plans
6.4 Special rates
6.5 Basis of charging room rates
6.6 Tariff card
6.7 Assignment

6.1 OBJECTIVES

> To Know various ways of fixing room tariff and rates

> To Know the details in a tariff card

6.2 INTRODUCTION

Hotel room rates are usually published by a hotel for use by individuals, 
travel trade, organizations, etc. This rates list includes prices of rooms 
''classified into different categories based on room types, meal plans, 
reservation profile etc. This rates list is also called as a tariff card.

6.3 FACTORS INVOLVED IN FIXATION OF ROOM RATES

1. Competition in the market

2. Customer profile

3. Standards of service offered

4. Locality of hotel ’

5. Amenities provided

6. Room view

6.4 BASIS OF CHARGING ROOM RATES

6.4.1 12 Noon check in - check out: Here a day of stay is calculated 
from 12 Noon to 12 Noon of the following day

6.4.2 Night Basis: Number of nights spent at the property. Hotels 
do not entertain this but small inns and motels do.

6.4.3 24-Hour Basts;
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Here a day of stay is calculated on 24 hours basis i.e. from the 
hour of check-in up to the hour of check-out, in a cyde of 24 hours.

6.4.4 Dav-rate:

Also called as 'day-use rate' Is applicable when the guest stays In 
the hotel for a few hours only up to a maximum of 6 hours, wherein 
the guest Is normally charged 50% of the applicable tariff .E.g.- 
Guests using hotel rooms while in bansit between long haul flights, 
or for business meetings.

6.4.5 On basis of meal plans:

6.4.5.1 European Plan (E. P): This plan includes room rates and 
early morning tea.

6.4.5.2 Continental Plan (C. P): This plan includes room rates and 
continental breakfast.

6.4.5.3 Bermuda Plan (B. P): This plan includes room rates and 
American breakfast.

6.4.5.4
American breakfast, lunch and dinner.

American Plan (A. P): This plan includes room rates,

6.4.S.5 Modified American Plan (M. A. P): This plan includes room 
rates, American breakfast and either lunch or dinner.

“In Europe, Modified American Plan is more often referred to as 

“Half pension” or “Half-Board”.

6.4.5.6 All-inclusive Plan (Ain): This plan includes room rates, all 
meal like breakfast, lunch, dinner, mid-moming snacks, evening tea 
and snacks, ail day (11am-11pm) alcoholic and non-alcoholic 
beverages (house brands).

6.4.5.7 Go Plan: This is not a food plan in true sense but is a kind 
of service provided by chain hotels. In this plan a guest is provided 
with temporary credit facility and they can settle their bills at the 
unit (stay) of their tour programme, Guest who comes through 
travel agent Company attached that hotel and regular guest can 
avail this facility.

6.S -SPECIAL RATES

6.5.1 Corporate Rate
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Corporate travelers receive preferential treatment as the "bread and 
butter" clientele of the typical commercial logging establishing. A corporate 
rate program encourages business from employees traveling on the behalf 
of the participating corripany. To earn a corporate discount, the company 

may have be required to guarantee a minimum number of rooms to be 
occupied during a set period of time.

6.5.2 Agent Rate

The agent rate is the hotel’s discounted rate for the travel agents and 
airline personnel. An agent rate is generally not valid during periods when 
the hotel is sold out.

6.5.3 Package Rate

The hotel’s package rate usually include promotional discounts to 
encourages occupancy during slack or off-season periods, or to introduce 
new prospective to the facilities. The following types of rate package are 
examples:

6.5.3.1 Weekend rate: A commercial hotel, which relies heavily on 
the business travelers typically, has a low occupancy rate on 
weekends, A special weekend rate may apply for weekend 
packages - usually Friday, Saturday and Sunday nights. This 
package may include a food and beverage allowance at the hotel's 
restaurant.

Promotional package rate: Resorts hotels with strong 
weekend and holiday business often experience low occupancy 
during the week. To boost occupancy levels during these slack 
periods, the hotel may offer a promotional package rate, normally 
based on the double occupancy for the stays of three days to one 
week. The package may include food and beverage at the hotel's 
restaurant, or such amenities as free gambling chips at the hotel's 
casino.

6.5.3.2

6.5.4 Group Rate

A published tariff price given to group operators which is commissionable 
only to retail travel agents, tour operators, and wholesalers of the travel 
industry.

6.5.5 Crib rate

A special rate applicable to children below 12 years of age accompanied 
by the parents.

6.5.6 Extra bed rate
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A rate applicable to a third person occupying the room, and is provided 
with an extra bed in the room generally is 1/3 or of the applicable tariff.

6.5.7 Crew rate

Special rates offered to crew of airlines however dependent on total room 
nights on consistent and continuous basis given by the respective airlines 
over a period generally of one year.

6.6 TARIFF CARD

A hotel tariff card is a document developed by hotels for use by individual 
prospective guests, organizations, and by those in the travel trade.

The tariff card includes prices the guest rooms classified into different 
categories based on types, meal plans and any special offers or rates 
applicable. If any, e.g.-group tariffs etc.

The hotel tariff may also include the details about the hotel such as the 
location, distance from the airport, railway station, or bus terminus. 
Besides also the services and facilities provided by the hotel such as 
restaurants, svWmming pool, foreign exchange, baby sitting, doctor on call
etc.
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6.7 CHECK YOUR POGRESS
1) State the various basis of charging room rates.
2) State the various meal plans offered at hotels.
3) State the types of special rates offered to various sections.
4) Define a tariff card and draw out a typical tariff card based on a sample 
from a hotel in your locality.
5) DistinguisH^between:-

A) Night basis & 24-hour basis
B) E.P. &B.P.
C) A.P. & Ain,
D) Crib rate & Extra bed rate
E) Crew rate & Corporate rate.

CLUES TO THE ANSWER:
. Read following article No. for Ans.

1) 6.4 2) 6.4.5 3) 6.5 4) 6.6 5} a) 6.4 b) 6.4.5 c) 6.4.5 d) 6.5 e) 6.5
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UNIT: 7 THE GUEST CYCLE

structure

7.1 Objectives

7.2 Introduction

7.3 Pre-arrival

7.4 Arrival

7.5 Occupancy

7.6 Departure

7.7 Assignment

7.1 OBJECTIVES

> To study the different stages of a guest contact with the hotel

> To know the functions carried during every stage of guest contact with 
the hotel.

7.2 INTRODUCTION

The guest is the most important person for the hotel, A guest's stay at the 
hotel determines the flow of business within the hotel which can be 
described in the form of a cycle, The guest cycle suggests a systematic 
approach to managing front office operations. The four stages of the guest 
cycle is as follows.

7.3 PRE-ARRIVAL.

The guest chooses a hotel during this stage. The guest's choice can be 
affected by many factors including previous experiences with the hotel, 
advertisements, and recommendations from his travel agents, friends or 
business associates. This decision may also be influenced by the ease of 
making reservations and how the reservation agent describes the hotel 
and its facilities, room rates and amenities. The attitude, efficiency of the 
front office staff may influence a caller's decision to stay at a particular 
hotel. A reservation agent must be able to respond quickly and accurately 
to requests for fijture accommodation. If a reservation can be accepted as 
requested, the reservation agent creates a reservation record. The 
creation of a reservation record initiates the hotel guest cyde. This record 
enables the hotel to personalize guest service and schedule needed staff 
and facilities. By confirming a reservation, the hotel verifies a guest's room 
request and personal information and assures the guest that his or her 
needs will be addressed. Because of information collected, the hotel may
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also be able to perform pre-registration. Such activities include assigning a 
specific room and rate for guest who have not yet arrived and creating 
guest folios.

7.4 ARRIVAL.

The anival stage of the guest cycle includes registration and rooming 
functions. When the guest arrives at the hotel, he or she establishes a 
business relationship with the hotel through the front office staff. The front 
office desk agent should determine the guest's reservation status before 
beginning the registration process. Guests without reservation or the walk 
in guests, present an opportunity for front desk agents to sell guestrooms.

To sell successfully, the front desk agents must be very familiar with the 
hotel room type's and guest services and be able to describe them in a 
positive way. A guest will not register If he or she is not convinced of the 
value of renting a particular hotel room. A registration record should 
include information about the guest's intended method of payment, the 
planned length of stay, special requests such as a rollaway bed or 
particular room location. It should also include the guest's telephone 
number, address and signature. Obtaining the guest's signature is a very 
important part of the registration process. Front desk agents must possess 
knowledge about the difference in amenities provided in all rooms. New 
properties coming up should be barrier-free in design. This means that 
facilities and accommodation must be designed with the disabled in mind. 
Some of the features of barrier-free guestrooms include extra wide doors 
for wheelchairs, extra large bathrooms; grab bars at the toilet and in the 
bath, low vanity counter tops. Once the guest decides to rent a room, the 
front desk agent turns his attention to identifying the guest's method of 
payment; the front office should take measures at the beginning of the 
guest cycle to ensure eventual payment. Registration is complete once 
methods of payment and the guest's departure date have been 
established. The guest may be given the room key and the bellboy may be 
asked to show the guest to his room. When the guest arrives at the room 
and accepts it, the occupancy stage of the guest cycle begins.

7.6 OCCUPANCY.

The manner in which the front office staff represents the hotel is important 
throughout the guest cycle, particularly during the occupancy stage. The 
front office should respond to requests in a timely and accurate way to 
maximize guest satisfaction. The front office staff must encourage repeat 
visits. Front desk agents should carefully attend to complaints and try to 
find satisfactory solutions. Front desk accounting records must be 
periodically reviewed for accuracy and completeness.
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7.6 DEPARTURE.

The final element of guest service is checking the guest out of the hotel 
and creating a guest history record. At check out, the guest vacates the 
room, receives an accurate statement of account for settlement, returns 
the room keys and departs from the hotel. Once the guest has checked 
out, the front office updates the room availability status and notifies the 
housekeeping department. During check out. the front office determines 
whether the guest was satisfied vdth the stay and encourages the guest to 
return to the hotel in the future. The more information the hotel has about 
its guests, the better it can serve their needs and develop marketing 
strategies to increase business. Once guest has checked out, the front 
office can analyze data related to the guest's stay. Front office reports can 
be used to review operations, isolate problem areas, indicate where 
corrective action may be needed and point out business trends. Analysis 
can help managers establish a standard of performance, which can be 
used to evaluate the effectiveness of the front office operations.

1 Mote)
receives call

2 Ineomlnc call
CalJi diat hotel

back to the hotel.

Calls for will be 
glvcil the dfrod rail 

pl^oe number. 3 Call refers to 
RPC toll free 

numberis made
ron]iR« <ovr^tt

Call center

7.7 CHECK YOUR POGRESS
Q.1) State the various functions carried out during the following stages:

1) Pre-arrival
2) Arrival
3) Occupancy
4) Departure

Q.2) Distinguish between:-
1) Arrival & Occupancy
2) Departure & Pre-arrival

CLUES TO THE ANSWER:
Read following article No. for Ans.

0.1} 1)7.3 2) 7.4 3) 7.5 4) 7.6
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UNIT: 8 FRONT OFFICE SYSTEMS
structure

8.1 Objectives

8.2 Introduction

8.3 Non-Automated systems

8.4 Semi-automated systems

8.5 Fully-automated systems

8.6 Assignment

8.1 OBJECTIVES

> To learn the use of technology in the form of computerization in different 
levels in Front Office operations.

8.2 INTRODUCTION

The technology used for front office record keeping and equipment has 
evolved in three stages:

• Non-automated (manual)

• Semi-automated (electro-mechanical)

• Fully automated (Computer-based)

Before the 1920s, non-automated operations dominated lodgings, 
operations. The semi-automated operations through the early 1970s laid 
rnuch of the groundwork for the development of automated operations in 
the late 1970s. The following overviews, based on the phases of the guest 
cycle, represent the evolution of front office record keeping systems. In 
practice, many properties combine elements of each approach to produce 
a workable system.

8.3 NON-AUTOMATED SYSTEMS
1. Non-automated systems:
Non-automated front office record keeping systems rely solely on 
handwritten forms. Some small hotels may still find this method of record 
keeping sufficient to meet their needs. The elements of handwritten 
systems have determined the structure of many front office processes. 
Techniques common to non-automated systems can be found in even the 
most advanced automated systems.

8.3.1 Pre-arrival activities:
•At the pre-arrival stage, reservation requests should be introduced in a
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loose-leaf notebook or index card. Moreover, only reservations up to 6 
months horizons shall be honored. Lastly, it is not practical, under this very 
system, to issue reservation confirmation numbers, initiate pre-registration 
activities (at the exception of VIP and groups) and prepare occupancy 
forecasts. The reason is, time and money loss along with insufficient labor 
force to manually conduct all the above mentioned activities.

8.3.2 Arrival activities:
• At the arrival stage, guests shall either sign a page in the registration 
book or fill manually a registration record. Under this very system, the most 
widely used front office equipment is the room rack, in which registration 
records are inserted to serve as room rack slips. Moreover, registration 
books and records shall be time stamped as an internal control proving 
when the guest exactly came, who registered him/her...Lastly; guest folios 
shall be opened for each registered guest.

8.3.3 Occupancy activities:
• Under the occupancy activities, registration records shall be prepared 
with multi-copies. In fact, one copy shall be distributed to room rack, 
another stemped to the guest folio, and another given to switchboard 
operators, and a final copy handed to the uniformed service personnel. 
Lastly, guests with charge privileges charges and payments shall be 
posted to respective guest folios.

8.3.4Departure activities:
•At departure stage, cashiers should settle each guest account's 
outstanding balance and get room keys back from guests. Moreover, 
cashiers shall notify the housekeeping department that the room is no 
more occupied (i.e. room status change) to let this very department clean 
the room and prepare it for new anivals. In addition, cashiers shall remove 
room rack slips from room racks to indicate departure. Lastly, these very 
rack slips of departed guests shall be filed in a cardboard box to serve as a 
guest history record

8.4 SEMI-AUTOMATED SYSTEMS

A semi-automated - or electro-mechanical - front ofllce system uses both 
handwritten and machine produced forms. Semi-automated systems and 
equipment are becoming less common in small and mid-size hotels. 
Advantages of a semi-automated system over a non-automated system 
include automatically generated - and easy-to-read documents that detail 
the steps of a transaction. These documents represent what is known as 
the audit trail. The disadvantages of semi-automated equipment are that 
the equipment may be difficult to learn, complex in operation, not 
integrated with other systems, and subject to maintenance problems.

8.4.1 Pre-arrival activities:- Guests making reservations may call a national 
reservations network or contact the hotel directly. When reservation 
requests grow beyond the front desk's ability to handle them efficiently, 
many hotels create a reservations department. Pre-registration activities 
include preparation of registration cards, guest folios, and infomiation
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slips. With a semi-automated system, room assignments are usually made 
based on room rack status -just as with a non-automated system. Similar 
to a non- automated hotel, semi-automated properties may opt to maintain 
a reservation density board-

8.4.2 Arrival activities:- When guests with reservations arrive at the hotel, 
they simply verify the prepared registration information and sign in. Walk-in 
guests generally complete a multiple-copy registration card. Copies are 
distributed to the room rack, the switchboard operator, and the information 
rack.

8.4.3 Occupancy activities:- The use of semi-automated systems may not 
significantly reduce the paperwork needed to chart the hotel guest cycle. 
Vouchers are used to communicate charge purchases to the front desk, 
and revenue outlets rely on sales record entries to prove transactions. 
Mechanical cash registers and posting machines are used to process 
many of the records formerly processed by hand, enabling the front office 
to handle guest accounting transactions more rapidly. A night audit 
procedure based on posting machine records is used to verify account 
entries and balances.

8.4.4 Departure activities:- The more thorough audit routine made possible 
by a semi-automated system leads to faster and smoother guest check
outs. Front desk agents find fewer discrepancies in guest accounts and 
can quickiy reconcile accounts and relay room status information to 
housekeeping. Registration cards may be collected and placed in the 
property’s guest history fiies.

8.5 FULLY AUTOMATED SYSTEMS

Front office record keeping is computer-based in fully automated hotels. 
Computer systems designed for use in the hospitality industry were first 
introduced in the early 19708, but were not considered viable until the late 
1970s. These initial systems tended to be expensive, making them 
attractive to only the largest hotel properties. During the 1980s, computer 
equipment became less expensive, more compact, and easier to operate. 
User-friendly software packages evolved for various hotel functions and 
applications, which did not require the sophisticated technical training, 
demanded by earlier computer systems. The development of versatile 
personal computers encouraged system vendors to approach smaller 
lodging properties. By the late 1980s, computer systems ere cost-effective 
for hotels of all sizes.

8.5.1 Pre-arrival activities;

• Under this stage, the reservation department is equipped with a software 
package, which is interfaced and connected with one or more central
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reservation office(s). Moreover, the reservation department can 
automatically generate letters of confirmation, produce requests for guest 
deposits and handle pre-registration activities for all types of guests and 
generate daily expected arrival lists, occupancy and revenue forecast 
lists...

8.S.2 Arrival activities:

• At this stage, various reservation records can be transferred to front 
office department. Moreover, hotels might be equipped with an on-line 
credit authorization terminals for timely Credit Card Approval, self ched<-in 
/ check-out terminals. Lastly, all guest charges and payments are saved in 
electronic guest folios.
• As far as walk-ins are concerned, all registration activities should be 
initiated from the very beginning.

8.5.3 Occupancy activities:

• Under this very stage, guest purchases at different revenue outlets are 
electronically transferred and posted to appropriate guest accounts. 
Moreover, the front office department can run and process continuous trial 
balances and, therefore, eliminate the tedious work for the Night Auditor.

8.5.4 Departure activities:

• At this very stage, cashiers can automaticaliy produce bills to be sent 
to various guests with direct billing privileges and create electronic 
[guest history records.

8.6 Front Office Forms:

• At different stages of the guest cycle different forms are used depending 
on which operating system a hotel chooses. Below are some of the 
common forms used:

6.6.1. Pre-arrival activities;

a) Reservation record or a reservation 5le
b) Letter of confirmation
c) Reservation rack and reservation rack slips

8.6.2. Arrival activities;

a) , Registration card (or record) or registration file
b) Room rack and room rack slips

8.6.3 Occupancy activities:

a) Guest folio; shall be of duplicate forms and pre-numbered for cross
indexing control purposes
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b) Vouchers; support documents detailing facts of a transaction, but does 
not replace the source document (i.e. the invoice). Examples of 
vouchers might include charge vouchers, allowance vouchers, paid-out 
voucher, and correction vouchers...

c) Information rack slips

8.6.4. Departure activities:

a) Credit card vouchers
b) Cash vouchers
c) Personal check vouchers
d) Transfer vouchers
e) Guest history records

8.6 CHECK YOUR POGRESS

Q.1) To which extent are the operations of the Front office enhanced with 
the use of the automated systems

Q.2) Give the advantages of the various front office systems.

CLUES TO THE ANSWER:

Read following article No. for Ans.

Q.1) 8.5 Q.2) 8.3,8.4,8.5
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UNIT: 9 PROPERTY MANAGEMENT SYSTEM
structure
9.1 Objectives
9.2 Introduction
9.3 Reservation Management Software
9.4 Room Management Software
9.5 Guest Account Management Software
9.6 Genera rnanagement Software
9.7 Opera Management Software
9.8 Assignment

-1

9.1 Objective
> To learn the use of computer software in the various operations of 

the front office department.

9.2 INTRODUCTON
Property management system contains assets of computer software 
package capable of supporting a variety of activities in front office and 
back office areas. The four most common front office software package 
are designed to assigned to assist front office employees perform 
functions related to

1- Resen/ation Management.
2- Room Management
3- Guest Account Management
4- General Management

9.3 RESERVATION MANAGEMENT SOFTWARE

A computer based reservation package enable a hotel to rapidly process 
room request and generate timely and accurate rooms, revenue and 
forecasting reports. Most lodging chains participate in computer based 
central reservation system.

Central resen/ation typically stores the reservation data, track room 
reserve, control reservation by room type and room rate and monitor the 
number of reservation received.

Reservation received at a central resen/ation office can be processed, 
confimed and communicated to the destination property. The most modern 
system allows two-way communication between central reservation office 
and hotel computer. This way accurate hotel guest room inventories and 
pricing are provided to both systems.

Various reservation, management reports containing summary of 
reservation data and guest account status, information can be generated. 
Current reservation management software also includes upgraded room
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control features, guest history module and more detailed property 
information such as, bed types, guest room view and special features.

9.4 ROOM MANAGEMENT SOFTWARE :

Room management software maintain, current information on the status of 
rooms .provides information on room rates, assis'ts in room assignment 
during registration and help front office personnel co-operate guest 
services.

A room management module can also be used to provide rapid access to 
room availability data during the reservation process. This information can 
be especially useful in short-term reservation confirmation and room 
revenue forecasting. Room management software can provide front desk 
employees with a summary of each room status just as the room and 
information rack does in a non-automated and semi-automated hotels.

In the computerized system, the front office employee simply enters the 
room number at a computer system teiminal and the current status of the 
room appears immediately on the terminals display screen.

Once the room has been cleaned and ready for occupancy, the 
housekeeping staff can communicate the room status by means for a 
terminal located in the housekeeping department or in some case through 
a telephone interface. With a computerized system changes in the room 
status are communicated to the front desk. In addition, front desk agent 
can enter a guest specific request into the computer to find a room that 
exactly needs his or her needs.

9.5 GUEST ACCOUNT MANAGEMENT SOFTWARE.

Guest account management software increases the hotels control over 
guest account and significantly modifies the traditional night audit routine. 
Guest accounts are maintained electronically thereby eliminating much of 
the need for folio cards, folio tray and account posting machine. The guest 
accounting module monitors pre-determine guest credit limit and provides 
flexibility through multiple folio format. At checkout previously approved 
outstanding account balances can be automatically transferred to an 
appropriate account receivable file for a subsequent billing and collection.

When the hotel’s revenue outlets are connected to the front office 
computer system, the remote cash register can be used to communicate 
guest charges to the front office. These charges can then be automatically 
posted to apooripriate guest folios. This helps reduce late charges posted 
to guest account after the guest has departed.

9.6 GENERAL MANAGEMENT SOFTWARE
General management software cannot operate independently of other front 
office software packages. General management applications tend to be
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report generating packages which depend on data collected through 
reservation management, room

Management and guest account management programs. For example, 
general management software may be able to generate a report showing 
the days expected arrival and the number of rooms available for- 
occupancy: a combination of reservation and room management data. In 
addition to generating reports, the general management module serves as 
a central link between front and back office computer system interface 
application.

9.6.1 Back Office Interface

A comprehensive property management system typically involves the 
hotels back office. Although front and back offices software packages can 
be implemented independently of each other integrated system offer the 
hotel a full range of control over a variety of operational areas. Such areas 
include room sales telephone call accounting, payroll and account 
analyses. An integrated system cannot produce complete financial 
statement unless all the required data are stored in the systems memory. 
Marry reports generated by the back office system depend on the front 
office system collection of data. The four most popular applications are;

1. Account receivable software, which monitors guest account and account 
billing and collection when integrated with the front office guest accounting 
module.

2. Account payable application, which tracks the hotels purchases and 
helps the

hotel maintain sufficient cash flow to satisfy its debts.

3. Payroll accounting application, which processes such data as time and 
attendance record pay distribution and tax with holdings.

4. Financial reporting operation, which helps the hotel to produce balance 
sheets, income statement and transactional analysis reports

9.6.2Front Office Interface

A variety of front office interface applications are available to fully 
automated lodging properties.

9.6.2.1 Non>Guest Operated Interface.

Some interfaces which are not operated by guest include:

(i). A point of sale system, which allows guest account transaction to be 
quickly
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transmitted from remote point of sale to the front desk for automatic 
account folio V

posting.

(b). A call accounting system, which directs, prices and tracks 
guestroom telephone use for resale and posting guest-account.

(c). Electronic locking system, which may interface with the room 
management application to provide enhanced guest security.

(d). A credit card settlement system, which can capture verify and 
authorize credit card information and settle the account.

9.6.2.2 Guest Operated Interface.

More and more hotels may provide computerized conveniences and 
services. Some hotels have gone beyond basic property management 
system by installing a variety of automated devices tiiat can be operated 
by guest. In some properties guest may inquire about in-house events and 
local activities through automated information devices in public areas.

There are two types of in-room beverage service system. Non-automated 
honor bars are stocked of beverage items in both dry and cold storage 
areas within a guest room. The bars beginning inventory level is recorded 
and changes in the inventory are noted by the hotel employees on a daily 
bases. Appropriate charges are posted to guest folio.

Fully automated guestroom, vending machines contain electro optical 
sensors that record the removal of stored products from designated 
compartments. When a sensor is triggered, the vending machine sends 
appropriate information, to the front office accounting module for folio 
posting.

9.7 OPERA Property Management Software
At the core of the OPERA enterprise solution is our premier property 
management software, the OPERA Property Management System (PMS). 
Designed to meet the varied requirements of any size hotel or hotel chain, 
OPERA PMS provides all the tools a hotel staff needs for doing their day- 
to-day jobs — handling resen/ations, checking guests in and out, assigning 
rooms and managing room inventory, accommodating in-house guest 
needs, and handling accounting and billing. The property management 
software is configurable to each property’s specific requirements and 
operates in either single-property or multi-property mode, with all properties 
in a complex sharing a single database. OPERA Property Management 
Systems is fully Integrated with OPERA Sales and Catering, OPERA 
Gaming and Comp Accounting, OPERA Vacation Ownership System, 
OPERA Quality Management System, and the.OPERA central systems — 
ORS, the OPERA Reservation System: and OCIS, the OPERA Customer
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Information System.

Key Features of the OPERA Property Management System

9.7.1 Reservations: OPERA Reservation features are integrated with 
other functionality such as profiles, cashiering, and deposits. This property 
management software module offers a complete set of features for making 
and updating individual, group, and business block reservations, including 
deposit handling, cancellations, confirmations, waitlisting, room blocking, 
and sharing.

9.7.2 Rate Management: The OPERA Properly Management System 
offers an extensive set of features for setting and automatically controlling 
rates, for rate quotation, and for revenue forecasting and analysis to create 
the most comprehensive rate management system in the industry. 
OPERA’S property management systems interface with the OPERA 
Revenue Management Systems and other major yield management 
applications.

9.7.3 Profiles: OPERA’S property management software also provides 
profiles - complete demographic records for gi-'^sts, business accounts, 
contacts, groqps, agents, and sources. Profiles include addresses, phone 
numbers, membership enrollments, stay and revenue details, guest 
preferences, and additional data that make reservations handling and 
many other activities faster and more accurate.

9.7.4 Front Desk: Arrivals and in-house guests are served using the Front 
Desk features of our property management software. This module handles 
individual guests, groups, and walk-ins, and has features for room 
blocking, managing guest messages and wakeup calls, and creating and 
•following up on inter-department advisories, or traces.

9.7.5 Back Office Interface: Revenue transfers, market statistics 
transfers, daily statistics transfers, and city ledger transfers can be easily 
made from OPERA Property Management System to a back office system,

9.7.6 Rooms Management; OPERA Property Management System’s 
Rooms Management features handle all facets of room supervision 
including availability, housekeeping, maintenance, and facility 
management. The Queue Rooms feature of the property management 
software coordinates Front Office and Housekeeping efforts when guests 
are waiting for rooms which are not immediately available for assignment

9.7.7 Cashiering: Posting guest and passer-by charges (including taxes 
and other generates), making posting adjustments, managing advance 
deposits, settlements, checkout and folio printing are a few of the many 
activities handled by OPERA Cashiering. Cashiering accommodates 
multiple payment methods per reservation including cash, check, credit 
cards, and direct bill. In multi-property environments, guest charges can be 
cross-posted from any property in the hotel complex.

9.7.8 Accounts Receivable: AR is fully integrated with the OPERA 
Property Management System database and includes direct billing, 
invoicing, account aging, bill payments, reminder and statement
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generation, and account research. Old balances from external accounting 
systems may be entered.

9.7.9 Commissions: OPERA’S property management software also offers 
integrated features for calculating, processing, and following up on travel 
agent and other types of commission payments, either by check or via 
EFT.

9.7.10 Reporting: OPERA offers over 360 separate standard reports. 
Reports can be customized for each hotel and new reports may be created 
as needed using OPERA’S built-in Report Writer.

9.7.11 Fully Configurable: Choice of OPERA features, system behaviors 
and priorities, and system-wide defaults are controlled by the property. 
User permissions determine which property management software 
features may be accessed by each user and user group. Many OPERA 
screens may be customized by the property.

9.7.12 Global Perspective; OPERA Property Management System 
supports multi-currency and multi-language features to meet the 
requirements of global operations. Rates and revenues can be dynamically 
converted from the local currency to any other currency. The appropriate 
language for guest correspondence can be automatically determined by 
the guest’s profile language; country-specific address formats are 
supported.

9.7.13 Hospitality System Interfaces: OPERA PMS includes interfaces 
to hundreds of third-party hospitality systems including yield management, 
telephone and electronic switching, TV and video entertainment, key lock, 
restaurant POS, activities scheduling, minibar. and wakeup call systems.

9.7.14 OPERA Xpress: OPERA Xpress offers a scaled-down edition of 
our property management systems for smaller properties or properties 
offering limited services. Based on the core OPERA property management 
software product, properties may choose the features they want from a 
menu of product options.

9.8 CHECK YOUR POGRESS

Q.1) Write short notes on the use of automation in the operations of the 
following front office functions:

a) Reservations

b) Rooms management

c) Guest accounting

d) General management.

CLUES TO THE ANSWER:

Read following article No. for Ans.

.1) a) 9.3 b) 9.4 c) 9.5 d) 9.6
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UNIT 10 ■ RESERVATION ACTIVITIES

structure
10.1 Objectives
10.2 Introduction
10.3 Importance of reservations
10.4 Functions of reservations
10.5 Modes / mediums of reservations
10.6 Sources of reservations
10.7 Types of reservations
10.8 Activities associated with the reservation process
10.9 Reservation tools (ALC/DCC/Rm St Bd)
10.10 Reservation systems (BDA/VS/CRS/tRS)
10.11 Group reservations
10.12 Over bookings
10.13 Cancellations & Amendments
10.14 Assignment

X
10.1 OBJECTIVES

> To learn the importance & functions of reservations for the hotel.
> To know the various modes & sources of reservation for the hotel.
> To learn the various types of reservations
> To (earn the methods of accepting reservations
> To know the various activities associated with the reservation process
> To know the various tools used in the reservations process.
> To know the various systems used in the reservations process.
> Handling group reservations
> Handling Over bookings
> Carrying out Canceilations & Amendments

1(h2 INTRODUCTION

Reservation is the process of booking and blocking of rooms for the future. 
The most important outcome of the reservation process is having a guest 
room ready and waiting when the guest arrives. This guest room should 
not be just any room but the room that best meets the needs the guest 
expressed during the reservation process.

Processing reservations involves matching room requests with room 
availability, recording, confirming and maintaining reservations and 
producing management-reports. Reservation information is especially 
useful in other front office functions. For example:

wth the information gathered during the reservation process, front office 
personnel can finalize room rate assignment and create account and guest 
history file.
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1.3 IMPORTANCE OF RESERVATIONS

1. Reservation gives the hotel a chance to ec S 
with rooms availability and gives the hotel suffir 
prepare for the most suitable accommodation. Q

Q

2. It gives a good indication of the level of f 
might gel in the future.

vs
C--

r

To a great extent the hotel can;' • 
generation keeping in mind the reservation,'
3.

It helps the hotel in scheduling /4.
need be.

Reservation department importance is that it se..^ 
of the hotel i.e. accommodation and generates customers tiiSrs.^, 
increasing the chances of revenue generation for the other departments'll. 
the hotel.

5.

OF THE RESERVATION SECTION10.4 FUN

To help the hotel in generating revenue from future and prospective1.
room sales.

To receive reservation requests from prospective guests, check 
availability of rooms, to process the request and either to accept 
wait list or deny it, communicating it and then recording it i.e. 
maintaining of reservation correspondence, files, charts and racks 
and computer records.

2.

3. To receive requests made by prospective guests for amendments or 
cancellations, processing them, communicating them and then 

them.recording

To ensure a 100% or near 100% occupancy for the future.4.
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OF RESERVATIONS

Mode of Reservation

Visual. Verbal OR

Internet.ax.
Telephones.

Telegram. 
Counter / Walk in.

Email.

Letter. CRS.

Written. /’'• .1 •jy' I

1. Fax..
• 1

Advantage: On spot reservation and confirmation can be done! 
Disadvantage: It is expensive.

2. Telegram.

Disadvantage: Very limited information can be sent.

3, Letter.

Advantage: It is convenient, cheap and one could really make 
herself very clear.

Disadvantage: Though so popular there is always a fear that it 
reach in Time or might not reach at all.

himself or

might not 
Visual.
1. Internet,

Advantage: It is then and there, easiest, convenient.
Disadvantage: One requires a computer and a phone line. Phone 
could be seen to be cheap but a computer could be said to beline

expensive.
Even if cyber cafe is used to access Internet, not all could afford it.

2. Email.
Advantage: It is fastest and convenient.
Disadvantage: One requires a computer and a phone line. Phone 
could be seen to be cheap but a computer could be said to be 

expensive. Even if cyber cafe is used to access Internet and emailing, not 
all could afford it.

line
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3. Central Reservation System (C. R. S).

Advantage: One point of accessing information, easy and very 
convenient.
Disadvantage: The set up and maintenance cost is very high.

Verbal or Oral.
1. Telephones.
Advantage: It is the shortest and the best way.
Disadvantage: It, is not expensive and affordable if it is a local call, it is a
bit
expensive if it is a national call and it is very expensive if it Is an 
international call.

2. Counter or Walk in.
Advantage: It is face-to-face and straight.
Disadvantage: The words if misunderstood may put one in uncomfortable 
situation. Sometimes language also becomes a problem. ■

10.6 SOURCES OF RESERVATIONS

1. Travel Agents.

The travel agent operates in the local market. He may receive request 
from the tour organizer to plan itineraries both for individuals and groups in 
his country or region. In short they put all the elements of the infrastructure 
together into one package.

2. Tour Operator.

They organize packages in which the stay is inclusive so they themselves 
make hotel reservation for their clients. They are different from travel 
agents in respect that they make reservations in large numbers.

3. Companies.

They make reservations to accommodate their company delegates,. 
business associates. They make reservations tor presentations, seminars, 
etc The company sends a letter of reservation to the hotel, the accounts 
department at the hotel then verifies the credits of the company and 
accordingly confirms and sends, the confirmation letter to the company. 
Then the company issues the letter to their delegates or associates. This 
letter is produced at the reception counter when the guest of the company 
arrives at the hotel.

4. Individuals.
(a) . Walk in.
(b) . Foreign independent traveler (FIT).
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(c) . Free individual traveler,
(d) . Foreign individual traveler.

5. Embassies.

They make reservations when they have their delegates'' counselors, 
ambassadors and head of state visiting."

6. Airlines.

They make room reservations when they have to give accommodation to 
their crew and passengers when there is flight cancellations or long flight 
delays. The airline also makes resen/ation for their passengers during 
transit stay, as there is a long time (at least 6 hours) during the connected 
flights.

7. Tourist Office.

They make room reservation but only of hotels or Inns, which belong to the^ 
government. Every state has a tourist office to make' reservations 
convenient to the local people as well as tourist.

8. Government Agencies.

They make reservations whenever there are state organized cultural 
activities, programs, functions or sports events. These agencies make 
reservations to accommodate their delegates, distinguished guest, VIFs, 
WIP's, the participants of the sports events etc.

9. Hotel.

This happens when the hotel cannot accommodate a walk in client or a 
group in their own property, but wants to develop a relation and goodwill 
with this group or individual.

11. Central Reservation Office fC. R. 0>.

This Is done when It is chain of hotels. They make reservations for their 
clients in any state the client will be proceeding or traveling, provided they 
have their property in that particular state where the client is heading or 
intending to travel.

12. Others.

Taxi drivers, lickshaw drivers, local guides etc.

10.7 TYPES OF RESERVATIONS
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Prospective guests making reservations are required to do so in different 
forms which may be decided by the hotel as per the convenience of the 

. hotel or the guest. The main types of reservations are:

10.7.1 Guaranteed reservations

This type assures the prospective guest that the hotel will hold a room up- 
to the check-out time following the guests scheduled arrival date. However 
this requires that the guest make an advance payment which is not 
refundable even if the room is not used, unless the reservation is cancelled 
as per the hotel's cancellation policy. Guaranteed reservations ensure the 
reservation materialization and protect the hotel in case of a 'no-show’.

10.7.1.1 Types of Guaranteed reservations

A) Prepayment

This type requires that a prospective guest make a full payment in 
advance for the pe'riod of stay, so as to confirm the reservation

'•A •..-I

B) Credit card guaranteed

This type requires that a guest sign an agreement that the hotel can 
charge the room charges, to the guests credit card unless a advance 
cancellation is made as per the hotels cancellation policy.

C) Advance Deposit

This requires that a guest make a part payment of the duration of stay as 
specified by the hotel which could vary from one nigtit room charges or 
more depending on the number of nights of the reservation made.

D) Travel Agent Guaranteed

In this type of guaranteed reservation the travel agent makes the 
reservation for the guest and takes responsibility for charging the guest in

Type of Reservationcase of a ‘no show".

ConfirmedGuaranteedTentative/Provisional 
Reservation or 
6:00PM release reservation

i
Advance Payment Credit Card Airlines Company or

Travel Agent In House
Or Deposit Reservation
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10.8 ACTIVITIES ASSOCIATED WITH THE RESERVATION PROCESS

The activities associated with the reservation process are:

1. Conducting The Reservatiori Enquiry.

A property can receive reservations in many ways. Reservation requests 
may be made in person, over the telephone, through mail, through a 
central reservation system Regard less of the source, the reservatipn 
agent will collect the following information about the guest stay through a 
process known as reservation enquiry. The agent will ask for such 
information as the guest name, address, telephone number, company or 
travel name, date of arrival and departure, type arid number of rooms 
requested^ The agent will also clarify the room rate, number of people in 
the party, method of payment or guarantee, any special requests..

Most of the information gathered through the enquiry process will be used 
to create the reservation record.. The reservation agent enters the 
gathered infotmation onto a reservation form or onto a computer terminal 
according to clearly defined procedures.

Reservations can be made for individuals, groups, tours, or conventions. 
For groups reservation may be" filed under the group name rather than 
individual names.

2. Reservation AvaitabHitv.

When a property receives a reservation enquiry, it is Important to compare 
the data with previously processed reservations. Processing a reservation 
results In one of several responses,

A property can:

a) Accept the reservation as requested.

b) Suggest alternative room types, dates and rates.

c) Suggest alternative hotel properties.

In any reservation system, It is necessary to closely monitor the number, of 
reservations in order to avoid over booking. A hotel should use care when 
accepting reservations after ell its rooms are occupied or reserved. A hotel 
may strive to book every room to achieve a full house. Experienced 
reservation -managers forecast their cancellation and no show. Then they 
book the hotel slightly beyond Its actual capacity to assure that as many 
rooms are occupied as possible? Overbooking should be approached 
cautiously. If a reservation manager books too many rooms, guests with 
confirmed reservations may have to be turned away. This creates poor
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guest refations and discourages repeat business. Some kind of waif charts 
or computerized system must be maintained to monitor room availability. 
Computerized reservation system can tightly control room availability data 
and automatically generate many reservation related reports. Once alf 
rooms in the specific category are sold, the computer-can be programmed 
to refuse to any further reservations in that-category. Some systems will 
automatically suggest alternative room types or rates or even other neartby 
hotel properties. Systems may also display open, closed and special event 
dates an extended period of time. Open dates refer to available room 
days, while closed dates depict full house forecasts. Special event dates 
can be programmed to chart reservations agent that a convention or large 
group is expected to occupy the hotel. The future frame for tracking 
reservations is called the reservation horizon. Most computer-based 
systems have horizons of two to five years.

3. Creating Reservation Record.

Reservation records identify guest and their occupancy needs before the 
guest actually arrive. These records enable the hotel to personalize guest 
service and accurately schedule staff, Reservation agent creates 
reservation record based on interactions with the guest. These records 
initiate the guest cycle. However, reservation agent can create these 
reports only after determining that a request for a reservation can be met. 
To create a reservation record, the reservation agent collects and enters 
such guest data as:

(a). Guest name.

(b) . Home address.

(c) . Telephone number and area code.

(d) . Name, address, telephone number of the guest’s company if 
appropriate.

(e) . Name of the person making reservations, if not the guests.

(0- Number of people in the party.

(g). Expected date and time of anrivai.

(h). Number of nights required.

(i) . Expected departure time.

(j) . Reservation type (guaranteed, non-guaranteed).
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(k). Special requirements (infant, no smoking accommodation, ramp for 
wheel chair).

I) Additional information like method of transportation, flight number, 
room

preference.

Reservation agents need to obtain additional information for guaranteed 
reservations. Depending on the method of guarantee, an agent may be 
required to obtain:

A. Credit card Information.

This information consists of the credit card type, expiration date and 
cardholders name. A stop list should be consulted to check if .any 
numbers have been listed as invalid.

B. Prepayment OR Deposit Information.

This information comes in the form of an agreement from the guest or 
client that he or she will submit a required deposit to the hotel before a 
specified date. If this amount is not paid, the reservation may need to be 
cancelled or reclassified as non-guaranteed

C. Corporate OR Travel Agency Account Information.

This information includes the name and address of the booking company, 
the name of the person making the reservation. For efficiency, the hotel 
may provide reservation agents with an approved list of corporate and 
travel agency account numbers to use for verification purposes. Individual 
properties and chains may defer in their policies on quoting and 
conforming room during the creation of a reservation record. Although 
published rates may be subject to change without notice, a rate quoted 
and confinned during the reservation process must be honored. 
Reservation agent should be aware of several factors when quoting rates 
during reservation recording process including.

(a) Supplementary charges for extra services or amenities.

(b) Special promotions in effect for the dates requested.

(c) Applicable foreign currency exchange rates, if quoting rates to a foreign 
guest.

(d) Applicable room tax percentages and service charges.

4. Confirming The Reservation Record.
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A reservation confirmation means that the hotel acknowledged and verified 
a guest's room request and personal information by telephoning or mailing 
letter of confirmation, A written confirmation states the intent of both* 
parties and confirms important points of agreement names,, dates rate, 
type of accommodation and number of Guests who are often asked to 
produce a copy of the letter of confirmation at registration.

Confirmation letters generally include:
1. Name and address of the guest.
2. Date and time of arrival.
3. Room type and rate.
4. Length of stay,
5. Number of persons in the party.

S.'Maintaininq The Reservation Records.

An agent's efficiency at organizing and retrieving reservation records and 
related files is vital to the reservation process. If a person contacts the 
hotel to change a reservation, for example, the reservation agent must be 
able to quickly access the correct record, verify its contents and process 
the modification. The agent must be able to promptly re-file the reservation 
record and update pertinent reservation reports.

6. Producing Reservation Reporte*

An effective reservation system helps maximize room sales by accurately 
monitoring room availabilities and forecasting rooms revenue. Common 
management reports include;

(a). Reservation Transaction Report

This report summarizes daily reservation activity in terms of reservation 
record creation* modification and cancellation. Other possible reports 
include specialized summaries such as cancellation reports, blocked room 
reports, no show reports.

(b). Commission Agent Report

Agents with contractual agreements may be owed commission for 
business they have booked at the property. This report tracks the amount 
owed to each agent

(c). Turn Away Report.
I

They report tracks the number of request refused by the hotel because 
rooms were not available for the requested days.

(d). Revenue Forecast Report.
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This report projects future revenue by multiplying predicted occupancies 
by current room rates. This information can be especially important for 
long-range planning and cash management strategies.

(e). Expected Arrival and Departure Lists.

Expected arrival and departure lists are prepared daily to indicate the 
number and names of guest expected to arrive, depart and stay over.

10.9 RESERVATION TOOLS

Before accepting the request made by a prospective guest for booking a 
room it is important to know the rooms availability position. Hotels use 
various toots to know the room availability position which are as follows.

10.9.1 Room Status Board

A room status system is simply a development of the room board'^ 
Although some of the components are interchangeable with the advance 
reservation rack system, they do not have to use together. There is a rack 
for all the rooms of the hotel with a slot for each room. The rack is tailor 
made for each hotel. In some system there is a Perspex (a transparent 
thermoplastic acrylic resin) slider which can be in one of the three 
positions related to the color clear, red or yellow. The room type is shown 
in the center of each slot, and the room types are color coded over the 
room number on the left. In his way the room type can be identified even 
when a rack slip is in place. Arrows are used to show communicating 
rooms. The center section can also be used to show rate and the location 
of each room.

The three color of Perspex slider can be used to show the current state of 
the room.

1. Red room vacant but not ready.

2. Clear room vacant and ready.

3. Yellow = room Just let.

The advantage of room status board such as this is that more than one 
receptionist can register guests and allocate rooms instantly, minimizing 
the risk of two people allotting the same room.

Electronic Room Status Board.

Large hotels often install system that link reception, housekeeping and the 
cashier’s ofllce for automatic transfer of room status. In each of these 
departments an electronic
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Board is situated, and colored bulbs denote the status of the room. It is 
possible to see from the color code not only which rooms are occupied or 
ready but also to see which rooms currently being serviced, and therefore 
likely to be returned shortly.

10.9.2 Density Control Chart

Larger hotels use a density chart to record their booking. With the density 
chart rooms are classified into groups of a similar type and no allocation of 
a specific room is made until the guest arrives at the hotels. This is ideal 
for modem hotel where all rooms are similar. With only floor levels and 
view from a window changing. The density chart is also more useful where 
the guest stay is short for entries can be quickly made and changed if 
necessary. As with conventional chart chance bookings rigs, extensions, 
early departure, all have to be noted on a chart to make sure it is true 
picture of the reservation posiUon. This is often cheeked by The 
reservation manger, who can compare the rooms let on the chart with the 
actual number of guests in the hotel (and due to arrive) on a given day.

Characteristics of Density Chart:

1 One chart is maintained for one month.

2 Horizontal column are date while vertical column have room number.

3 Room number is not specified, only type is specified. . . f

4 Individual reservation is not identified with the room number until the 
day of arrival.

5 Booking is recorded on the chart by filling in the space usirjg a pencil.

Advantages:

1. Rooms are separated according to type.

2. Overbooking is indicated by crossing the room booked.

3. Room reservation received should be looked starting from top and not 
from down

4. Empty space indicate room availability

5. Any cancellation and amendment is to be done from down.

Disadvantage:

Hotel having more than 150 rooms, density chart is not possible.

10.9.3 Advance Letting Chart / Conventional Booking Chart
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It is used for allocating rooms for specific periods and show at a glance 
.which room are already let and how Tong they will be occupied. At the 
same time it shows which rooms are available for letting and for what 
periods. Many hotels use this chart in conjunction with the hotel diary, as it 
is not pracftcable to record on the chart all the details that can be entered 
in the diary.

It consists of verticai column, one for each day, crossed by a horizontal 
line for each room so that each square so formed represent one room- 
night. When a room is reserved the square so formed by ' room number* 
and the night for which it wiil be occupied are crossed through in pencil, 
and the name of the guest is written on the line. Pencil should be used so 
that, in the event of cancellation or alteration of the reservation, the name 
and, the line may be erased and replaced by another. In some hotel the 
line and the name are linked in after the room has been occupied, so that 
a permanent record is kept of when rooms were occupied and by whom.

Please Note:

• Density chart is used with a reservation form

I • Advance letting chart is used with a booking diary

DENSITY CHART

Double bedded rooms with bath Hotel XYZ March 2016
Number 21 3 4 5 6 7 8 9 10 il 12 13 14 15 1816 17 19 20 21 22 31
of
Rooms
25
24
23
22
21
20
19
18
17
16
15
14
13
12
11
10
9
8
7
6 i
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5
4
3
2
1

2
3
4

6
7

CONVENTIONAL BOOKING CHART

Dom date 5 6 7 8 9 10 11 12 13 14 15 16 171 2 3 4 18 19 20 21 22 3-
M R A M R DSR 101

M R/S 'B’DR 102
4 4-DR 103 4-

DR 104 4-

•C’ M R/SMR IS ESR 105
S3 106
SS 107
DS 108
SR 109
DR 110

201
202

210
301

March 2016

(a) MR ‘A’ booked from I*' to 4*^

(b) Mr/s ‘B’ booked from 13*^ to 25*'’

(c) Mr/s ‘C’ booked from 3"^ to 13®’

(d) Mr ‘D’ booked from 5®’ to 12“’

(e) Mr/s ‘E’ booked from 18^® to 21®‘
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Symbol Used

Name
DateRoom Address

SS-Single Suite 

DS'Double Suite

SR-Single Room 

DR-Double Room

10.10 RESERVATION SYSTEMS

Hotels based on their respective size use various systems to undertake 
reservations, which are as follows

10.10.1 Diary System Of Reservation

Diary systern of Reservation is used by small hotel having approximately 50-60, 
this was one of the most common systems till Whitney system of reservation 
was designed and introduced. The booking diary is a useful detail recorded of 
the guest as it stores reservation that has been received with their date of 
arrival. Booking diary gives neat display and detail of guest with arrival date.

Advantages:

Diary is very useful for small hotel.1.

Diary system provides the records of reservation for each day in a 
consolidated form in a page.
2.

Diary is good for those hotels where guest stay is very long.3.

Disadvantage:

Diary cannot be maintained in alphabetic order.1.

Guest status is not known at a glance.2.

Remarks:
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10.10.2 Whitney System

The Whitney System

An alternative reservation system which can cope with the reservations in a 
medium-sized hotel is the Whitney System. This is an American system and 
until computerization became more popular, it was virtually universal in America 
and in UK hotels with American links.

The advantage of using the Whitney system is that it cuts down on the 
paperwork of other manual systems for it uses Whitney cards placed in a metal 
holder which are then fitted into a metal wall rack.

The cards are similar to the following - although hotels can design their own 
cards as long as the size remains the same as that required for the rack; Colour 
coding can be in^oduced to suit the individual hotel and its clientele, and this 
can be very useful for identifying different types of room, guest or tariff..

The wall rack consists of vertical columns arranged in date order which can be 
extended to incorporate dates for all future reservations. The card is placed in 
its date of amval column and in alphabetical order of guest name arriving on that 
date. Cards can be easily moved around, removed or inserted thereby being 
totally adaptable for the ever-changing reservations process.

The American Whitney Corporation pioneered another approach of reservations. 
It is known as the Whimey System. The Whitney System was very widely used, 
especially in American or American-influenced hotels. It was particularly 
common in large and busy hotels, and has consequently tended to be 
superseded by computer. However, it is still likely to be found acting as a 
backup manual system in such system. The system is based on the use of 
standard sized cards. These can be colored coded to show various kinds of 
reservation ( group, airlines, VIP ) It Is possible to obtain sets of slips made of 
NCR {'No Carbon Required') paper which allow producing additional copies with 
no extra work.

The slips are designed to be placed in light metal carriers, which fit into vertical 
racks in such a way that only the top part of the slip can be seen. Because of 
this, it is usual to reserve the top line for essential information and use the rest 
of the slip for less important details. It is possible to consult this whenever 
necessary because the slips and their carriers can easily be pushed upward in 
the rack.

Whitney Slip

D/DepartureD/Arrival Name Room type Rate

Date ReceivedBooked ByHow received

Agency (if any)

Confinnation DateAccount Instructions
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The set of racks holding the slips acts as a booking diary. There is normally a 
numbered of these racks, arranged side by side within a framework hung 
vertically against the wall and capable to be moved along or lifted out if 
necessary. Special header slips are used to divide the content into different 
sections. Usually their will be a separate section for each of the next thirty days, 
one for each of the succeeding twelve monWis, then a single one for any 
booking beyond that. As each day is reached, the rack in question is taken out 
and the others moved along, so that the whole mass of information is constantly 
being up to date.

The slips in their carriers can be moved around just as-easily within the racks. 
This mean that it is possible to subdivide next month’s booking into weeks as 
soon as they start accumulate. The week themselves can be broken down to 
days. As we have seen, the slips can be color coded, giving a quick 'at a glance 
overview of the main source business.

VIPPink

TourBlue

OrdinaryWhite

Travel AgentYellow

An important fact is that the slips can be kept in alphabetical order. This was 
impossible with the traditional diary, where written entries have to be made as 
and when the booking came in.

10.10.3 Central Reservation system (CRS/CRO)

Also known as central reservation office, (CRO) it is generally used by hotel 
chains. This concept of central reservation office is simple. A chain of hotels 
which has a CRO system has a reservation system in different cities although 
they may not have a hotel in every city as all the CRO's are interlinked to all 
hotel within the chain.

The advantage of having a CRO is that it acts as an one stop location for 
reservations for all hotels within the chain beside also other services. However 
the CRO may or may not be solely owned b^ "the hotel chain as even a private 
reservation agent can act as a CRO for the hotel chain.

10.10.4 Instant reservation System (IRS)

It is generally an independent division of the chain of hotels and situated within 
one of the hotels of the chain While the reservations department of the hotels 
handle the reservation of the, respective hotels the IR takes care of reservations 
of the other hotel within the chain except the hotel where it is located.
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10.11 GROUP RESERVATIONS

Although group reservation procedures appear -simplistic, a number of potential 
problems may develop. The following sections consider possible solutions to 
some of these problems.

Conventions and Conferences. Problems can occur during a convention or 
conference if a close working relationship is not established between the hotel's 
sales staff and the group’s meeting planner. If good communication and a spirit 
of cooperation are established early on, many problems can be avoided.

Housing/ Convention Bureaus, Large conventions sometimes require the use 
of rooms at more than one hotel to accommodate all the convention attendees. 
Often, room requirements at several hotels are coordinated by a separate 
housing or convention bureau. Each hotel must determine the number and type 
of available rooms it is willing to set aside for convention use. The objective of 
the bureau is to accommodate ail attendees by coordinating hotel availabilities 
with reservation requests. The housing/convention bureau will communicate 
reservation requests to the hotels involved on a daily basis. In return, each Hotel 
informs the bureau of any requests or cancellations communicated directly to 
the property. Though such an exchange off information, the bureau should be 
able to help each hotel effectively.

Creating a Group Block. Group business is often highly desired by hotels. Yet, 
creating and controlling a group block has its pitfalls. When handling group 
blocks, the reservations manger should be aware of the following situations that 
can come into play.

• Group business demands that a contract be drawn up that specifies the 
exact number of rooms required and the quoted rates. The contract must 
also specify the group dates, and special considerations such as suites 
or complimentary rooms and the group and individual billing 
arrangements, The contract should also note the group cut-off date for 
room availability.

• The reservations manager should verify the total number of rooms 
required for the group against what is available in the hotel If the group 
will take away rooms from transient (non-group) business, the 
reservations manager should notify the sales or general manager of the 
possible effect.

• Before blocking the rooms, the reservations manager should check the 
group’s history with the hotel - if available. For example, if the group 
requests a 50-room block - and the record shows the group only picked 
up 40 rooms the year before -the Reservations manager may wish to 
confer with the sales manager before finalizing the block. Reducing a 
block based on the group's history is called a wash down or a wash. If 
the group does not have a history at the hotel, it is sometimes possible to
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check with the hotel that last accommodated the group. By following 
these steps, the reservations manager helps control room inventories - 
and ensures that as many rooms are available for sale as possible.

Tour Groups. Tour groups are groups of people who have had their 
accommodations, transportation, and related travel, activities arranged for them. 
Hotels should be especially careful to research the reliability and past 
perfonnance of tour operators and especially careful to research the reliability 
and past performance of tour operators and travel agents. One acquainted with 
a tour operator's history, reservations agente may feel more secure when 
blocking and booking reservations for a tour group.

« H —
BULK RESERVATION FORM

Tour Operator......
Tel No .......
Telex No .......
Arrival Time.......
Departure Time.....

NO
Group No.......
Group Leader.. 
No in the group 
Arrival Date..., 
Departure Date.

Meals Break upAccommodation

Break Lunch DinnerRRooms N Day
fast0 a s ■

t
e

Mon.Single
Doubl Tuc

Wede
Triple
Duple Thurs
X
Suit
Special requirements

Signature.Date

10.12 OVERBOOKING

It is an act of booking more rooms than actually available at the hotel. This 
situation which arises not due to error but is an deliberate act by the 
reservations section of the hotel to minimum 100% or as near to it as possible 
have a remedy for unexpected cancelations, amendments or 'no-shows’, which 
can result in a loss of room revenue.

10.12.1 Handling Over Booking Situation
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Whenever you are over booked, fhfs will reffect your Room position in negative, 
the number of rooms by which you are over booked. Therefore, overbooking 
situation does not come to you as a surprise, but over booked not come to you 
as a surprise, but you know it in advance that you are over booked.

Generally hotels have understanding with each other to compensate over 
booked guests of one another because this situation can occur in any of the 
Hotels. Some Hotels, as a matter of policy always keep a margin for over 
booking in order to compensate the shortfalls by factors like No-shows etc., due 
to which the occupancy may fall. But this is only possible when you are able to 
sell more than your capacity- and you have that potential for selling.

The arrangements for over booked guests are made in a neartiy Hotel of Oie 
same standard. Hotel also keeps the transport arrangement ready to provide 
complimentary transport to the over booked guests. Efforts are made to provide 
accommodation at the same tariff as that of your own, but in case of excess 
cases of over .booking tactfully at arrival!

The most important decision to be taken in case of the over booking situation is 
that who are the guests you will shift to other hotels. The following factors are to 
be kept in mind while deciding this;

• Who is the guest?
• Who is going to pay Uie bill?
• What is the time of arrival?
• Is the booking guaranteed?
• Have you received advance for booking?

Keeping in mind the above, the arrangements are made for those guests with 
whom you will face least amount of problem at the time of arrival. However, 
Diplomacy and tact are required In Receptionist for handling this situation.

10.13 CANCELLATION & AMENDMENTS

A prospective guest does the hotel a service when he or she takes the time to 
cancel a reservation. Reservation cancellation- Informs the hotel that a 
previously reserved room is available once again, and helps the front office 
update its planning. Hotels should make reservation cancellation easy and 
efficient. Reservation cancellation, kike any guest service, requires, the 
reservations or front office staff to be as polite, courteous, and effective as 
possible.

Non-Guaranteed. To cancel a non-guaranteed reservation, the reservations 
agent should obtain the guest’s name and address, number of/reserved rooms, 
scheduled arrival and departure dates, and reservation confirmation number, if 
available. This information will ensure that the correct reservation is accessed 
and cancelled. After recording the cancellation, the agent will assign a 
cancellation number and may ask the caller whether he or she would like to
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make an alternate reservation. Reservations agents must ensure that the 
correct reservation record is cancelled.

Credit Card Guaranteed. Most credit card companies .will support no-show 
billings only If the hotel issues cancellation numbers for properly cancelled 
reservations.

Reservations agents may follow a cancellation procedure for credit card 
guaranteed reservations which involves the following steps:

1. Obtain information the guest to access the reservation record and verify that it 
is the' correct one. This information includes the guest's name and address, 
number of rooms scheduled arrival and departure dates—and the reservation 
confirmation number. After processing, the guest should be assigned a 
reservation cancellation number. The agent should explain that the cancellation 
number should be retained as proof of cancellation in the case of an erroneous 
credit card billing.

2. Mark the reservation record as canceled, a properly initial and date it and 
add the cancellation number to the reservation record. If the cancellation Is 
made by someone other than the guest, the reservations agent should add the 
caller's name to the cancelled reservation record.

3. Log the reservation cancellation number.

4. File cancelled reservation documentation for future reference, per hotel 
policy. Non-automated hotels commonly keep the reservation record until the 
expected date of arrival - just in case the reservation was cancelled by mistake. 
If necessary, the cancelled reservation is given to the front desk for reference 
and research. In automated hotel, cancelled reservations are stored 
electronically on computer until after the expected arrival date.

Advance Deposit. Policies related to the cancellation of advance deposit 
reservations vary greatly among hotel companies. The reservations agent 
should treat advance deposit cancellations with as much care as any other form 
of reservation cancellation. The deposit will need to be returned to the guest 
who properly cancels a reservation. Reservations agents must exercise care 
when assigning and recording reservation cancellation numbers.

Other Guaranteed Reservations. The person contacting the hotel to cancel a 
corporate account or travel agency guaranteed reservation Is likely to be a 
representative of the corporation or travel agency - not the traveler. It is 
important to note the name of the person canceling the reservation on the 
reservation record. A reservation cancellation number should be issued and 
logged similar to the way a credit card guaranteed reservation number is 
handles. In addition, a letter documenting the cancellation may be sent to the 
corporate or travel agency sponsor.

Amendments
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In certain cases the guest may change his original booking and inform the hotel 
with a request to make amendments in the hotel records. The change is usually 
in the dates of bookings though sometimes it maybe in no. or types of rooms. 
Based oh the request made and the availability of rooms as per request the 
hotel will either accept the request or offer an alternative. Whatever the situation 
the hotel will revert to the guest with the outcome of the request.

AMENDMENT / CANCELLATION FORM
Original Booking Amended Booking

SurnameSurname:
Co/AddressCo/Address
TitleTide
Arrival Fit: Time:Arrival Fit: Time:

Time: Departure: Fit: Time:Fit:Departure:
1 2 3 4 Rates1 2 3 4 Rates

SingleSingle
TwinTwin
TripleTriple
SuiteSuite

Form of Payment
Contact
Remarks

Taken by:Date:Account No.
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Xx/d By DTD
SUBHARTT HOTELRESERVATION FORM

Atnen By | DTD

Amen Remarks

Name MR/MRS/MS/MM
Address:

Conf. No.

Designation; Entered by
Company/Travel Agent

Arriving FormFlight NumberTime of 
Arrival □ □□Arrival Date Departure Date

P CK UP REQD CHARGE COMP

Suite Superior Single/Double Rqst.Club

Direct BTC VHR CREDIT CARD Type^xp. DateF/Payment

Notes VIP Rate Code Market Segment
Received

Contact Received Via Date Status□
Fax □
Tel

□
Email □
Sales Office □
Direct

10.14 CHECK YOUR P06RESS
Q.1) List the various modes of reservations..
Q.2) What is the importance of reservations to hotels?
Q,3) What are the types of reservations a hotel can make for guests?
Q.4) Which are the sources a hotel can expect reservations from?
Q.5) List the six activities during a reservation cycle.
Q.6) Give the use of a Room Status Board.
Q.7) What is the use of a Density Control Chart.
Q.8) Differentiate betvk/een Density Control Chart & Advance Letting Chart. 
Q.9) Explain the use of a Whitniey system.
Q.10) Distinguish between IRS & CRS
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Q, 11) What is overbooking and how can a hotel handle it. 
Q.12) Distinguish between Cancellation & Amendments 
Q.13) Fill in the blanks:

helps a hotel’s reservation department maintain a 100% or1),
near 100% occupancy.
2) B!ocking of several rooms for a group is termed as a
3) Hotel chains normally , use a ________
reservations in several cities.

for receiving

system for reservations, 
system is most useful for small hotels.

6)A density control chart is used wth a___________ .

4)Large & busy hotels use a
5)A

CLUES TO THE ANSWER:

Read following article No. for Ans.
1.10,5 2.10.3 3.10.7 4.10.6 5.10.8 6.10.9 7.10.9 8.10.9
9.10.10 10.10.10 11.10.12 12,10.13
13. 1)10.3 2)10.5 3)10.7 4)10.8 5)10.9 6)10.12

r •
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UNIT: 11 PRE-REGISTRATION

Structure

11.1 Objectives
11.2 Introduction
11.3 importance & purpose of pre-registration
11.4 Assignment 
11.1 OBJECTIVES

> To learn the importance of pre-registration

11.2 INTRODUCTION

Through the reservations process, a guest provides nearly alt the information 
needed to complete registration. In other words, guests who make reservations 
will likely experience a more rapid check-in.

Pre-registration activities - or registration activities that occur before the guest 
arrives at the property - help accelerate the registration process at the front 
desk. Guests can be pre-registered when reservations agents obtain information 
about the guest during the reservations process. Typically, pre-registered guests 
only need to certify information already entered onto a registration card, and 
provide a valid signature in the appropriate place on the card.

11.3 IMPORTANCE & PURPOSE OF PRE-REGISTRATION

Pre-registration normally involves more than producing a registration card. 
Room and rate assignment, creation of a guest folio, and other functions may 
also be part of pre-registration. However, some front office managers are 
reluctant to assign a specific room to a guest in advance of check-in since 
reservations are sometimes cancelled or modified. Specific room assignments 
sometimes get jumbled when last-minute changes are made. In addition, 
assigning too many rooms in advance may limit the number of rooms available 
to guests who are not pre-registered. This can slow down the registration 
process for those guests and create a negative impression of the hotel. Hotels 
tend to develop their own pre-registration policies based on experience.

Pre-registration tasks are performed manually in non-automated and semi- 
automated front office systems. Consequently, pre-registration services may be 
limited to specially designated guests or groups. With a computerized system, 
pre-registration activities can be conducted for all expected arrivals. Since data 
recorded during the reservation process serves as the basis for pre-registration, 
computer systems can reformat a reservation record into a registration record. 
Although a hotel may have to void some pre-arrival room assignments because 
of last minute changes, the registration time saved for guests who register 
without complications usually compensates for the cancellations.
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Pre-registration lends itself to innovative registration options. For instance, a 
hotel courtesy van might pick up a guest arriving at the airport who has a hotei 
reservation. The driver of the van, equipped with appropriate information and 
forms, could request the guest's signature on a prepared registration card, 
imprint the guest's card, and give the guest a pre-assigned room key - all before 
the guest arrives at the hotel.

Another variation on pre-registration for air travelers involves actual services at 
the airport. Some luxury hotels have arrangements with a nearby airport to 
provide guests with convenient check-in services. The guest may leave an 
Impression of a major credit card wth an agent at an appropriate desk • 
frequently the airport transportation desk. Credit information is then transmitted 
through a specially interfaced communication device to the hotel's front desk. 
This allows the front office to approve the guest's credit, prepare and print guest 
registration records, package room keys, and print any waiting messages. When 
the guest arrives at the front desk, he or she will enjoy the convenience of an 
abbreviated check-in process.

A less sophisticated approach to pre-registration involves registering guests 
designated for VIP service at some place otiier than the front desk - for 
example, at a concierge desk. Some hotels arrange for VIP guests to be taken 
directly to their rooms, thereby bypassing possible delays at the front desk.

11.4 CHECK YOUR POGRESS

Q.1) What is the importance of pre-registration?

Q.2) How can pre-registration assist in front office operations?
CLUES TO THE ANSWER:

Read following article No. for Ans. 
1)11.3 2)11.3
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UNIT: 12-PROCEDURES ON-ARRIVAL

structure

12.1 Objectives
12.2 Greeting
12.3 Assessing the guests requirements
12.4 Importance of Product knowledge
12.5 Selling Techniques
12.6 Assignment

12.1 OBJECTIVES

> To learn the importance and art of receiving guests
> To know the need for assessing a guests requirements
> Why is product knowledge important
> Learn effective selling techniques

12.2 GREETING

Greeting a guest is the procedure of conveying a feeling of welcome to the 
guest and obviously it is an activity to be carried out at the time of arrival of a 
guest to the hotel. Greeting procedure starts from the moment the guest drives 
in the portico and continues further. As his car stops it is the doorman who 
provides him greeting both by gestures and speaking. His gesture of saluting, 
smile and opening the door of the car and simultaneously wishing the guest the 
time of the day and further opening the door to the lobby, etc. are all together 
very important that both in providing welcome to the guest and greeting the 
guest. The bellboy or porter also is very much responsible for conveying the 
appropriate greeting to the guest at this time. It is important that both of these 
staff members (that is) the doorman and bellboy or porter realize the importance 
of greeting the guest. They represent the hotel, the management and other 
employees of the hotel. The first impression is very important and it is very true 
that it is the best impression as well as the lasting impression and for the guest 
to form a good and everlasting impression of the hotel, the management and 
staff it is important that he is given good welcome and greeted nicely.

The process of greeting continues further and the guest is given welcome when 
he reaches the front desk. The first encounter is crucial. The guest must be 
greeted in courteous and friendly manner. His presence must be acknowledged 
as soon as he arrives at the counter. A smile of welcome from attractive, smart, 
efficient and well spoken. Receptionist immediately creates a warm and friendly 
atmosphere and welcome to the guest on arrival. At times the Receptionist may 
be busy talking to some other person over the phone or personally, in such 
cases, he should excuse himself for a minute, greet the arriving guest, say "I will 
be with you in a minute sir", finish his conversation with the first guest, or
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telephone as early as possible and attend to the waiting guest. The best way to 
open conversation with a guest is to wish him the time of the day.

In case the guest Is known greet with a pleased smile, "Good morning Mr. XY2, 
nice to have you back". This creates instant link with the guest. But greeting of 
an unknown guest is of great importance as like a known guest, he will not be 
able to secure attention of the receptionist. The art of reception Is "to balance 
and minimize the difference in the tone of reception to two guest coming to the 
counter at the same time out of which one is very well known and the other is a 
new guest to the receptionist.

The welcome procedure continues when the guest after registration is going to 
his room. The receptionist says to the bellboy, "James, please take Mr. XYZ to 
room number 101".

It conttnues further when the guest enters the elevator and the lift attendant 
greets him with the time of the day.

12.3 ASSESSING THE REQUIREMENT OF THE GUEST

After the guest has been received and greeted by the receptionist, the 
receptionist’s duty is to assess his requirements (that is) whether he has a 
reservation or not, and further the type of room, facilities, amenities, room plans, 
tariff etc. he wants. At the same time to find out his choice like room facing 
swimming poo), near or away from the elevator or room on any specific floor etc.

12.4 IMPORTANCE OF PRODUCT KNOWLEDGE.

It is very important that the receptionist has an intimate knowledge of the 
product he is selling. It may appear that the product which the receptionist of a 
hotel has to sell is merely a bedroom or a number of bed rooms, but it is much 
more that in fact, and is not as simple as selling a room but far more complex, 
The product v^lch he has to sell Is whole range of services which the hotel has 
to offer to a guest depending upon its standards. This is particularly more 
important for a new entrant to this industry. It is suggested that he should be 
made to complete a checklist of the business for him, so that he is able to deaf 
with the various possible questions which the guest may ask him from time to 
time during the process of selling the room to the guests.

This is further suggested that the checklist must be very detailed. Start with an 
analysis of location of business itself, its public areas so that he is able to show 
the guest the way or at least is able to direct him to what they want. Its bars 
restaurants their opening and closing hours, formal or informal dress 
requirements etc. and other facilities and services. He should also.have in his 
checklist toe flow and lounge service details. Information about swimming pool, 
car hire, travels service etc. Details about rooms, their rates, locations, plans
etc.
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It is generally observed that in many hotels the front office staff which is directly 
responsible for the sale of the room has virtually no knowledge of the rooms in 
terms of its iocalion and situation, the view from its window or balcony etc. Many 
a times he may not have seen the room even which he is trying to sell. He may 
not know about the layout, its furniture, colour scheme, type and size of bed and 
other such facilities and amenities available in the room. Some hotel 
management realize this problem and allow their staff to spend a night or two in 
their vacant rooms to give them a fairly good idea of the product which Biey are 
required to sell later. But in busy hotels this may not be possible. Some hotels 
keep colour photograph of various types of rooms at the front desk. This helps 
the staff in equating to room requirement of the guest to the available room 
when shown. This would also help the potential guest in visualizing the room 
they are about to occupy. This is a useful aid in small hotels and where the 
rooms of the same type may vary in size, decoration and furnishing etc.

Some small hotels use room-cards also at the reception counter for reference of 
the receptionist This card contains information about decoration and furnishing. 
Another use to which the room card may be put is that ft would tell the 
receptionist effectively as to the names of the guest occupying the room in 
recent weeks and any complaints that have been received. In large and medium 
sized hotels this card is no more in use as this objective can be easily achieved 
by the use of visual display unit (VDU) very effectively.

12.5 SELLING TECHNIQUES

The next step after having collected a detailed knowledge of the product and the 
requirement of the guest for a receptionist to make sure he utilizes the 
information for the best possible advantage and maximum sale of the product. 
The efforts of a receptionist would be to not only maximize the room sales and 
profitability of the hotel but would assist the customer in getting satisfaction. At 
the same time it would give a moral boost to the receptionist and an ego 
satisfaction that it is due to his efforts that the hotel is getting more business and 
the guest is satisfied. Selling more business and the guest is satisfied. Selling 
function In the hotel is not the same as in other industries, where evidently it 
appears that the salesman's function is to so - pressurize the guest by his ability 
to that extent that he is almost compelled to buy the product. In a hotel the 
selling function is purely the use of common sense to try to assist the potential 
or existing guest with their requirements.

A good sale is really dealing with the requirements of the customers and trying 
to accommodate them wherever possible in courteous manner. In order to sell 
accommodation successfully the receptionist must learn how to use eyes, ears, 
and his intelligence in assessing of judging his potential customer. AH guests 
differs emotionally, physically and temperamentally and will have a wide 
variance of their dislikes, taste etc. Many guests may require detailed guidance 
as to the best type of accommodation according to their needs whereas others 
v/ill have fairly strong predetermined ideas of what they want. A tactful and good 
receptionist will be reacting accordingly.
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Selling for the receptionist should become a natural part of conversation. This 
type of selling is more important when a walk in comes to the hotei. The 
prospective guest shouid be put at ease immediateiy. if the room is available the 
clerks ability which will help the hotel in getting the business at the terms of the 
hotel (that is) if the clerk is efficient and smart he may be able to sell a high 
priced room to the guest. Selling by the receptionist involves finding the needs 
of a guest, converting them into wants and providing the facilities to fulfill them. 
(While trying to sell room to a person who hasn't made any previous booking at 
the hotel, the receptionist should never quote a minimum rate rules asked for it. 
On the contrary he should provide the guest with a choice of rates starting from 
high to lower. He should try to create a mental picture of the room and its 
advantages and illustrate the advantages of one room over the other).

At times the receptionist may not be in a position to provide the guest a room 
matching his standard. In such situation a good and effective receptionist may 
be able to sell a lower standard room to the guest by careful reference to the 
facilities and cost of the room. Approach to the customer should be friendly and 
courteous, always and the alternative accommodation should be presented in a 
favorable way. The room should be described and reference made from 
personal knowledge of the fact that there is a television or it has been recently 
redecorated, ttiere" is an air-conditioner. So that the guest will become aware of 
what he is about to buy.

Sales techniques must be encouraged by the Accommodation Manager, as 
there is no doubt that if properly applied they will increase business.

i

Selling skills of a receptionist come to real test at the tirpe of room assignment. 
He has not to merely dispense the rooms but at the same time provide the guest 
with the fulfillment of their needs and management satisfaction by selling the 
house to its advantage. The receptionist should be able to size up the guest 
from his questions and make offers in a .way that reflects his understanding of 
guest requirements.

Selling face to face is a key task for the receptionist. This means actively 
promoting the activities of the hotel rather than .being passive, and only 
responding to guest enquiries and request. The receptionist must be able to 
develop U.S.P (Unique Sales Promotion) for the hotei that is, This is something 
that occurs only in that particular unit". The product anaiysis will provide some 
useful leads which should be compared with the competitors of that area. Such 
examples of U.S.P's are as follows:

(i). We have a covered garage.

(ii). Our pool contains fresh water.

(iii). We have direct dial telephones.

(iv). No extra charge for children below 12 years of age.
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The receptionist should have the capability of converting a negative aspect of a 
room situation into an advantage for the guest while explaining it to the guest. 
For example, a room without a good view may be called as quite room. A room 
near the lift may be explained as easily accessible room etc. He should use 
descriptive words wherever possible and some attributes of the room must be 
mentioned like a "Room with a view of the pai1<".

Sandwich the price by placing it between descritive words and never quote the 
price of the room alone. For example, "A large room for Rs. 1000/- per night with 
a very good view from the window".

Sell high but avoid being aggressive. There is nothing worse than overdoing 
sales. The receptionist should try to sell the whole hotel by making suggestion. 
For example," We have a new Chinese chef who is famous for excellent food. 
Should I make a table reservation for you sir", or, "The new entertainer is 
fantastic, the show starts at 6:30 pm in our Sapper Club, I can make a table 
reservation for you now sir".

RECEIVING. RESISTERING AND ROOMING PROCESS FLOW CHART

Determine Traveller’s 
Reservation Status

I
Walk in Guest with a reservation

Determine accommodation 
Requirement

Locate reservation record rack,
list, correspondence file or 

computer VDU to be consulted
Determine creditability

Determine roonfavailability Confirm reservation details

Decide wheather the room 
to be allotted or not

If Not If Yea

96



Assign room

Assist guest inTegistering

Refuse tactfully (wISiout offending 
the guest)

Check method of payment

Direct guest to room

Complete the other formalities

12.6 CHECK YOUR POQRESS
Q.1) What are the effective ways of ensuring that 'the first impression is the last 
impression’?
Q.2) Why is assessing the guests requirement important?
Q.3) Not knowing your product can be a disadvantage to sales-Explain.

CLUES TO THE ANSWER:
Read following article No. for Ans.
1) 12.2 2) 12.3 3) 12.
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UNIT: 13 REGISTRATION

structure
13.1 Objectives
13.2 Introduction
13.3 'Registration Legal Requirements, the purpose it serves
13.4 Registration of all gueste
13.5 Objectives of Registration System.
13.6 Concepts of a Registration system
13.7 Flow of the Registration process
13.8 Documents Generated In Registration Process
13.9 Analysis Of Registration
13.10 Various Types Of Registration Records
13.11 Registration System Problems
13.12 Reports Generated
13.13 Assignment

13.1 OBJECTIVES
> To Learn the importance of registration
> To Learn ways of registering of guests
> To Learn types of registration
> To Learn registration system problems

13.2 INTRODUCTION

Registration begins when the front .desk agent extends a sincere welcome to 
the guest. A warm greeting sets the tone for everything that follows. The front 
desk agent moves into the registration process after determining the guest's 
reservation status. To a great degree, registration reiies on the information 
contained in a reservation record. Front office personnel will find registration 
simpler and smoother when they have accurate and complete information at 
their fingertips.

From a front desk agent's perspective, the registration process can be divided 
into six - steps.

• Pre-registration activity

• Creating the registration record

• Assigning the room and rate

• Establishing the method of payment

• Issuing the room key

♦ Fulfilling special requests.
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In addition to examining these steps, this chapter discusses creative registration 
options, the sales role of the front office staff, and procedures for turning away 
guests that the property cannot accommodate.

13.3 REGISTRATION LEGAL REQUIREMENTS, THE PURPOSE IT SERVES

Most Govt.’s and States insist that a guest register himself in writing at the 
arrival. Registration of the guest at the Front Desk is the first contact the guest 
makes with hotel and is first face to face contact with hotel. This process of 
registration is very important for the hotel as it not only contributes significantly 
to the basic infonnation the hotel needs to monitor its business, but it also 
serves to establish the front desk s the local point for guest services. The 
registration of guests is also a legal requirement. A complete record of present 
and past guest has to be maintained.

4 REGISTRATION OF ALL GUEST (Indians, foreigners, individuals 
groups, crews and VIPs etc.

Usually the registration procedure differs from different categories of guests like 
guest with Reservations, without reservations for foreigners (information about 
their passport details, cert, of reg. details etc. are taken), Indians, etc. - 
Registration process is different for groups. The guests with reservations 
simplify the Registration procedure. Similarly a VIP/D.G. may be pre-registered. 
Groups are also usually pre-registered.

The registration process takes maximum time for a walk in guest because hotels 
not able to pre-register him and the receptionist will have to find out his 
requirement before assigning and allotting a room to match his needs. In case of 
a walk in the registration records are created at the Frond desk and not by the 
Reservation Officer as in case of a guest with Reservation.

13.5 OBJECTIVES OF REGISTRATION SYSTEM.

The objective of Registration system is to provide guest information to the hotel, 
and at the same time to fulfill the legal requirement of making a contract 
between the hotel and guest. It also provides the date of departure to the hotel, 
which is very important in case hotel has other previous commitrnents. it helps 
the hotel in finding out and then meeting the special requirements of a guest. It 
also gives information to the hotel about the mode of payment. The expected 
date or exact date of departure is critical to the hotels ability to accurately plan 
its future room availability. This provides the hotel with a sound basis for 
maximizing room sales.

13.6 CONCEPTS OF A REGISTRATION SYSTEM

A registration system usually comprises of the following concepts:

Collection of infoitnatlon : It helps the hotel in capturing information 
pertaining to tfie guests needs, expected / actual date of departure, billing
1.
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instructions like cash or credit, mode payment, and personal data like his 
occupation, date of birth (in some cases), purpose of visit, his office and 
residential address etc.

2. Assignment and Allocation of room: The assignment of a room matching 
the guest requirement both in terms of type of room and the rate of room.

3. Credibility of the guest : Based on the policies like advance payment, a 
credit limits etc. of the hotel and also on the basis of the information provide by 
the billing instructions the hotels decides upon fixing the credit limits for the 
guest.

4. Future planning of Rooms sates: Based on the information obtained from 
the hotel in maximizing its occupancy through knowledge of room availability.

13.7 FLOW OF THE REGISTRATION PROCESS

The flow of transactions in the registration process can be divided into following 
phases;

1) Identification of guests’ transient status;

2) Formulation of Registration Record;

3) Room and rate assignment;

4) Establishment of credit;

5) Completion of Check-In procedure; and

6) Creation of supporting documents.

13.7.1 Identification: The identification of guest transient status is very 
important. As already said the hotel processes Registration of a guest with 
Reservation and a guest without reservation in different ways, in the initial 
phase the receptionist either refers to Reservation Rack for pre-registration 
transaction information or requests the transient guest to complete a registration 
form. The guests with reservation generally are of two types F.l.T.'s (i.e.) those 
who are not coming directly and second group members.

13.7.2 Formulation: Once the guest has signed the Registration card the 
process of formulation of registration record is complete. The hotel on the basis 
of this card develops the related hotel documents this is a permanent record and 
Is used for check-in process. Further this card is used to create a guest history 
record for future planning and sales promotion. The completion of this form is a 
legal requirement and this should be stored for a period of 3 years as a legal 
requirement.

13.7.3 Assignment: The details regarding the type of room and rate etc. help 
the ' receptionist in deciding what room to be assigned and the guest. Once the
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room type is decided (although the reservation record will indicate as to what 
type of room the guest requires yet there may be various rooms in the hotels of 
the same type for example single room facing swimming pool, away from stair, 
with studio bed, near to public areas etc. and also with different room tariffs) the 
receptionist would try to pick a room accordingly particularly as far as rate is 
concerned.

13.7.4 Credit: Determination of guest creditability and how he will settle his bill 
is the next important aspect. This can be done as follows.

1. The use of Credit Card by the guest. The receptionist would ask the guest to 
produce his credit card at the time of arrival, would pass it through a small 
computerized machine which would establish the credit limit of the guest. After 
this credit privileges will be extended to guest. (Marry times the credit card 
comparries indicate the credit limit of their credit card). Sometimes the hotels 
may have their own credit limitations.

2. Another way is to accept the credit is to agree to a guess’s regquest; of "Bill 
to such and such company Generally hotels have a lot of companies on their list 
who can send their guests/ representatives to the hotel for stay and their bills 
are paid by these companies. The guest who stayed has simply to sign the 
billing statement. The hotel usually fixes a house limit or floor limit for such 
guests account balances.

3. Some hotels extend credit privilege to those guest who pay advance money 
to hotel. The hotel in such cases accepts credit charges only up to a total 
equivalent to the amount of deposit and no more.

13.7.5 Completion; After the guest has registered, a rate for room.decided, a 
room matching to his requirement assigned, his creditability established, the 
room key is given to him (and he goes to the room). Further the receptionist 
would update the Room Status (i.e.) this room is now so/d, and these 
documents vi/ill be.prepared which will establish that the guest is now in the hotel 
{arrival notification slips are prepared and distributed and guest folio is made), 
and of required any legal documents prepared (like "C" form for foreigners).

C' FORM: The Registration of foreigners Act 1939 Section 3(e) Rule 14 
makes it Obligatory on the part of hotei to send information about foreigners 
registered at the hotel. In this connection any person who is not an Indian 
national and who hold a foreign passport is termed as foreigner. The form is 
used for notifying F.R.R.O. (Bombay. Calcutta, Madras, & Delhi) is called as "C 
Form within 24 hrs. of the registration of the foreigner (within 12 hrs. in case of 
Pakistanis & Chinese'' nationals). This information should reach F.R.R.O. In 
cities other than Delhi, Bombay. Calcutta and Madras (where there are no 
F.R.R.O.) this information should reach the office of the Supdtt. of Police of that 
area or town. 'C'form notification is exempted for nationals of Nepal & Bhutan. 
CL forms are made in duplicate (triplicate in case it is sent to S.P office and the 
original (or two copies in case it is sent to S.P Office) is sent to F.R.R.07S.P..
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office as the case may be. A bell boy is deputed to do this work every day and it 
is his duty to bring the acknowledgement of their receipt from the F.R.R.O.

The 'C forms are serially numbered and contain 10 columns (as explained in 
the transparency). These details are taken from the G.R. card, which the guest 
fills at the time of registration in ffie hotel.

13.8 DOCUMENTS GENERATED IN REGISTRATION PROCESS

During the registration the following documents are generated.,

1. Registration card ; Card is used to collect guest personal data, and Is the 
source document that initializes the occupancy phase of the guest stay.

2. Room Rack Slip; A document on which the information is transferred from 
the Registration card in the form of a summary and this slip is adjusted into the 
room. rack. The slip contains information like. Name of the guest. Room 
number, No, of persons, rate, dates of arrival and departure etc.

3. Information Rack Siip: used to provide guests name and room no, A copy 
of the slip goes to the telephone department, room service and related 
personnel like Housekeeper etc. who use guest information rack.

4. Bell Captains slip: It is to communicate guest’s room assignment to the 
Bell Desk (Bell Captain) staff for luggage handling.

THE REGISTRATION OF FOREIGNERS ACT, 1939 
FORM ‘C’

HOTEL ARRIVAL REPORT 
(RULE: 14)

SUBHARTI HOTEL
Subhani Puram, Meerut |

1. Name of Hotel

2. Name of foreign visitor in full 
(In block capital surname first)

3. Nationality

4. Passport Number

5. Date of Issue

6. Place of Issue

7. Address in India (other than tourist)

8. Date of arrival in India

9. Date of time of Arrival in Hotel

10. Arrival from

11. Purpose of Visit
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12. Whether employed in India; Yes or NO 

• 13. Proposed duration of stay in India

14. Address to which proceeding

15. Number date and place of issue of
certificate or Regn. If any

Manager Signature
Note : Copy to be sent to the Foreigners Registration Office, Subharti Puram, 
Meerut as prescribed under Section 3(e) of the Registration of Foreigners Act, 
1939

13.9 ANALYSIS OF REGISTRATION

The analysis of the registration process provides an important feed-back on the 
function operations-of the establishment and at the same-time, helps the hotel 
management in understanding the profile of the hotel business. An analysis of 
registration process and' its evaluation tells the hotel management about the 
following critical measurements:.

• Through Rate analysis the hotel can know the effectiveness of the sales 
department and its personnel whether they are selling high or low.

• The numbers of rooms sold gives fairly goods idea about the efficiency 
and productivity of the Front Desk staff.

• The way the guests shall settle their bill will help in a fairly good cash 
flow forecast.

• The number of reliable understays and overstays will help and act as a 
basis for future planning.

13.10 VARIOUS TYPES OF REGISTRATION RECORDS

13.10.1 Bound Book Register: These are normally used by small hotels. All 
the pages are bound into a thick book. It can be used for a long time.

The results are:
• All records are available in one book.
• No filing is required.
• Wastage is minimum.
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Bound book register have the following demerits:
• Only one guest can register at a time.
• It is bulky and difficult to carry to other department.
• Being very bulky and used for a long period it will look shabby on the 

counter.
• Privacy can't be maintained.
• Pre-registration can’t be done.
• From the guest point of view no privacy is maintained,
• If the book is misplaced all the record is lost.

13.10.2 Loose Leaf Register: This is the same as the bound book register in its 
contents and its difference is In fact that the pages are not bound. One page is 
used for each day.

The merits are;
• To some extend the privacy is maintained.
• It Is easy to hand over to the customer to write down the details.
• One sheet is lost only one day's record is lost.

The demerits are;
• it is very easily misplaced
• If the sheet is not completed the rest goes waste
• Only one guest can register at a time
• Filing becomes additional job.

13.10.3 Individual Guest Registration Card
Individual Registration Cards are used by various hotels these days. They may 
be used in duplicate or triplicate depending form hotel to Hotel. These are given 
to guest at the time of arrival for completion of registration. Following are its 
merits and demerits:

Merits:
• Many guests may be registered at the same time
• Privacy can be maintained
• Storage Is easy
• No wastage
• Guests can be pre-registered
• More mobile.

Demerits;
• Expensive
• If not properly stored they may be lost.
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13.11 REGISTRATION SYSTEM PROBLEMS
Various problems which may make the Reservation system ineffective are as 
follows:

• Inaccurate room availability information resulting in improper room 
assignment.

• Inadequate and incomplete Information about guest, his expected date 
of departure etc.

• Improper co-ordination with Housekeeping regarding room status 
reporting,

• Lack of efficiency in making of supporting documents like room Rack 
slip, and Information slip etc.

13.11.1 Non - Automated Registration Process
The non-automatic system refers to manual system. This system is used for a 
small hotel where the installation of automatic system would prove to be quite 
expensive and. waste. A small hotel will obviously have a low volume of 
business. In a manual system all documents are produced by people. In a non- 
automatic system at the time of arrival the guest Is provided with a registration 
card or an arrival register. In a medium sized hotel the registration card is given 
to the guest in a folder or on a registration card holder with a pen. Registration 
card holder is a piece of front office equipment used by guest- The guest fills up 
this card and puts his signature. The subsequent documents like arrival 
notification slip (Rack slips), 'C' form (in case of foreigner) or any other are 
prepared by transferring the relevant information from the card. The documents 
are produced and distributed manually. Similarly a pre-registration is followed. 
There is no need of any sophisticated equipment but waste of resources. This 
system as already said is good for a small or medium sized hotel. A non- 
automatic system for registration is wholly dependent on guests' accurate and 
legible compilation of a Registration card.

13.11.2 Semf • Automated System

A semi automatic system is a combination of system which involves the usage 
of office machinery, clerical equipment, and people. In this system of registration 
the collection of data and information from the guest at thfe time of his arrival Is 
done the same way as in the case of manual system (i.e.) on a Registration 
card, but the use of office equipment typevn'Iter for example is done to type out 
the rack slips neatly and also to type the top/headlng Information on guest folios. 
Further the slips are transmitted to various departments like Room service, 
Housekeeping and telephones either manually or sometime mechanically 
through the usage of pneumatic tubes.

13.11.3 Fully Automated System

A fully automatic registration system is composed of computer equipment and 
electronic devices at the reception section of the front desk. In this system the 
reservation process and registration process are linked together and the 
registration system is an integral part of reservation system. From the
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reservation records the file data Is transferred to registration programme. The 
interfacing of Reservation ma and Registration enables the system to print out a 
registration card with the use of printer in the form of hard copy as well as a 
screen display, a soft copy. .This system provides a very smooth, accurate and 
speedy guest check-in. This can perform pre-registration activities also. A small 
business card size identification card for the guest may also be produced. All 
other documents necessary can also be produced subsequently from data 
stored in computer’s brain memory. The pre-registration guest room assignment 
and on-line-status Inquiry facilities aster check-in, giving the staff more time to 
care on guest services, for a walk-in the front desk clerk may just use a normal 
registration card to collect the information from the guest who has come for tfie 
first time and later enter the information into the system via a terminal with the 
help of a key board or may directly transfer the information into VDI(Visual 
Display Interface) as he collects it from the guest verbally for computer to 
process the registration information. The computer programme requires that a 
set of specific information should be provided in a set manner for processing.

By the use of computer system, where registration information are entered into 
computer memory various automatic reports (which normally take a long time to 
prepare) like expected departures list. In-house guest lists, group rooming list, 
forecasted revenue, generation,etc. can be obtained very easily in no time and 
most accurately. Registration handling functions - some of the main features:
• Pre-registers reserved guests / groups by assigning rooms prior to their 
arrival-Today's arrival.
• Print Registration cards with guest's details already filled in.
• Check-in guests with reservations.
• Check-in- walk in guests.
• Display the status of rooms by specifying the status for which inquiry is to be

. made.
• Modify in-house guest information.
• Inquire about in-house guest information
• Inquire about in-house guest information.
• Inquire about in-house guests by giving name / room number / group ID / 
guest class / company ID / Room type / Rate code etc.
• More guest to a new room- The bills belonging to the guest will automatically 
get transferred to the new room.

13.12 REPORTS GENERATED
• In house guest list (alphabetical list)
• In-house guest list (Room number-wise)
• Departure Reports (Alphabetically)
• Departure Reports (Numerical according to Room wise)
• Expected departure list
• In-House VIP report
• No show / walk ins report
• Credit Limit check report
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DAILY REPORT OF EXPECTED ARRIVALS AND DEPARTURES
Date

Expected ArrivalsExpected Arrivals
Remarks Room Name Time of 

Departure
RemarksNo.of Time Staying 

up to
NameRoom

No.ofpersons
Adult
Child

arrival

VIPs
expected

Groups 
in next 
three 
days

REMARKS

Total Rooms Occupied 
Total Number of Guests in House 

% Room Occupancy 
% Guest Occupancy

Front Office Manager 
Lobby Manager 
Cashier
F&B Department 
House Keeper

(Signature Receptionist)

13.13 CHECK YOUR PROGRESS
Q.1 Write step by step procedure of Registration Process. 
Q.2 Explain C-Form and draw the format of it.
Q.3 Write the merits and demerits of the following.

a. Bond book register
b. Individual Guest Registration Card.

Q.4 Draw the format of Registration Card.
CLUES TO THE ANSWER:
Read following article No. for Ans.

1,13.2 2.13,7 3.13.10 4.13.10
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UNIT: 14 HANDLING SITUATIONS

structure

14.1 Objectives
14.2 D.N.S
14.3 D.N. A
14.4 R.N.A
14.5 P.I.A
14.6 N.l
14.7 Situations When Guests cannot be accommodated
14.8 Assignment

14.1 OBJECTiVES
> To know various situations during the guest arrivai
14.2 D.N.S (Did Not Stay).

The guest sometimes wants to move out aimost'' immediateiy being 
shown into his room, if the room is not satisfactory- to the guest, the receptionist 
must try to provide alternative accommodation (even in another hotel). If the 
guest departs for reason that are beyond the hotel’s control, the receptionist 
should express his regrets of assists the guest in departure.. If the room has not 
been used, no charge will be made to the guest. AH fonns and records should 
be marked "DNS’. The management normally wants to be informed about all 
the DNS cases.

14 3 D.N. A (Did Not Arrive).
At the end of the day, the clerk or receptionist should take the following steps:
1. if there is reservation slip in the Reservation Rack.
2. Check the room information rack that the guest did not check in already.
3. Double check the arrival date.
4 Check with the airlines, if the airline numbers are given.
5 Attach the time-staniped reservation to the folio and mark DNA if guaranteed

or
deposit is paid.

6 No DNA or reservation form and place it with next days arrival often a guest 
arrives a day or two later.

14.4- R. N. A (Registered but Not Assigned).
A guest arriving early in the morning when rooms are not available may be as to 
register, deposit luggage with the bell desk and return to the hotel for the room 
assignment Tater in the day. The registration card is kept at the desk with the 
notation RNA. As soon as the room will be available the assignment is made. 
This is possible with traveling executives.

14.5 P.I.A Paid In Advance (No Luggage).
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If the guest does not have luggage, payment is advance is noirnally 
requested. This situation should be handled with extreme care and tact. If the 
guest holds credit card, an imprint can be made and an advance payment need 
not be requested.

if it is the policy of hotel to collect the room rate in advance in "No 
Luggage" cases the reception should inform the guest politely and carefully 
collect the amount for one night accommodation gave a receipt and treat the 
guest politely.

After the check in the Front Office Cashier and sales outlets will be 
informed that the guest should pay in cash.

14.6 N.l( No Information).
The guest may request that no information regarding their presence in this hotel 
be given to the calls. The "No Information" should be clearly marked on the slips 
so that the staff can respond appropriately.

14.7 SITUATIONS WHEN GUESTS CANNOT BE ACCOMMODATED;
In general, a hotel is obligated to accommodate guests. Discrimination is 
prohibited in places public accommodation on the basis of rate, sex religion, or 
national origin. Legitimate reasons for refusing to accommodation a guest may 
Include a lack available rooms or the potential guest's drunk or disorderly 
behavior or unwillingness to pay for hotel services. State laws may stipulate 
other reasons for denial. A front desk agent should never be the person who 
determines whether someone will be roomed or not. This is the responsibility of 
management. Management is also responsible for informing the person that he 
or-she has been turned away, Management, with the advice of legal counsel 
and ttie state hotel association, should Instruct the front office staff on policies 
and procedures concerning the acceptance or rejection of potential gests

On occasion, a hotel be short of available rooms and may not be able to 
accommodate guests. It is imperative that the hotel set policies for handling 
these situations. Seldom, if ever should a hotel be unable to accommodate a 
guest with a reservation - especially a guaranteed reservation. VWien this 
happens, most hotels will make other arrangements for the guest. In the case of 
a guaranteed reservation, most luxury hotels will pay for the guest's room at' 
another property. It is important to remember that the hotel may have no 
obligation to guest without guaranteed reservations, or to guests who arrive after 
the cancellation hour (after 6:00 p.m.). Generally speaking, ‘guest with 
reservations who arrive before the cancellation hour should be accommodated.

14.7.1 Wa(k<4n-Guests
The classic nightmare for the tired walk-in guest is to travel for miles and miles 
only to find that the hotel is booked. If a walk-in guest cannot be 
accommodated front desk, agents can make the situation a little easier for the 
guest by suggesting and providing directions to alternative hotels nearby."
Most of the time, guests who cannot be accommodated at the hotel would prefer 
to stay at a similar property. Hotel should keep a list, with phone numbers, of
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comparable properties in the local area. Hotel can reap some significant benefits 
through mutual guest referrals. For one, guest referrals allow one hotel to 
compare how well it is doing on a given night with other area hotels. Competent 
properties, too, may reciprocate by sending their overflow business to the hotel. 
But mainly, referrals should be viewed as a guest relations tool. The extra care 
paid to walk -in guests helps create an industry wide atmosphere of concern 
and goodwill. _
The situation may be more difficult when a walk-in guest believes he or she has 
a reservation. A hotel might take the following steps to clarify the situation:
• If the guest presents a letter of confirmation, verify the dale and the name of 
the hotel; the guest may have arrived on a different date or at the wrong 
property most confirmation letters have a confirmation number which will help 
the front desk Agent locate the reservation. Ask whether another person made 
the reservation for the guest; the reservation may be at another property, or it 
may be misfiled under The caller's name -
• Double-check the reservation file in view of the guest; perhaps the 
reservation was for another date.
• Double -check the resen/ations file for another spelling of the last name. For 
instance, B. P. and T are often confused in a telephone conversation. Also 
check to see if the first and last names were reversed in the reservation file.
• If the reservation made through a travel agency or representative, allow the 
guest to call that source for clarification.
» Ask the guest to conformed his or her arrival data, the guest may be arriving 
on a different day or a day late. Many hotels hold no-show registration cards 
from the previous day in the front of the registration file Just in case a ' No Show’ 
comes in a day late.
If there seems to be no alternative to waking - turning away - the guest a 
manager - not a fi-ont desk agent - should explain the matter in a private office. 
Registering one guest in view of another who cannot be accommodated can be 
extremely awkward.

14.7.2 Guests with Non-Guaranteed Reservations
A number of situations or circumstances can delay a guest’s scheduled arrival. 
Guests frequently do not have the chance to change a non guaranteed 
reservation to a guaranteed reservation by the time they realize they, will arrive 
past the hotel's reservation cancellation hour. As a result, the hotel may not hold 
the room for the guest and may not have a room available when arrives. If the 
hotel cannot provide guest room front desk agents must be extremely tactful 
hen informing the guest. Blame should not be placed on anyone’s shoulders 
since the lack of accommodations is neither the "guest's nor the hotel's fault.

14.7.3 Guests with Guaranteed Reservations
If reservations are carefully handled and good forecasting procedures are 
followed, the property should never have to deny accommodations to a
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c
guest with a guaranteed reservation. Nonetheless, a property should have a 
policy for front desk staff to follow in such situations.

A manager should take charge and make necessary decisions when it appears 
the property will not have accommodations for a guest with a guaranteed 
reservation. This manager should:

• Review all front desk transactions.
• Take an accurate count of rooms available, using all relevant data.
• Compare the room rack, housekeeper’s report, and guest folios for 

discrepancies.
• Telephone due-outs - guests expected to check out today - who have 

not checked out and confirm their check-out time.
< answer the telephone, physically check the guest rooms to verify 

occupancy. The guest may have left the hotel without stopping at the 
front desk. The guest may also have expected to be billed or may have 
paid in advance, and forgot to check out at the front desk. Finally, an 
early discover of a skipper - that is, a guest who leaves with no intention 
of paying for the room - will allow the guest room to be rented by 
another guest.

• Personally check all out-of-order rooms. Could an out-of-order room be 
readied
For sale if necessary? If a guest would be willing to occupy and out-of-

If they do not

order
Room as is., should the room be rented or its rate adjusted? This

decision must
be made by management and assed to the hotel's written policies.

All front desk staff should be consistent when discussing the lack of 
accommodation with arriving guests. Some helpful suggestions include:
• Guests may be encouraged to return to the hotel at the earliest date of 
availability. / Upon their return, they may be placed on a VIP list and 
presented with a small gift as compensation for the inconvenience of being 
turned away.
• a follow-up letter may be sent to guest who arrived with a reservation but 
could r not be accommodated, apologizing again for the inconvenience and 
encouraging the guest to consider returning to the hotel at some future time.
• If a member of a convention block cannot be accommodated, the group's 
meeting
planner should be notified. The planner may be able to solve the problem by 
arranging for some attendees to double up. In such situations, it is important for 
the front office to have a good working relationship with the meeting planner.
• If a member of a tour group cannot be accommodated, the tour organizer 
should be notified immediately and the situation explained. This notification 
may better
enable the organizer to deal with any membership complaints in a timely 
fashion.
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• The hotel may pay the transportation expenses associated with having the 
guest travel to an alternative property. Financial considerations are especially 
important when walking a guest with a guaranteed reservation.

14.8 CHECK YOUR POGRESS
Q.1) Explain the following; 1) DNS 2)DNA 3)RNA 4)PIA 5)NI 
Q,2) What can be the reasons for guests to be refused accommodation? How 
can ttie situation be handled.
CLUES TO THE ANSWER:

Read following article No. for Ans. 
1.14.2,14.3,14.4,14.5,14.6.
2. 14.7.
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UNIT: 15 ROOM CHANGE PROCEDURE

Structure

15.1 Objectives
15.2 Reasons for room change
15.3 Types of room change
15.4 Procedure for room change
15.5 Assignment

15.1 OBJECTIVES
> To learn the reasons for a room change.
> To learn tiie different types of room-change and procedures involved.

15.2 REASONS FOR ROOM CHANGE
A room change is a process when a guest is moved from one nx>m to another 
hr various reasons vrhich can be due to request by a guest or requirement by 
the hotel

Reasons for a room change can be as follows:-
15.2.1 Guests want the change of room
The guest may want a change In room because of the following reasons.
1) Initially the room assigned to him was not as per his requirements which may 
be due to non-availability
2) Someone joins him during his stay as such he wants a double room instead 
of a single room.
3) One or more equipments or appliances in the rooms such as T.V., geyser, 
air-conditioner or telephone in the room are mal-functioning or not working 
satisfactorily.
4) The guest does not like the room ( view, colour, location etc.)

15.2.2 Hotel wants a change of room
1) Because initially the room assigned to guest was not as per his requirement 
probably due to non-availability.
2) Guest has overstayed In the particular room which has been pre-committed to 
some other guest.

15.3 TYPES OF ROOM CHANGE
There are two types of room change which can be done for a guest.
1) Live move -Where the guest room is changed in the presence of the guest
2) Dead move -Where the guest room is changed in the absence of the guest 
but with the consent of the guest.
15.4 Procedure for room change
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Whenever there is a need for a room change for a guest the housekeeping is 
informed about the request and a room change slip/move s!ip/transfer slip is 
filled in and distributed to all sections such as telephones, food and beverage 
department, account section, housekeeping, etc

CHANGE OF ROOM SLIP

S.No. Date

Time

To Room No.From Room No

ToFrom Rate

Rate

Name of the

Guest

Reasons for

change

Changed authorized

by

Signature

C.C.: Bills, H.K., Tel., F & B (Room Service) etc.
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CHANGING OF ROOMS
Request received from guest for shifting room 

Ascertain the requirements

Can shift Cannot shift

Inform the guesrand tell him when 
it will be possible to shift

When possible to shift
Fill up form

Prepare 6 copies of room shifting ship

'' .K ♦
6 copy for

y'
1 Copy for 2"° copy for copy for 
Reception to bell captain F.O. cashier 
arrange numerically

Collect keys of room no. from 
on food & beverage

5*^ Copy for4“’ copy for
telephone
department

H.K, R.S.

Change room no. 
and rearrange 
the slip

To be passed 
on food & 
beverage

Remove guest folio 
Change room no. 
Attach shifting slip 
with guest folio and re

arrange the guest folio
Proceed to the guest room

Guest not in the room (Dead Move) Guest is in the room (Live Move)

Request the room boy to accompany. Knock. 
Request the room boy to open the door.

Knock. Wait for guest to open the door. 
Wish the guest.

If desired by guest pack the guest 
articles systematically to ensure that 
no articles are left behind.

If baggage not packed, pack all guest articles 
Systematically to ensure that no articles are 
left behind.

Take the baggage out of the room. Close the door. Take the baggage out of the room 
close the door. Escort the guest to the 
new room.

Knock. Wait. Open the door. Switch on 
the lights and requests the guest to 
enter the room.

Request the room boy to open the new room 
Knock. Wait. Have the door opened by bell boy. 
Switch on the lights. Enter the room.

Place the baggage in the presence of die room boy
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on the luggage rack. Other pieces as directed, suits 
in the cupboard. Close the door and come out.

Place the baggage in the luggage 
rack. Other pieces as directed. Suits 
in the cupboard.

Wish and hand over keys to the guest. 
Collect the keys of the room from the guest. 
________ Return to the Reception Desk

Return to the Front Desk

15.5 CHECK YOUR PROGRESS
Q.1 Define the ternis Live Move & Dead Move. 

Q.2 Draw the flow chart for Room Change.

CLUES TO THE ANSWER:

Read following article No. for Ans. 
1.15.3 2.15.4
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UNIT: 16 BELL DESK ACTIVITIES

Structure

16.1 Objectives
16.2 Introduction
16.3 Luggage handling procedures
16.4 Left iuggage handling procedures
16.5 Other functions
16.6 Assignment

16.1 OBJECTIVES
> To learn the Bell desk layout and equipment used
> Procedures involved In guest luggage handling
> Procedures involved in guest left luggage handling

16.2 INTRODUCTION
The bell desk is an extended arm of the front desk. There are various 
activities during guest stay, and at the time of guest departure which the 
front desk requires assistance so as to provide services to guests and 
hence require the services of the bell desk. Services like assisting guests 
with luggage, paging guests, carrying out errands, are all provided by the 
bell desk

16.3 LUGGAGE HANDLING PROCEDURES
Handling luggage of guests is done at various occasions such as arrival, 

during stay (room change), and at the time of departure.

16.3.1 Luggage Handling On Arrival For;

16.3.1.1 F.l.T.'a (Free Individual Travelers)
1. On arrival at the hotel porch, the doorman opens the car door for the 

guest to alight. Greets and welcomes him the hotel.
2. He enquires from the guest the number of pieces of baggage and takes 

them out placing the baggage at the baggage arrival area He re-confirms 
with the guest the number of pieces of baggage.

3. The doorman then calls the bellboy who picks up the baggage and 
escorts the guest to the reception. Leaving the baggage at the bell desk

4. While the guest is going through check-in formalities, the porter fills up 
the arrival emand card and tags the baggage. He presents the errand 
card to the receptionist who writes down the room, number and passes
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on the keys to the porter. The porter notes the room and guests name on 
the baggage tags and waits for the guest to be through with the 

reception.

5. At this stage the porter should politely bring to the notice of the guest any 
damage that may have been caused to the baggage in the journey.

6. After the receptionist has announced the room to the guest the porter 
requests the guest to follow him and leads the guest to the elevator.

7. When the elevator arrives He steps aside and allows the guest to enter 
the lift first He brings in the baggage and position himself near the 
control panel, selects the right floor and on arrival at the floor again 
allows the guest to leave the elevator first, giving brief directions about 
the location of his room for e.g. your room is straight down the corridor to 
the left sir.

8. He then once again leads the guest towards his room. On reaching the. 
room the porter gently raps on the door or presses the door-bell and 
waits for a short while. He now inserts the room key. in the lock and 
gently opens the door. He takes a quick peep to see if all is right in the 
room. He switches on the light and allows the guest to enter the room, 
following with the baggage himself. He places the baggage on the 
baggage rack and that which requires to be hanged for e.g. overcoats 
etc. he hangs on hangers in the closet, vanity box being placed on the 
sink shelf in the bathroom.

i

9. He then proceeds to draw the curtains and explains the following hotel 
and room services - Music console, fresh potable water supply, hot water 
supply, TV and its operation and the program me schedule, Air- 
conditioning control (Checking with the guest whether the temperature is 
ok) main light switch, fire escape plan, house telephone guide, 
refrigerator, room service, guest stationery, laundry list, sewing kit and 
their location in the room etc.

10. While he is introducing the guest to the services above he makes a 
mental note of any deficiencies in the room/bathroom. 1

11. He now leaves the guest room wishing the guest a pleasant stay. He 
refrains from soliciting tips but if offered by the guest he accepts it 
graciously and thanks him..

12. On his way back to the lobby he gets in touch with the floor 
housekeeper and tells her of any deficiencies that he noted in the room.

13. On reporting to the bell desk he hands over the arrival errand card to 
the bell5 hangers in the closet. Vanity box being placed on the sink" 
shelf in the bathroom. He then precedes caption who makes entries in 
the lobby attendant control sheet.
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16.3.1.2 Handling VIp Baggage
VIP baggage is to be handled in a fashion similar to the FIT baggage expect 
that since VIPs generally are escorted to their rooms either by the PRO or 
lobby Manager the porter Collects the Room keys and precedes to the room 
wjth the guest baggage in advance of the guest He switches on the lights, 
draw the curtain checks the room for any deficiencies and gets them 
rectified. He waits outside the room for guests to arrive on arrival of the 
guest he leaves and returns bell desk.

Group Baggage Handling
Pre arrival

From the group movement sheet the bell caption confirms group 
schedules and arranges staff accordingly to man the shifts.

arrival

1. He deputes the porters to off load the cars/coaches and before the 
offloaded cars/coaches. Leave the hotel porch last checks are made to 
ensure no guest belongings have been left behind.

2. The baggage is collected at the bell desk ensuring that no other baggage 
mixes with the group baggage.

3. The bell captain counts the number of pieces and informs the tour 
leader. If any damage is noticed on any baggage this is brought to the 
notice of the T/L.

4. The bell captain confirms the rooming with the reception and the 
baggage is tagged. {Normally group baggage*' for convenience always 
has the travel agents name tags on ttiem). With the help of the rooming 
list the baggage of each room is identified.

5. The group baggage Is now sorted out room wise and vWng wise.

6. Using baggage trolleys the baggage Is taken to the floors. On the floors 
the porter noiselessly and qdlckiy delivers the baggage to the rooms 
checking with the guest whether all his baggage has reached or not. The 
porter then explains the room facilities to the guest and before leaving 
wish the guest a comfortable and pleasant

7. In the meanwhile the bell captain In the lobby supervises the baggage to 
the floors and checks with the tour leader for baggage down date and 
timings.

i

119



Notes:

1. It is important to bear in mind that a guest is most pleased if his baggage 
is delivered to his room in time. A guest on a visit to any country and 
city attaches a great deal of importance to baggage. One cannot expect 
the guest to settle down until his baggage has been delivered.

2. While carrying baggage on a trolley the heaviest baggage should be at 
the bottom, Also the baggage should be earned with their top side or 
the side that opens facing inwards towards the leg of the porter.

3. The wheels of the trolley should be well oiled and greased so that the 
squeaky and irritating sound of the wheels does not distract the guests. 
However avoid excessive oiling for oil drops can cause stains on 
carpets and floors which may be very difficult to remove.

16.3.2 Baggage Handling During Departure.

16.3.2.1 F.l.T.’s

A guest wishing to check-out normally calls the bell desk or reception. 
Irrespective of where the call is received the following procedure is adopted at 
departure.

At the Bell Desk:

1. The bell captain deploys a page-cum-porter who in turn fills up the 
departure errand card.

2. He on this way to the guest room informs the reception and cash section 
about the departure taking place.

3. On arrival at the room he either knocks gently or presses the door bell 
and then enter himself.

4. He greets the guest and checks with him the number of pieces of 
baggage that are to be taken to the lobby.

5. He picks up the baggage and places it outside the room and returns to 
collect the key.

: 6. He takes a quick look around the room to check for any perceptible 
damages to hotel property or losses and mentally ticks off the availability 
of blankets, pillows, towels, vacuum flask etc.

7. He also checks for any left behinds in drawers, closets etc and having 
carried out the check proceeds to draw the curtains and switches off the 
light. He then leaves the room after locking It.
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8. At the elevator he allows the guest to step in first and then positions 
himself near the control panel with the baggage in a comer next to him.

9. He enquires of the guest politely whether he enjoyed his stay and 
whether he would like a taxi called for him. '

10. He escorts the guest to the cash-counter and he proceeds to the bell 
desk with the baggage.

11, He pastes hotel stickers on the baggage and marks ‘O' on the hotel 
name tags.

12. He then comes to the cash counter and picks up the baggage out pass 
from the cashier.

13. He hands over the key to the reception and takes an acknowledgement 
from the reception.

14. He then asks the commissionaire to call a taxi after the showing the 
baggage out

15. He then informs the guest his baggage has been placed in the boot of 
the taxi indicating towards the open boot for the guest to check and then 
closes the boot.

16. He then informs the guest his baggage has been placed in the bool of 
the taxi indicates towards the open hoot for the guest to check and then 
closes the boot.

17. He then returns to Ihe bell desk to complete the errand card and shows it 
to bell , captain who signs (t and makes an entry in the lobby attendant 
control sheet:

16.3.2.2 Groups;

A group departure by and large is handled by all concerned sections of the front 
office in a fashion similar to FIT departure, except that a team of page boys are 
engaged simultaneously in clearing guest baggage. The stress is on co
ordination and efficiency and therefore a group <ieparture demands careful 
supervision. Enlisted below are the slightly different and some special 
procedural steps that are to be borne in mind. These may be in addition to the 
regular procedure shown in the proceeding pages.
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At the Bell Desk :

The bell captain ensures sufficient staff is available in the shift.1.

2. He checks the group wakeup call and baggage down timings.

3. Five minutes before baggage down timings the bell captain allocates the 
floors and rooms to the porters for bringing baggage down.

4. The porters collect the baggage from rooms mentioned on their lists. 
(Generally/group members are advised by the tour-leader to keep, their 
baggage packed and ready for pick up outside ttieir room doors at 
baggage down time).

The baggage from all rooms and floors is quietiy collected and brought 
dov\m to the lobby \A4iere it is neatly arranged in rows and stickers pasted 
on them.

5.

e; The bell captain counts the baggage pieces.

7. The bell captain obtains a baggage out pass from the cashier and also 
collects any keys that he may have collected from the tour members.

8. He hands over the keys to the reception where the receptionist scores 
out the room umbers of those rooms whose keys have been received. 
On the baggage out pass the receptionist mentions the numbers of 
rooms the keys of which have still to tender in the keys. The keys having 
been retrieved the baggage is loaded into the waiting tax's/Coaches as 
the case may be by the porters.

Though porters have been entrusted with the responsibility of collecting 
room keys from departing guests generally in a group departure this 
becomes slightly difficult. Therefore active assistance is rendered by the 
cashier, receptionist, room boy in collecting guest room keys and 
returning them to the reception before group check out.

9.

10. Only one errand card is made, however numbers of all these porters who 
were engaged in group departure are mentioned on It.

11. An'entry is made in the lobby attendant control sheet on dept.

16.4 LEFT LUGGAGE HANDLING PROCEDURES

The term left luggage is attributed to luggage left by a guest who checks out of 
the hotel but wishes to collect his luggage later. Guests who want to visit other 
cities in a country on a short tour may find it inconvenient to carry all their 
baggage with them or may find it uneconomical to retain the room in the hotel 
where they can keep their luggage. Hotels provide the left luggage facility to 
guests who are likely to check into the hotel after their return from a tour though 
this is not strictly necessary.
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Procedure

The luggage is collected from the guest room upon request. A left luggage book 
is maintained in this case and an entry is made in this book with details like 
date, room no., name of the guest, bellboy name, left luggage ticket no., 
description of luggage, date of del(vefy(upon delivery) and remarks (incase of 
any existing damage on the luggage). A left luggage ticket (with two parts) is 
used to tag the luggage, one part of which is tagged to the luggage while ftie 
other(counterfoil) is handed to the guest.
Upon return to the hotel \when the guest comes to collect his luggage he has to 
produce his portion of the left luggage ticket(counterfoii), upon which only is the 
lugguage handed back to the guest.

LEFT BAGGAGE REGISTER

Description of 
Luggage

Date of 
Delivery

Bell Boy Luggage 
Tag No.

Room -Name of 
Guest RemarksDate No.No.

HOTEL SUBHARTI LTD.
ROOMDate

NO.

BAGGAGE CHECK 
NO.-1234

NOT RESPONSIBLE FOR GOODS LEFTOVER 30 DAYS

•GOLF BAGS 
•OTHERS

•SUIT BOX 
•PACKAGE

•BRIEF CASE 
•OVERCOAT

•SUIT CASE 
•UMBRELLA

N0.1234
NOT RESPONSIBLE FOR GOODS LEFT OVER 30 DAYS (OVER)

ROOM NO.DATE
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LEFT LUGGAGE FLOW CHART

Intimation received from guest for storing luggage

Ascertain no. of pieces and duration for storing 

Prepare left luggage receipt

4'*’ copy3"“ copy2"^ copy1*‘copy

Retained in the 
Book

File copyAffix on 
baggage

Collect cash & stamp 
‘paid’ & give to the guest

Direct bellboy to affix 2"'^ 
Copy on baggage and store 
Systematically as assigned

Book sent to FO cashier as 
and when directed with 

cash collected to be deposited.

16.5 OTHER FUNCTIONS
The bel! desk (Bell Boys) is called for performing many services which are not their 
scheduled one. In many cases they will have to go outside the hotel for such duties. 
Those can be treated as miscellaneous services.

16.5.1 Miscellaneous Services
1. Getting tickets for Cinema, Bus, Trains, and Airlines etc.
2. Confirming reservations
3. Going to the Post Office to buy Postage, to post the Hotel/Guest mail and to collect 
the mail for hotel
4. Going to the Police Station and to Foreign Registration Office to give the C-Forms 
and Registration of guests.
5. Going to the Banks to deposit money/Foreign exchange etc.
6. in case of an emergency the bell boys will have to go to buy medicines etc.
7. Any other job which the situation, may demand from time to time.

16.5.2 Procedure
First the appropriate authority will inform the bell captain. The Bell Captain will instruct 
the bell boy and he fills in a "Service Cal! Slip' and the bell boy writes down the log 
book before he leaves the hotel. When the boy returns the time entered by the bell 
captain in the service call and signs it. This entry will be then transferred the bel! 
captains'control chart.

124



16.B CHECK YOUR PROGRESS
Q.1) What is the function of the bell desk at the front-office.
Q.2) List out the duties of a befl boy whilst handling the the arrival of a guest 
Q.3) Any ViP is normally escorted to his/her room by the 
Q.4) Differentiate between a FIT & group baggage handling procedure during arrival 
Q.5) List out the miscellaneous services carried out by bell boy.
Q.6) How you will handle the left luggage of the guest.
CLUES TO THE ANSWER:

or

Read following article No. for Ans.
1.16.2 2.16.3 3.16.3.1.2 4.16.3 5.16.5 6.16.4
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UN1T17: FRONT OFFICE COMMUNICATION

Structure

17.1 Objectives
17.2 Introduction
17.3 Log Book
17.4 information Directory
17.5 Mail Handling
17.6 Telephone Services
17.7 Voice Mail
17.8 Facsimiles
17.9 Wake Up Services
17.10 Guest Services
17.11 Interdeparbnental Communications
17.12 Assignment

f

17.1 OBJECTIVES
> To leam the different methods of communication used at the front office.
> To leam the different services provided to in-house guests
> To learn the importance of interdepartmental communication.

17.2 INTRODUCTION
Communication is vital to FO operations because'' nearly everything that happens-ln a 
hotel affects the FO in some way and vice versa. Ail functions of the front desk rely in 
pan on clear communication. Effective communication is a pre-requisite to an efficient 
FO. Communication does not simply involve memorandums, face to face 
conversations and messages sent over the computer terminals. Effective FO 
communication also involves the use of log books information directories, mail and 
telephone procedures. The larger the. hotel, the larger and more complicated 
communications network v/ill be.

17.3 LOGBOOK
The front desk may keep a log book so that all FO employees are aware of important 
events and decisions that occurred during previous work shifts, A typical FO log book 
is a journal which chronicles unusual events, guest complaints or "request or relevant 
information. Front desk agents record notes in the log book during their shifts, which 
should be clearly written in prescribed form so that they serve as a reference material 
for the next shift. Before beginning their shift, front desk agents should review and 
initial log book, noting any current activities, situations that require follow up or any 
potential problem. The employee must also note what action was taken. These 
notations become ah important link in the communication network.

I
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17.4 INFORMATION DIRECTORY
FO personnel must be able to respond in a knowledgeable manner when guests 
contact the front desk for information. Common guest queries include;

"Can you recommend a nearby restaurant?"
"Can you arrange a taxi for me?"
"Where is the shopping centre, drug store, petrol pump?"
"How do I get the nearest bank with automated teller machine 
"Where is the theater, stadium, and where can I get the tickets?"
"When is the check out time?"
"How do I get the university, library or the museum?"
"Where is the district court?"
"What recreational facilities are available in the hotel or near the hotel?"

Front desk agents,may need to acquire rather obscure information to answer certain 
questions of guests. Some properties accumulate such data In a bound guide called 
INFORMATION DIRECTORY. This may include simplified maps of the area, taxi and 
airline company contact addresses and telephone numbers, banks, theaters, 
churches, store locations and special events schedules. Front desk agents should be 
familiar with frie information directory and know how to use it as reference.

Some hotels'have installed computer information terminals in public areas. These are 
essentially an electronic equivalent of the front desk information directory. Since these 
are easily accessed by the guests without employee assistance, their use often 
release front desk agents to attend other guest needs. A close circuit television system 
can also reduce the volume information requested at the front desk.

17.5 MAIL HANDLING
Registered guests rely on the FO to deliver mail quickly and efficiently. In general, 
hotels time stamp ail guest mails, when it arrives at the property. Doing so provides 
evidence of when the mail was received, in case any question arises on how promptly 
the mail was delivered. When mail arrives. FO records should always be checked 
Immediately to see if the guest is either registered, due to check-in, or has checked 
out. Different mail handling procedures wll be followed in each instance.

Usually mail for a registered guest is held in the appropriate room's slot In a mail and, 
message rack. The front desk should notify a guest as soon as possible that he or she 
has received mail. Some properties do this by switching on an In -room message light 
on the guest room telephone. Others deliver a printed form to the guest room. If the 
mail arrives for a guest who has not yet checked in, a notation should be made on the 
guest reservation form and the mail held until the guest arrives. The guest arrives. 
Guest mail that has not been picked up or has arrived for a guest who has already 
checked out, should be time stamped a second time and returned to its sender.

Guest may also received registered letters, express mail packages requiring a 
signature on delivery. Some hotels permit the front desk agent to sign for such mail. 
After doing so the agent records the items delivered in a log and has the guest sign a 
signature book at the time of pick up or delivery.
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17.6 TELEPHONE SERVICES

Most hotels provide in-room local and long distance telephone service 24 hours a day. 
Regardless of whether front desk a Rent or telephone operators answer in-coming 
calls, all employees answering calls should be courteous and helpful. Telephone 
messages recorded by FQ personnel should be time stamped and placed in the 
guest's mail and message rack slot. If the guest room telephones are equipped with 
message indicator light, the front desk may switch on the in-room message light so the 
guest knows that a message is waiting for him the front desk.

17.7 VOtCE MAIL
Voice mail is the newest technology in the area of guest mail and message service. 
Voice mail boxes are devices, which can record messages for guest. A caller wishes 
leave any message for a guest simply speaks into the phone. His/her message is then 
recorded by the voice mail box system. To retrieve the message, the'' guest typically 
dials a special telephone number which connects him / her with the voice mail box and 
listens to the message.

17.8 FACSIMtLES

Fax messages are usually treated like the telephone message. FO personnel generally 
stamp fax messages received at the property, which are kept in guest’s mail or 
message rack. The guests are notified according to the procedure of the hotel. Some 
hotels keep a log of every fax received. Information recorded in the fax log book may 
list the recipient, the sender, the time the fax was received and the total number of 
pages. A similar record is kept of outgoing faxes if the property offers such a service. If 
it is undelivered, the hotel should record immediately notify the party sending fax. 
Many hotels charge guests for receiving faxes.

17.9 WAKE UP SERVICES

Front desk agents must pay special attention to wake up call requests. FO computer 
systems can be used to remind front desk agents to place wake up calls be 
progammed to place the calls and play a recorded wake up message. Despite 
advances in technology, many hotels still prefer that "front desk agents place wake up 
calls, since the guest appreciates the personal touch.

17.10 GUEST SERVICES
The front desk is responsible for coordinating guest services. Typical guest services 
involve providing information and special equipment and supplies/ Guest services may 
also include accommodating guests through specials procedures. A guest's 
satisfaction at the hotel partly depends on the ability of the front desk to respond to a 
request.

A growing number of hotels employ a concierge or other designated staff member to 
handle guest request. A concierge embodies the warmth and hospitality of the entire 
property. As more hotel functions become automated, the concierge may become 
more and more important for re-enforcing the hotel's personal touch in guest services.
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17.11 INTER-DEPARTMENTAL COMMUNICATIONS
Many services in a hotel require coordination between the front office and other 
department or divisions. The front office generally exchanges the most information with 
should also recognize how they and in engineering and maintenance. From desk 
agents should also recognize how they can influence the performance of the hotel's 
revenue centers through the use of marketing and public relations skills.

17.11.1 Housekeeping
Housekeeping and the front office must keep each other informed of changes in 
rooms' status to ensure that guests are roomed efficiently and without complications. 
The more familiar front office personnel are with housekeeping procedures - and vice 
versa - the smoother the relationship will be between the two departments.

17.11.2 Engineering and Maintenance
in many hotels, engineering and maintenance personnel begin each shift by examining 
the front desk log book for repair work orders Front desk agents use the log book to 
track maintenance problems reported by guests or staff; such as poor heating or 
cooling, faulty plumbing, noisy Equipment; or broken furniture. The log book can serve 
as an excellent reference for the hotel's engineering and maintenance staff,

Many hotels use a multiple-part work order form to report maintenance problems. 
Exhibit 6.2 shows, a sample maintenance work order form when the work is completed 
the engineering and maintenance division informs the department that filed the work 
request order. If a maintenance problem makes a room unsalable, the front office must 
know immediately when the problem is fixed so the room can be placed back in 
available inventory. This minimizes the revenue lost through out-of-order guestrooms. 
To enhance hotel operations, some hotels employ engineering and maintenance staff 
around the clock.

17.11.3 Revenue Centers

Although hotels enjoy their greatest revenues through guest room sales, additional 
services and activities may support a hotel's profitability. In addition to the rooms 
division, hotel revenue centers may include:

Coffee shops, snack bars, and specialty restaurants
Bars, lounges, and nightclubs
Room service
Laundry/valet service
Vending machines
Gift shops barber shops, and newsstands 
Banquet, meeting, and catering facilities 
Local and long-distance telephone service 

Health clubs, golf courses, and exercise rooms 
Car rentals, limousine services, and tours

>
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• Casinos and gaming activities
• Pay-per-view television movies
• Valet parking and parking garages.

Guests frequently learn about these services and facilities through a printed directory 
placed in each guest room. Front desk agents must aiso be familiar with these facilities 
and services so they can answer' guest questions in a positive and knowledgeable 
way. 1’hetransactlons charged by guests at hotel restaurants, gift shops and other 
remote points of sale must be communicated to the front desk to ensure eventual 
payment.

17.11.4 Marketing and Public Relations

The front office should be among the first to know about events the hotel schedules for 
publicity. In many wa^^. a hotel's marketing and public relations effort depends on the 
participation and enthusiasm of front office personnel guest receptions, health and 
fitness programs, family events and even complimentary coffee in a hotel's lobby may 
provide settings Tor guests to socialize and can promote repeat business. Front office 
personnel may contribute to hotel newsletters,, guest history systems, and customized 
registration and checkout processes that help personalize hotel services for frequent 
guests.

17.12 CHECK YOUR PROGRESS

Q.1) What is the importance of Communication within the hotel.
. Q,2) Explain the use of a 'Log Book'

Q.3) Explain the procedure of handling guest mail.
Q.4) Differentiate between Telephone services & Voicemail services.
Q.5) List various services provided to In-house guests in a hotel.
Q.6) What is the importance of inter-departmental communications?
Q,7) List ffie importance of communications between front office & various 
departments/sections.

CLUES TO THE ANSWER:

Read following article No. for Ans.
. 1. 17.2 2, 17.3 3. 17.5 4. 17.6&17.7 5.17.10 6.17.11 7.17.11
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UNIT: 18 GUEST SERVICES

Structure
18.1 Objectives,
18.2 Handling Guest Requests
18.3 Handling Guest Complaints
18.4 Mail Handling Procedures
18.5 Message Handling Procedures
18.6 Assignment

18.1 OBJECTIVES
• To learn the importance of handling guest requests.
• To learn the types of complaints and ways of handling them
• To learn the procedures of handling of handling mail and messages.

Introduction

As the center of front office activity, the front-desk is responsible for coordinating guest 
service Typical guest services involve providing information and special equipment 
and supplies. Guest services may also include accommodating guests through special 
procedure. A guest's satisfaction at the hotel hinges in part on the ability of the font 
desk to respond to a request. A request that falls beyond his responsibility of the front 
'office should be referred to the appropriate person or department.

A growing number of hotels employ a concierge or other designated staff member to 
handle guest requests. A concierge embodies the wannth and hospitality of the entire 
property. As more hotel functions become automated, the concierge may become 
even more Important for reinforcing the hotel's personal touch In guest services.

18.2 HANDLING GUEST REQUESTS

18.2.1 Equipment and supplies

Guests may request special equipment and supplies while making a reservation, at the 
time of registration, or during occupancy. Reservations agents should have a liable 
method of recording special requests to ensure that they are property met. When a 
guest needs special equipment or supplies, he or she will almost always ask a front 
desk agent. The front desk agent, in turn, follows through by contacting the appropriate 
service center or Hotel department Equipment and supplies commonly requested by 
guests include:

• Roll-away beds and cribs
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Additional linens/piiiows 
Irons and ironing boards 
Additional clothes hangers 
Audiovisual equipment
Special equipment for blind, physically handicapped or hearing impaired guests

Front desk agents should have alternative ways to meet guest requests when the 
department that normally provides the equipment or service is closed or inaccessible. 
Housekeeping for example, attends to many guest requests, but may not be staffed 
around the clock. In some hotels, front office personnel may have access to linen 
rooms during late night hours. In others, the housekeeping department may stock a 
centrally located linen closed and give a key to appropriate front office personal. This 
technique enables the front office staff to satisfy requests for additional linen and 
pillows even when the housekeeping department is dosed.

18.2.2Special procedures

Guests may ask for special treatment when making a reservation, registering at the 
front desk, checking out - or for that matter, during any point of their stay. Sometimes, 
these special requests represent exceptions to standard front office procedures. 
Reservations agents should have a reliable method of recording special requests 
made during the reservations process and communicating them to appropriate front 
office personnel. Front desk agents should also have a way to record any procedural 
requests they handle.

Procedural requests may require more time and effort to fulfill than equipment and 
supply requests. Typical procedural requests include;

Split account folios 
Master account folios 
Wake-up calls
Transportation arrangements 
Entertainment reservations 
News paper delivery 
Secretarial services

A knowledgeable front desk agent usually can fulfill a special request involving guest 
folios. Business travelers most often request split folio. Essentially, these folios 
separate guest charges, onto two or more separate folios. One folio account may be 
set up to record room and tax charges, this part of the folio may be billed to the guest's 
company. Another folio account may be set up to track incidental charges such as 
telephone calls, food, and the beverages: this part of the folio will most likely be paid 
directly by the guest.

A convention group meeting in the hotel may request a master folio. Typically, only the 
charges incurred by the group are posted to the master folio and billed to the 
sponsoring agent. Each group member is responsible for other charges posted to his
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or her individual folio account. The purpose of a master folio is to collect authorized 
charges not appropriately posted elsewhere.

Concierges may handle other procedural requests. Hotels without a concierge may 
have front desk agents update and use the information directory as a resource for 
referrals and outside services..

18.2.3 Guest Relations
Despite staff efficiency and attentiveness, guests will occasionaliy be disappointed or 
find fault witii something or someone^ Hotels should anticipate guest complaints and 
devise strategies that help staff effectively resolve the situation.

The high visibility of the front office means front desk agents are frequently the first to 
learn of guest complaints. Front desk agents should be especially attentive to guests 
with complaints and seek a satisfactory resolution to the problem. Nothing annoys 
guests more than having their complaints ignored, discounted, or overlooked. While 
most front office staff do not enjoy receiving complaints, they should understand that 
very few guests actually enjoy complaining. Employees should also realize that guests 
who do not have the opportunity to complain to hotel staff often tell their friends, 
relatives and business associates instead.

When guests find it easy to express their opinions, both the hotel and the guests 
benefit- The hotel learns of potential or actual problems and has the opportunity to 
resolve them. For a guest, this means a more satisfying stay; when problems are 
resolved, a guest often feels that the hotel cares about his or her needs. From this 
perspective, every complaint should be "welcomed as an opportunity to enhance guest 
relations. Guests who leave a hotel dissatisfied may never return.

183 HANDLING GUEST COMPLAINTS
Guest complaints can be divided into four categories of problems; mechanical, 
attitudinal, service-related, and unusual.

Most guest complaints relate to hotel equipment malfunctions. Mechanical 
complaints usually concern problems with climate control, fighting, electricity, room 
furnishings, ice machines, vending machines, door keys, plumbing, television sets, 
elevator, and so on Even an excellent preventive maintenance" program cannot 
completely elimmate all potential equipment problems. Effective use of front desk log 
book and maintenance work orders may help reduce the frequency of mechanical 
complaints.

Guests may make attitudinal complaints when they feel insulted by rude or tactless 
hotel staff members'^ Guests who overhear staff arguments or who receive complaints 
from staff members may also make attitudinal complaints. Guests should not overhear 
employees arguing or become sounding board for employee problems. Managers and 
supervisor should hear and attend to the complaints and problems of staff - not guests. 
This is especially critical to maintaining sound guest relations.
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Guests may make service related complaints when they experience a problem with 
service. These complaints can be wide-ranging and can be made about such things as 
long waits for service, iack of assistance with luggage, untidy rooms, phone difficulties, 
missed wake-up calls, coid, or ill-prepared food, or ignored requests for additional 
supplies. A hotel generally receives more service-related complaints when it is 
operation at or near full occupancy

Guests may also complain about the absence of a swimming pool, lack of public 
transportation, bad weather, and so on. Hotel generally has little or no control over the 
circumstances surrounding unusual complaints. Nonetheless, guests sometimes 
expect the hotel to resolve such situations. Front office managers should alert front 
desk agents that some guests will complain about things they can do nothing about. 
This way, staff will be prepared to handle the situation through appropriate guest 
relations techniques -and avoid a potentially difficult encounter. •

18.3.1 Identifying complaints
All guest complaints deserve attention. Even though they differ in nature and 
importance. An excited guest complaining loudly at the front desk requires immediate 
attention. A guest making an offhand comment deserves no less attention - although 
the need for action may be less immediate

Guest relations stand to improve when a hotel systematically identifies its most 
frequent guest complaints. By reviewing a properly kept front desk long book, 
management can often identify and address recurring complaints and, problems. 
Another way to identify complaints involves the evaluation of guest comment cards or 
questionnaires. Guest questionnaires may be distributed at the front desk, placed 
conspicuously .in the guestroom or mailed to guests following departure.

Identifying problems is one of the first steps in taking corrective action. By examining 
the number and type of complaints receive, hotel management may gain insight into 
common and leas common problems. Front office staff members may be better 
equipped to handle frequent complaints courteously and effectively, especially if they 
know the ^problem cannot be immediately corrected.

18.3.2 Handling complaints
It is usually counterproductive to Ignore a guest complaint. In many hotels, front desk 
agents are Instructed to refer complaints to supervisors or managers. But somefimes. 
front desk agents may not be able to pass the complaint on - especially when the 
complaint demands Immediate attention. Hotels should have a contingency plan in 
place for such situations.

The front desk may receive complaints about food and beverage operations in the 
hotel, regardless of whether those operations are managed by the hotel. Unless the 
hotel and the food and beverage operators establish procedures for referring 
complaints,.' guests may continue to be upset and the hotel will continue to receive the
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blame. The hotel and its revenue outlets should maintain close communications and 
develop procedures designed to satisfactorily resolve guest complaints.
Managers and employees should keep these points in mind when handling guest 

complaints;

• Guests may be quite angry. Staff membem should never go along to a 
guestroom to investigate a problem or otherwise risk potential danger.

• Staff members should never make a promise that exceeds their authority.
• )f a problem cannot be solved, staff members should admit this earty on.

Honesty is the best policy.
• Some guests complain as part of their nature, and may never be satisfied. The 

front office should develop an approach for dealing with such guests.

Learning to deal effectively with complaints requires experience. Front office staff 
members can practice by thinking about how they might resolve some of the hotel's 
most common complaints. Role-playing can also be an effective method in learning to 
deal with complaints. By anticipating complaints, planning and practicing responses, 
and receiving constructive feedback, staff members should be better prepared to deal 
with guest complaints.

18.3.3 Follow-up Procedures
Management may use the front desk logbook to initiate corrective action, verify that 
complaints have been resolved and identify recun-ing problems This comprehensive 
written record may also enable management to contact guests who are still dissatisfied 
at checkout, A letter from the front office manager expressing regret about the incident 
is usually sufficient to promote goodwill and demonstrate concern for guest 
satisfaction. Some managers may telephone checked-out guests to get a more 
complete picture of the incident depending on its significance. Chain hotels may also 
receive guest complaints channeled through chain headquarters. Cumulative records of 
complaints about each hotel in the chain may be compiled and sent regularly to 
managers. This method of feedback allows the chain's corporate headquarters to 
evaluate and compare each hotel’s guest relations performance

\r

18.4 MAIL HANDLING PROCEDURES
Mail handling is a very important activity of the front desk and the way the mail is 
handled shows the efficiency and attitude of the hotel staff.
Type of mall received by the hotel can be sorted into two categories i.e. mail for guests 
and mail for the hotel.

18.4.1 Mail for hotel guests

Incoming mail for hotel guests can be further sorted out into three categories viz: in- 
house guests; Guests who have checked out; Guest who are expected to arrive.
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Mail for In-House Guests 
Any mail received for in-house guests, it first checked if the guest is in the room, 

if he is in the room then the guest is intimidated about the mail and the same is sent to 
room with a bell boy. If Uie guest is not in the room and the room key is also not that the 
reception then a message is placed on the door knob of ttie guest room door. IF 
however the room key is at the reception than the mail is kept along with the room key.

18.4.1.1

Mail For Guests Who Have Checked Out 
'Any mail received for guests who have already checked out, their respective 

GR cards are checked for their addresses and or and forwarding addresses/instructions 
left. With the addresses, the mail is forwarded to the guests.

18.4.1.1.2

Mail for guests expected to arrive 
Any mail for guests who are expected to arrive is first sorted according to their 

expected dates of arrival and then is a slip written out and placed along witfi the 
advance reservation details and on the day prior to the guest arrival the mail is sent 
along with the reservation correspondence to the front desk who in turn on arrival of the 
guest, hand over the same to the guests’

18.4.1.3

18.5 MESSAGE HANDLING PROCEDURES
Receiving messages for in-house guests during their absence, recording them 

and communicating them to the guests as soon as possible is an important ftjnction of 
the front desk. Messages can be received for guests when they are not in their room 
and have not given a locating slip. Messages can be received by the hotel on behalf of 
the guests either through the phone or someone coming In person to see the guest. In 
either case a 'While you were out’ form is filled in with the identity of the caller/visitor 
and the message written therein. The same is the placed either along with the room key 
(if there) or slipped under the guests room door.

18.6 CHECK YOUR PROGRESS

Q.l) Which are the different services that a front desk staff can assist a guest during 
his stay at the hotel.

Q.2) What are the different ways a guest can ask for his account folio to be charged.

Q.3) List and explain the different types of complaints that can be received at the front 
desk.

Q.4) How should a front office staff handle a guest complaint, and what is the 
importance of the follow-up procedure.

Q.5) List the various types of mail received by the front desk, how should the front desk 
handle the same.

i
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Q.6) What is procedure for handling guest messages. Design a message foim for a 
hotel.

CLUES TO THE ANSWER:

Read following article No. for Ans.
1) 18.2 2) 18,2.2 3) 18.3 4) 18.3.1 5) 18.4 6) 18.5

t*

a
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UNIT: 19 CHECKOUT AND SETTLEMENT PROCESS

structure

19.1 Objectives
19.2 Introduction
19.3 Functions of Checkout And Settlement.
19.4 Departure procedure.
19.5 Method of Settlement.
19.6 Late Checkout
19.7 Express Checkout
19.8 Self-Checkout
19.9 Unpaid Account Balances
19.10 Collection Of Accounts
19.11 Assignment

19.1 OBJECTIVES
> To learn procedures and methods in account settlement of guests
> To [earn the different methods of bill settlement and checkout.

19.2 INTRODUCTION
Checkout and settlement processes are part of Final stage of the guest cycle. The front 
office employee primarily furnishes the services and activities of the departure stage - 
be it a front desk agent. Front desk cashier or both. Personnel in the accounting division 
may be involved as well. Before living the hotel the guest will generally stop at the front 
de^ to review his or her folio pay any outstanding account balance, receive a receipt of 
his or her account statement and return the room key. Many guests will forget all the 
previous courtesies and hard work of the hotel staff if checkout and settlement do not 
go smoothly,

19.3 FUNCTIONS OP CHECKOUT AND SETTLEMENT.
The function of checkout and settlement process accomplishes three very important 
functions:

1. Settle guest account balance.
2. Update room status information.
3. Create guest history record.

Guest account settlement depends on an affective front office accounting system that 
maintains accurate guest folia, verifies and authorizes a mettiod of settlement and 
resolves discrepancies in account balance, Generally the front office finds it most easy 
guest account while the guest is still in the hotel. A guest can settle an account by 
paying cash charging the balance to accredit card, differing payment to an approved 
direct billing or using a combination of the payment methods.
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Most front office requires a guest to specify an eventual method of settlement and. 
registration this means that the front office will know that the guest credit card or direct 
billing information before he or she arrives at the desk to checkout. Such notification 
allows the front office to verify and authorize a credit card account or confirm a direct 
billing in advance of the settlement. Pre-settlement verification activity reduces ttie 
guest’s checkout fime and Improves the front office ability to cortduct outstanding 
account balance. Effective front office operation depends on accurate room rate status 
information. When guest checks out and settles his account the front desk performs 
several important tasks.

First, the agent changes the guest room status from occupied to an 'on-change' on the 
room status report On change is a housekeeping term that means that the guest has 
left the hotel and that frie room he occupied needs to be cleaned and readied for the 
next guest. After making the room status change the front desk notifies the 
housekeeping department that the guest has departed, in hotels with manual or semi 
automated systems the front desk communicates information to the housekeeping by 
telephone or through an electronic room status board In hotels with fully automated 
property management system information is relayed automatically when the front desk 
agent changes the room status from occupied to 'on-change'. A housekeeper then 
cleans and readies the room for inspection and resale, no maximize room sale the front 
office must maintain a current occupancy and housekeeping status of all rooms.

The hotel can better understand its clientele and determine guest trends when it 
maintains a guest history file, a guest history file is a collection of personal and financial 
data about guests who have stayed in the hotel. An individual guest history record 
within the Tile normally contains personal and transactional information relevant to the 
guest stay. The front office may create guest history file from expired registration card 
or through sophisticated computer based system, which automatically directs guest 
checkout infomriation in to a guest history database. Guest history file provides a 
powerful database for strategic marketing,

19.4 DEPARTURE PROCEDURE.
Checkout and settlement can be a pleasant experience when the front office is well 
prepared and organized. This final phase of guest cycle involves several steps 
designed to accomplish checkout and settlement in a systematic manner.

1. Chedcing for mail and messages.
2. Posting outstanding charges.
3. Verifying account information.
4. Inquiring about addition recent charges.
5. Presenting guest folio.
6. Verifying the mefriod of payment.
7. Processing the account payment.
8. Securing the room key.
9. Updating the room status.
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Checkout and settlement procedures vary from property to property based on the level 
of service and degree of automation/The amount of face-to-face contact between the 
guest and front desk personnel may also vary since some hotel offer special automated 
or express checkout service. Despite such variations checkout and settlement 
represents an essential front office responsibility. Like check-in, checkout gives the 
hotel an opportunity to make a positive impression on the guest/ the guest approaching 
the front desk should be greeted promptly. To prevent any messages or mail going 
unclaimed frie front desk should check for any messages or mail awaiting guest pick
up. To ensure the guest folio accurate and complete the front desk agent should' 
process any outstanding charges that need posting in addition the agent should ask frie 
guest if he or she incurred any recent charges and make necessary adjustments to the 
guest folio, The guest receives a final copy of his or her account folio at checkout. At 
this time the front desk agent should verify exactly how the guest intends to settle his or 
her account regardless of which settlement method the guest specified at registration. 
This Is necessary because many hotels require guest to establish credit at check- in, no 
matter how they plan to settle at the checkout. A guest may establish credit by 
presenting a credit card and then decide to settle his or her account by cash.

After determining how the guest will pay the front desk agent should then bring the 
guest account balance to zero. This is typically called "Zeroing out the account". The 
guest account balance must be settled in full for an account to DC considered zeroed 
out. Guest account, which are zeroed out at the time of the departure are transferred to 
the city ledger for billing and collection by the accounting deparfrnent.

19.5 METHOD OF SETTLEMENT.
A guest account can be zeroed out In several ways;
1, Cash Payment in Full.

A cash payment in full at checkout will bring a guest account balance to 
Zero a front desk agent should mark the folio as paid. A guest may have had 
Card imprinted at registration, even though he or she Intends to settle his or her. 
Account by cash. The front desk agent should destroy any credit card vouchers 
Imprinted at registration when the guest pays in full with cash"

2. Credit Card Transfer.
Credit card settlement creates a transfer credit on the guest folio and moves the 

account balance from the guest ledger to the credit card account in the city ledger.

3. Direct Billing Transfer.
Like credit card settlement direct billing transfers the account balance from the guest 
ledger to the city ledger. Unlike credit card settlement, responsibility for billing and 
collecting the direct billing is the hotels, rather than an outside agency. Direct billings 
are not normally an acceptable method of settlement unless the billing has been 
arranged and approved by the hotel before or during guest registration. To complete a 
direct billing settlement a front desk agent should have the guest sign the folio to verify 
that the postings are correct and that he or she accepts all charges listed on the folio for 
collection.
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4. Combine Settlement Method.
A guest may use more than one settlement method to zero out a folio balance. For 
example, the guest may make partial cash payment and charge the remainder of his or 
her account balance to a credit card. Front desk agent must accurately record He 
combined settlement method and ensure that all required paperwork is properly 
completed.

19 .6 Late Checkout

Guest do not always checkout by the hotels posted checkouts, hotel should post 
checkout time notices in places, such as on the back of the guestroom door and at the 
front desk. A reminder of checkout time can also be included in any pre departure 
material distributed to the guest. Some hotels authorize a front desk agent to charge 
late checkout fees. A guest will probably be surprised to see such a fee on ttie folio if he 
or she is not familiar with the hotel's policy. Whenever guest calls a front desk and 
requests a late checkout, the front desk employee should inform the guest about any 
additional charges.

19.7 EXPRESS CHECKOUT
Guest sometimes encounter long lines at front desk before 7:30 am and 12 noons, a 

prime checkout period for many guests. To ease front office pressure some properties 
initiate checkout activity before the guest is actually ready to leave. A common pre
departure activity involves producing and distributing guest folio to guest expected to 
check out in the morning, Front office staff may quickly slip printed folios under the 
guestroom door before 6 am making sure that the guest folio cannot be seen or 
reached from the outside.

Normally the front office will distribute an express checkout form with the pre-departure 
folio). Express checkout may include a note 'requesting the guest to notify the front 
desk if departure plans change. Otherwise the front office will assume the guest is 
leaving by the hotel posted checkout time. This procedure usually encourages guest to 
quickly notify the front office of any changes in departure before the hotels checkout 
time.

By completing sudi a form the guest transfers his or her outstanding folio balance to 
the credit card voucher that was created at registration. The guest then deposits the 
express checkout from at the front desk at the time of departure. After the guest leaves 
the front office must complete the guest checkout by transferring The outstanding 
guest folio balance to a previously authorized method of settiement. Any additional 
chargers the guest nukes before leaving the hotel (For example, telephone calls) will 
be added to his or her folio before the front desk agent zeros out the account. Because 
of this the amount due on the guests copy of the express checkout folio may not match 
the charges posted to his or her credit card. This possibility should be clearly stated on 
the express checkout form to avoid confusion later on.
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19.8 SELF -CHECKOUT
In some properties guest can check themselves out by accessing self-checkout terminal 
in the lobby or by using in room system. Self - checkout terminal and in room system 
are interfaced with the front office computer and the intended to reduce checkout time 
and front office traffic. Self -checkout terminal vary in design. Some resemble an 
automatic bank teller machine, while the other possesses video and audio

19.11 CHECK YOUR PROGRESS
Q.1) Describe the check-out and settlement procedure prior to guest check-out. 
Q.2) Explain the four different methods of bill settlement of a guest 
Q.3) Differentiate between: Late checkout & Express checkout 
Q.4) Give the benefit of Self checkout to a guest, explaining the process 
Q,5)-Define Skippers: late charges;
Q.6) How can the front desk agents work to avbid/reduce late charges.

CLUES TO THE ANSWER:

Read following article No. for Ans.
1.19.3 2.19.5 3.19.6&19.7 4.19.8 5.19.9 6.19.10

142



If
? 2rUNIT: 20 FRONT OFFICE ACC

CO eo

20.1 Objectives
20.2 Introduction
20.3 Accounts
20.4 Folios
20.5 Vouchers
20.6 Points Of Sale (POS )
20.7 Ledgers
20.8 Creation And Maintenance Of Accounts
20.9 Accounting Systems
20.10 Credit Monitoring
20.11 Front OfTice Accounting Formula
20.12 Internal Control In The Front Office
20.13 Settlement Of Accounts
20.14 Assignment

S % .a *

20.1 OBJECTIVES
> To learn the various accounting systems used in the front Office
> To learn the account methods used in the Front Office operations

20.2 INTRODUCTION
A FO accounting system monitors and charts the transactions of guests and 
businesses, agencies and other non-guests using the hotel’s services and facilities, An 
effective accounting system consists of tasks performed during each stage of the guest 
cycle. During the ore-arrival stage, a quest accounting system craptures data related to 
the Type of reservation guarantee and tracks payments made earlier and advance 
deposits. When a guest arrives at the front desk, the guest accounting system 
documents the applicafion of room rate and tax at registration. During occupancy, the 
accounting'' system tracks authorized guest purchases, finally, a quest accounting 
system ensures payment for outstanding goods and services at the time of check-out.

In brief, a FO accounting system creates and maintains an accurate accounting record 
for each guest or non-guest account tracks financial transactions through the guest 
cycle
ensures internal control over cash and non-cash transactions records settlement for alt 
goods and services provided.
The following Accounting fundamentals are discussed below accounts Folios Vouchers 
Points of sale /
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data are accumulated and summarized. It is a 
Adding a charge or payment is called posting to the 

^^^^^^^^Biustomer is called a debit, and a payment is called a credit 
^^^^^^Brthe amount of the debit is added to the account. When a credit 
^^^^Hed. The increases and decreases in an account are calculated and 
^^B^etary amount Is the account balance. The value of debits and credits 
H^he use. of double-antry book keeping which is the basis for accounting in 

m businesses.

uest ACCOUNT
Guest account is a record of financial transactions, which occur between a guest and 
the hotel. Guest account Is created when guests guarantee their reservations or when 
they register at the front desk. The FO usually seeks payment. For any outstanding 
guest balance during the settlement stage of the guest cyde.

Non-Guest ACCOUNT
A hotel may extend in-house charge privileges to local businesses or agencies as a 
means of promotion, or to groups sponsoring meetings at the hotel. The FO creates 
non-guest accounts to trfeck these transactions, which may also be called house 
accounts or city accounts.

^ 20.4 FOLIOS
'v.FO ^ansactions are typically charted on account statements called folios. A fofio is a 

statement of all transactions (debits and credits) affecting the balance of a single 
account. When an account is created, it is assigned a folio with a starting balance of 
zero. All debits and credits are recorded on the folio, and at settlement, a guest folio 
should be returned to zero balance by cash payment or by transfer to an approved 
credit card or direct billing account. ] ^

There are basically five types of folios used in FO accounting:
1. Guest folios laccounts assigned to individual persons or guest rooms
2. Master Folios : accounts assigned to more than one person or guest room, usually 
applicable for group accounts.
3. Non-Guest or Semi-Permanent Folios : accounts assigned to non-guest business or 

agencies with hotel charge purchase privileges.
4. Employee Folios : accounts assigned to employees with charge purchase 
privileges.
5. Split Folios ; accounts assigned to a guest on his/her request to split his/her charges 
and payments between two personal folios — one to record expenses to be paid by the 
sponsoring business company, and the other to record personal expenses to be paid by 
the guest. In ttiis case, two folios are created for the same guest.

20.5 VOUCHERS
voucher details a transaction to be posted to a FO account. This document lists 

detailed transaction infoirnation gathered at the source of the transaction. The voucher 
is then sent to the FO for posting. Several types of vouchers are used in FO accounting
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such as, cash vouchers, charge vouchers, transfer vouchers, allowance vouchers, paid- 
out vouchers. j'
1. Cash Voi^her is a voucher used to support' a cash payment fransaction at the front 
desk.
2. Charge Voucher is a voucher used to support a charge purchase transaction that 
takes place somewhere other tfian the front desk, and also referred to as an account 
receivable voucher.
3. Allowance Voucher is a voucher used to support an account allowance.
4. Cash Advance Voucher is a voucher used to support cash flow out of the hotel, 
eittter directly to or on behalf of a guest.
5. Correction Voucher is a voucher used to support the correction of a posting error 
which is rectified before the close of business orrthe day the error was made.
6. Credit Card Voucher is the form designated by a credit card company to be used for 
imprinting a credit card and recording the amount charged.
7. Paid - out Voucher is a voucher used to support the cash disbursed by the hotel on 
behatf of guest and charged to the guest's account as a cash advance!
8. Transfer Voucher is a voucher used to support a reduction in balance on one folio 
and an equal increase in balance on another. Transfer vouchers are used for transfers 
between guest accounts and for transfers from guest accounts to non-guest accounts 
when they are settled by the use of credit cards.
9. Travel Agency Voucher is a type of travel agent guaranteed reservation in which the 
agent forwards a voucher to the hotel as proof of payment and guarantees that the 
prepaid amount will be sent the hotel when the voucher is returned to the travel agency 
for payment.
20.6 POINTS OF SALE I POS )
The term point of sale describes the location at which goods or services are purchased. 
Any hotel department that collects revenues for its goods and services is considered a 
revenue centre, and thus, a point of sale. The FO accounting system must ensure that 
all charge purchases at these points of sale are posted to the proper guest or non-guest 
account A computerized POS system may allow remote terminals at the points of the 
sale to communicate Directly with a FO computer system, and helps FO staff to create 
a well-documented, legible folio statement with a minimum number of errors. Some 
basic information which must be provided by a 'POS includes the amount of the charge, 
name of the POS outlet, room number and name of the guest, and brief description of 
the charge.

V

20.7 LEDGERS
A ledger is a summary grouping of accounts. A FO ledger is a collection of FO account 
folios. The folios represented in the FO are a part of the FO accounts receivable ledger. 
An accounts receivable ledger represents money owed to the hotel. FO accounting 
uses two ledgers

Guest Ledger, refers to the set of guest accounts that correspond to registered hotel 
guests. Guests’ financial transactions are recorded onto guest ledger accounts to assist 
if! tracking guest account balances. The guest ledger is also known as Transient ledger 
or Front Office Ledger or Rooms Ledger.
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City Ledger : also called as the non-guest ledger, is the collection of non-guest 
accounts. If a guest account is not settled in full by cash payment at-check-out, the 
guest's folio balance is transferred from the guest ledger in the FO to the city ledger in 
the accounting division for coilection. The city ledger can contain credit card payment 
accounts, direct billing accounts, and accounts of past guests due for collection by the 
hotel.

20.8 CREATION AND MAINTENANCE OF ACCOUNTS

Guest folios are created during the reservations process or at the time of registration. 
To prepare a folio for use, information from the guest's reservation, or registration 
record must be transferred to the folio. Non automated and semi-automated systems 
commonly use pre-numbered folios for internal control purpose, and the folio number is 
Usually entered onto the GRC for cross-referencing. Manually posted or machine- 
posted guest folio cards are stored in a front desk folio tray, which is also referred to as 
a folio well or bucket. In a computerized system, guest information is automatically 
transferred from an electronic reservation or registration record and entered onto an 
electronic folio, which is cross-referenced automatically with other computer-based 
records within the FO System. In some system a preliminary electronic folio is seated 
automatically and simultaneously with the reservation record.

20.9 ACCOUNTING SYSTEMS

Won- Automated : Guest folios in a manual system contain a series of columns for 
listing debit and credit entries accumulated during occupancy. At the end of the 
business day, each column is totaled and the ending balance (closing balance) is 
carried forward as the opening balance of the following day.

Semi-Automated : Guest transactions are printed sequentially on a machine.- posted 
folio with information including date department / reference number, amount of the 
transaction, and new balance of the account. A column labeled "previous balance pick
up” provides an audit trail within the posting frame work that helps prove the current 
outstanding balance is correct.

Fully Automated : POS transactions may be automatically posted to an electronic folio. 
When a printed copy of a folio is needed debits and credits may appear in a single 
column with payments distinguished by i.e. ( ) or a minus sign- . Computer-based 
systems maintain current balances for all folios.

20.10 CREDIT MONITORING

The FO must monitor guest and non-guest accounts to ensure that they remain within 
acceptable credit limits. Guests who present an acceptable credit card at registration 
may be extended credit facility & equal to the floor limit authorized by the issuing credit 
card company. Guest and non-guest accounts with other approved credit arrangements 
"are subject to limitations established by the FO, called House Limits. The FO auditor 
or Night Auditor is primarily responsible for identifying accounts which have reached or 
exceeded predetermined credit limits. Such accounts are called high risk or high
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balance accounts. The FO may deny additional charge purchase privileges to "guests 
with high balance accounts until the situation is resolved through requesting the guest 
to make a partial payment or requesting the credit card company to ■^authorize 
additional credit.

20.11 FRONT OFFICE ACCOUNTING FORMULA

Transaction postings in the FO conform to a basic FO accounting formula, which is ;

Previous Balance + Debits Credits Net Outstanding Balance

PB Dr. Cr. NOB+

20.12 INTERNAL CONTROL IN THE FRONT OFFICE

Internal control in the FO involves:

a) Tracking transaction documentation

b) Verifying account entries and balances

c) Identifying vulnerabilities in the accounting system

Auditing is the process of verifying FO accounting records for accuracy and 
completeness. Each financial interaction produces papenivork, which documents the 
nature and amount of the transaction, and these documents should be checked to 
ensure that proper postings have been made to the correct accounts. Certain 
instruments are used to exercise control in FO cash, as described below;

Front Office Cash Sheet: The FO is responsible for a variety of cash transactions 
affecting both guest and non-guest accounts, and FO cashiers may be required to 
complete" a FO Cash Sheet that lists each receipt or disbursement of cash. The 
information contained on a FO Cash Sheet is used to reconcile cash on hand at the end 
of a cashier shift with the documented transactions, Vi^ich occurred during the shift. 
Cash Bank: A second set of FO accounting control procedures involves the use of FO 
cashier banks. A cash bank is an amount of cash assigned to a cashier so that he/she 
can handie the various transactions that occur during a particular work shift. Cashiers 
should sign for their bank at the beginning of their shift, and only the person who signs 
for the bank, should have access to it. At the end of a shift, each cashier is solely 
responsible for depositing all cash, checks and other negotiable instruments received 
during the shift. The cashier separates out the amount of the initial bank, and then 
places the remaining cash, checks, etc:, in a specially designed cash voucher or FO 
cash envelope. The cashier normally itemize and records the contents of the envelope 

its outside before depositing it into the FQ vault, which should be witnessed by 
another employee, and both employees should sign a log attesting the deposit was
actually done, and stating the time of the deposit.

on
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NET CASH RECEIPTS = Amount of Cash, Checks, Vouchers, etc. in the Cashier's 
drawer

i

-Amount of initial Cash Bank + Paid Cuts

Overages (i.e. totai of cash and checks in a cash drawer is greater than the initial cash 
bank + net cash receipts) or Shortages (i.e. totai of cash and checks in cash drawer is 
less than the initial cash bank + receipts) are determined by comparing the cash totals 
of the cashier’s postings against the actual cash, checks and negotiable instruments in 
the cashier’s bank.

Due Back: A due back occurs when a cashier pays out more than he I she receives, 
i.e. in other words, there is not enough cash in the drawer to restore the initial cash 
bank. Such a situation may arise when a cashier accepts many checks and large bills, 
or encashes large amount of foreign exdiange offered by guests during a shift, 
whereby, a large amount of outflow of cash from the bank takes place. These checks 
and bills are deposited with other receipts, and consequently, the FO deposit may be 
greater frian the cashier's net cash receipts, with the excess "due back" to the FO 
cashier’s bank. FO due backs are nomially replaced with small bills (notes) and coins 
before ttie cashier’s next shift, thereby restoring the cash bank to its full and correct 
amount.

Audit Control : Apart from the above mentioned measures to verify correct 
proceedings in the FO cash, internal auditors may make unannounced visits to the 
cashier’s desk for the purpose of auditing accounting records as well as conducting 
spot-checks- of the cash bank of the cashier on duty. A report is duly completed for 
management and ownership review.

5.13 SETTLEMENT OF ACCOUNTS

The collection of payment for outstanding account balances is called account 
settlement, which involves bringing an account balance to zero. An account can be 
brought to a zero balance as a result of a cash payment In full or a transfer to an 
approved direct billing or credit card account. All guest accounts must be settled at the 
time of check-out. Transfers to approved deferred payment plans move outstanding 
guest folio balances from the guest ledger to the city ledger.

5.14 CHECK YOUR PROGRESS

Q.1) Define the followl 1 )Guest account; 2 Non guest account

4 )Vouch6r 5)Pointof sale; 6)Guest ledger3)Folio

8)House limit 9)Cash bank; 10) Overages7)City ledger;

12)Dueback11)Shortages;
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Q,2) Differentiate between 1)Gu6st account & Non guest account

2)Foiio & Voucher

3)Guest ledger & City Ledger

4)Cash bank & Due back

5)Overages & Shortages

Q.3) Write short notes on

1)Credit monitoring

2)lntemal controls at front office.
CLUES TO THE ANSWER:

Read following article No. for Ans.
1.20.2 2.20.2 3. 20.2

.J

1
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UNIT: 21 NIGHT AUDIT

structure

21.1 Objectives
? j

21.2 Introduction

21.3 Functions Of Night Audit.

21.4 Roie Of The Night Auditor

21.5 Establishing An End Of The Day

21.6 Cross Referencing

21.7 Accounts integrity

21.8 Guest Credit Monitoring

21.9 Daily And Supplement Transcript

21.10 Operating Modes.

21.11 The Night Audit Process

21.12 Assignment

21.1 OBJECTIVES

> To learn the functions of the Night Auditor

> To learn the factors involved in night auditing

> To learn the night audit process

21.2 INTRODUCTION

The night audit is the daily review of guest account transactions against revenue center 
transactions, which help guarantee the accuracy of front office accounting system, A 
successful audit will result in balanced guest and non-guest account, accurate account 
statements. Appropriate account credit monitoring and timely reports to the 
management. An effective audit aiso increases the possibility or probability of correct 
account settlement, front office audit is usually called night audit because hotels 
generally perform it at night Before automated system became available the most 
convenient time to perform the audit was during the late evening and early morning 
hours.
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21.3 FUNCTIONS OF NIGHT AUDIT.

The chief purpose of the night audit is to verify the accuracy and completeness of guest 
and non-guest accounts (non-guest accounts is also known as city account) against 
departmental transactions reports.

Specifically the night audit is concerned with the following functions:

• Verify posted entries to guest and non-guest accounts.

• Balancing all front office accounts.

• Resolving room status discrepancies.

■ Monitoring guest credit limits.

• Producing operational and managerial reports.

21.4 ROLE OF THE NIGHT AUDITOR

Performing the night audit requires attention to accounting details, procedural control 
and guest credit restrictions. The night auditor should also be familiar with the nature of 
cash transactions affecting the front office accounting systems. Night auditor typically 
tracks room revenue, occupancy percentage and other standard operating statistics. He 
or she also prepares a daily summary of the cash and credit card activities that took 
place at the front desk. These data reflect the front office's financial performance of the 
day.. Night auditor summarizes and reports the result of the operations to the 
management

21.5 ESTABLISHING AN END OF THE DAY

The night auditor generally works the night shift from 11 pm to 7 am compiling, 
balancing and reviewing the transactions from the previous” day. Each front office must 
decide what time will be considered the end of its accounting day. An end of day is 
simply an arbitrary stopping point for business activity. The front office must establish 
an end of the day so that the audit can be considered complete through a specific point- 
in time/Usually the closing time of hotel revenue outlet determines the end of the day. In 
case of hotels with 24 hour room service, restaurants or stores the official end of the 
day is the time when the majority of the outlets close. Typically the business day ends 
when the night audit begins.

21.6 CROSS REFERENCING

Hotel generates, volumes of paper work and document transactions. For each revenue 
center transaction the originating revenue center document the transaction type (cash 
or paid out) and it's monitory value. Front office personnel post an entry to the 
appropriate guest or non-guest folio based on the documentation they receive.

A front office accounting system depends on transactional documentation to establish 
accurate records and maintain affective operational control. Transactional document
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identifies the nature and the amount of transaction and is the basis for data input in the 
front office accounting system. This documentation consists of guest checks and 
charge vouchers.

For internal control purpose an accounting system should provide independent 
supporting documentation to verify each transaction in non-automated or semi- 
automated operations. Supporting documents produced by different individuals provide 
cross-reference sources. The night auditor relies on the transaction document to prove 
that proper accounting procedures were followed. The night auditor's review of daily 
posting reconciles front office accounts against revenue center and departmental 
records

21.7 ACCOUNTS INTEGRITY

Sound internal controls techniques help ensure the accuracy completeness and 
integrity of front office accounting process. Proper internal control techniques suggests, 
that different front office staff members post verify and collect for sale transactions at 
front desk-

The night auditor ensures that the hotel receives payments for goods and services. The 
night auditor establishes guest and non-guest account integrity by cross-referencing 
account posting with departmental source documentation. The audit process is 
complete when the total for guest, non-guest and departmental accounts are 
unbalanced or proven correct. As long as the audit process presents an out of balance 
position, the audit is considered incomplete. In essence an out of balance position 
exists when the charges and credits posted to the guest and non-guest accounts during 
the day do not match the charges and credits posted fo the individual revenue sources. 
An out of balance condition may require a thorough review of all account statements, 
vouchers and departmental support documentation.

21.8 GUEST CREDIT MONITORING

Supervising the credit limits of guest and non-guest account help maintain the integrity 
of front office accounting system. Establishing lines of credit limits depends on many 
factors such as credit card company flow limit, hotel house limits or guest status or 
refutation as a potential credit risk; The night auditor should be familiar with these limits 
and how to relate to each account. High account balances should be noted as part of 
the accounting process, at the close of each Business day the night auditor Should 
identify the guest and non-guest accounts, which have reached or exceeded their 
assigned credit limits. These accounts are typically called High Balance Accounts and 
the report generated is called High Balance-Report.

Audit Posting Formula.

Previous Balance +-Debit - Credit = Net Outstanding Balance.
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21.9 DAILY AND SUPPLEMENT TRANSCRIPT

A daily transcript is a detailed report of all guest account, A daily transcript indicates 
those guest accounts that had transactional activity on that particular day. A 
supplement transcript is often used to record the day's transactional activities for non- 
guest account. Together the daily transcript and the supplement transcript detail all 
transactions' occurring on a single day.

Revenue center, transaction type and transactional total typically detail a daily 
transcript. The detail transcript and supplement transcript from the basis for a 
consolidated report of front office accounting data against \which departmental total can 
be matched.

21.10 OPERATING MODES.

Night audit procedures may be performed manually, mechanically or electronically. 
There are three modes in relation to night audit routine.

1. Non>automated

In a non-automated (manual) system, four forms are typically used to complete the 
audit. The system also uses transactional vouchers produced by the hotels revenue 
center and sent to the front desk. The four common night audit forms are:

• Daily and supplement transcript.

• Guest and non-guest folios-

• Front office cash sheet.

• Audit recapitulation sheet.

The night auditor prepares daily and supplement transcript by copying the day’s activity 
from each guest and non-guest account folio to the appropriate line on the transcript. 
The transcript columns are then summarized to determine the total charge transaction 
Job each day. Information from these two transcripts along with the data from the cash 
sheet may be transferred to recapitulation sheet. Few large front office operations rely' 
on manual audit process.

2. Semi-automated

One of the most important developments in the history of front office procedures has 
been the account-posting machine. Posting machine record guest charges on folios and 
simultaneously perform a number of other activities which simplify the work or the front 
desk agent and night auditor Posting machines may be electro mechanical or 
electronic. The electronic systems are usually enhanced version of the old electro 
mechanical machine. Posting machines are only capable of producing a limited number 
of department total, do not detail folio balance and do not interface with other systems 
(such as food and beverages point of sale system). Typically, front desk agent post
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charges to the account folio based on vouchers received from the hotels revenue outlet. 
Forms produced in semi-automated audit system include a front office cash report and 
night auditors summary report also called "D-Card",

3. Fully automated

Of the three operating modes a fully automated audit process is by far the simplest and 
most reliable. Fuiiy automated system can be interfaced with point of sale equipment, 
call accounting systems and other revenue center devices for quick accurate and 
automatic posting to electronic guest and non-guest account folios.

21.11 THE NIGHT AUDIT PROCESS

The discovery and collection of accounting error is what the night audit process is 
about. A night audit ensures the Integrity of accounts through cross-referencing. Ledger 
accounts are compared to source documents from revenue center to prove individual 
entries and accounts total. Discrepancies found during a night audit must be corrected. 
A night audit is conducted on a daily basis due to the b'ansactional nature of the hotel 
business.

The degree of scrutiny required during the night audit process depends on the 
frequency of errors and volume of transactions to be checked. While the first of these 
factors related to the quality of front office work, the second co-relates with the size and 
complexity of the hotel. Large, complex hotels typically require closer accounts scrutiny 
due to the volume of transaction posted. The following steps are common to the 
sequence of night audit.

1. Complete Outstanding Posting.

One of the primary functions of the night audit Is to ensure that all transactions affecting 
guest and non-guest accounts are posted to appropriate folios before the end of the 
day. It is important to accurately post and account for all transactions on the day they 
occurred. Charges posted to the guest folio with the wrong dates will confuse guest. 
Generally guest will challenge such charges during checkout. This can cause delay for 
the guest and for the staff since the charges will have to be researched for an 
explanation.

Traditionally the first step of the night audit is to complete all outstanding postings. 
While sound front office practice dictates that transactions be posted to the proper 
accounts as they are received, the night auditor must confirm that all d'ansactions have 
been posted before starting the audit routine. This actually means waiting until all food 
and beverages outlets, including the banquets facilities, are closed. Incomplete posting 
will cause error In account balancing and cornplicate summary reporting. In addition to 
completing the posting function the night auditor verifies that all vouchers for revenue 
center transactions are posted.
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2. Reconcile Room Status Discrepancies.

Room status discrepancies must be resolved in a timely manner since they can cause 
confusion in the front office. Errors in room status can lead to loss of room revenue. The 
front office must maintain current and accurate room status information to effectively 
determine the number and types of room available for sale. For example, if a guest 
checks out but the front desk 'agent fails to properly complete the checkout procedure 
the guest room may appear occupied when it is actually vacant. This could prevent the 
room from being rented until the error is discovered. Before the end of the day the night 
auditor reconciles discrepancies between the daily housekeepers report and front office 
room status report.

To minimize errors housekeeping department typically requires the staff to record the 
perceived status of ail rooms served. The auditor must review front office and 
housekeeping department reports to reconcile and finalized the occupancy status of all 
rooms for a given night. If the housekeeping report indicates that a room is vacant, but 
the front office believes it is occupied, the auditor should search for an active room folio. 
If the folio exists and has an outstanding balance there are several possibilities;

1. The guest may have departed but forgot to checkout.

2. The guest may be a skipper who left with no intention of checking out.

3. The front desk agent or cashier may not have properly closed the folio at checkout.

After verifying that the guest has left the hotel the night audit should process the 
checkout and set the folio aside for management review. If the folio has been settled 
the front office room status system should be corrected to show that the room is vacant. 
The night auditor should verify the guest folio against the housekeeping and the room 
status report to ensure that all three are consistent and in balance.

3. Balance All Departments.

The night audit process can become quite complicated when errors are discovered. It is 
generally considered more efficient to balance all departments first and then look for 
individual posting errors within an out of balance department. The night auditor 
balances all revenue center departments using source documents. The night auditor 
seeks to balance all front office accounts against departmental transactional 
information. Vouchers received at the front desk and other documents are totaled and 
compared to the revenue center summaries. Even fully automated hotels generally 
maintain source document because they can help resolve discrepancies should they 
arise.

4. Verify Room Rates.

The night auditor may need to complete a room revenue and account report. This report 
provides a means for analyzing room revenue since it shows the rack rate for each 
room and actual at which the room was sold. If the room rack and the actual rate do not 
match the night auditor should consider the following factors:
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1. If a member of a group or a corporate customer occupies the room, is a discounted 
rate offered?

2. If there is only one guest in a room and the actual rate is approximately half the rack 
rate, is the guest part of the shared reservation? If he or she is, did a second guest 
registration.

3.lf the room is complementary, is the appropriate supporting back up for the rate (for 
example, a complementary room authorized form).

5. Verify No-Show Reservations.

The night auditor may also be responsible for clearing the reservation rack and posting 
charges to no show accounts. In posting no show charges the night auditor must be 
careful to verify that the reservation was guaranteed and the guest never registered 
with the hotel. Sometimes duplicate reservations may be made for a guest. If the front 
office or the reservation employees do not identify these, the guest may actually arrive 
but appear to be a no-show under the second reservation.

No-show billing must be handled with great care. A front office that neglects to record 
cancellations properly and bills clients incorrectly risks having its legal agreement and 
relationship with the credit card companies re-evaluated. It may also risk losing the 
guests future business and the business of travel agency, which guarantees the 
reservation.

6. Post Room Rate And Taxes.

Posting room rates and room taxes to all guest folios take place at the end of the day. 
Once room rate and taxes are posted, a room rate and a tax report may be generated 
for the front office manager. The ability to electronically is one of the most common 
advantages of automated system over manual and semi-automated system with 
manual or semi-automated system this can take hours.

7. Prepare Reports.

The night auditor prepares reports, which indicate status of front office activity. Among 
those prepared for management review are the final departmental details and summary 
report, the daily operational report, a high balance report and other report specific to the 
property.

(i). Final Departmental Detail and Summary Report are produced and filed with the 
source documents for the accounting division. These reports help prove all transactions 
were properly accounted.

(ii). The Daily Operational Report summarizes the days business and provides inside 
into revenue, receivables, operating statistics and cash transactions related to the front 
office.

(iii). High Balance Report identifies guest approaching an account credit limit.
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8. Deposit Cash.

The night auditor frequently prepares a cash deposit voucher as part of the night audit 
process. If front office cash receipt have not yet been deposited. The night auditor 
compares the posting of cash payments and paid out with actual cash on hand, A copy 
of the cashier shift report may be included in the cash deposit envelope to support any 
overage, shortage or due back balances.

d.Clear OR Backup the System.

In manual and semi-automated hotels, totals must be cleared from the system after the 
entire night audit is complete. Manual systems are cleared by simply moving the cfosing 
balance from the night audit report to the opening balance of the next report. In semi- 
automated hotels the total in the posting machine must be brought to zero. The night 
auditor controls this functioning so that the possibility of fraud is minimized. Since a 
computer system eliminates the need for a room rack, reservation card and a variety of 
other traditional front office forms and devices, the front office depends on continuous 
functioning of the computer system. The back up step in the night audit routine is 
unique to computerize front office system. Backup reports must be run and various 
media duplicated in a timely manner so that the front office can run smoothly should the 
computer system fail.

End of day reports can be developed and automatically generated by a front office 
computer system. Normally at least two guest lists are prepared for backup and 
emergency use;

for the front desk and other for the telephone operator. A printed room status report 
enables front desk agent to identify vacant and ready rooms, should the computer 
become inaccessible.

Computer based information should be recorded (backup) on to a magnetic tape or 
disk, depending on system configuration. A system backup should be conducted after 
each night audit and stored in a safe place.

Many computer systems have two kinds of system back-ups. The daily backup creates 
copies of the systems electronic files on magnetic tape or disk in case of computer 
failure. The second type of system backup is performed once or twice a week. This 
backup not only backs up the daily information but also eliminates account and 
transactions information no longer needed.

10. Distribute Reports.

Due to the sensitive and confidential nature of front office information the night auditor 
must promptly deliver appropriate reports to the authorized individually.

21.12 CHECK YOUR PROGRESS
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Q.1) Define The following:- 1)Night audit 2)End of day

3) Daily transcript

Q.2) Give functions of the the night audit process

Q.3) What role does the night auditor play in the hotel accounting process

Q,4) How does one establish the end of day for the accounting process

Q.5) What is cross-referencing, How does it help.

Q,6) List the steps involved in the Night audit process

CLUES TO THE ANSWER:

Read following article No. for Ans. 1) 21,4 2)21,3 3) 21.7 4)21.5 5)21.6
6)21.11
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UNIT: 22 FRONT OFFICE SECURITY FUNCTIONS

Structure

■ 22.1 Objectives

22.2 Introduction

22.3 The role of the Front Office

22.4 Key Control

22.5 Electronic Locking System

22.6 Surveillance and Access Control

22.7 Protection of Funds

22.8 Safe Deposit Boxes

22.9 Assignment

22.1 Objective

> To learn the role of the front office in security functions of the hotel <

> To learn the different key & locking systems used in the hotel

> To learn the procedures in allotting safe deposit boxes to guests.

22.2 INTRODUCTION

Providing security in a hotel means protecting people - guests, employees, and others 
and assets. Because the diversity of the lodging industry makes national security 
standard infeasible, each lodging property or chain must develop its own security 
program. Each hotel's security program should meet the hotel's own particular needs. 
The responsibility for developing and maintaining a property's security program lies with 
its management. The information presented here is intend^ only as an introduction, 
and only includes those elements relevant to the front office. Hotel management should 
consult legal counsel to ensure that the property is in compliance with applicable laws.

22.3 THE ROLE OF THE FRONT OFFICE
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A security program is most effective when all employees participate in the hotel's 
security efforts. Front office personnel play a particularly important role, front desk 
agent, door attendants, bell persons, and parking attendants have the opportunity to 
observe after people who arrive at or depart from the premises. Suspicious activities or 
circumstances involving a guest or a visitor can be reported to the hotel's security 
department or a designated staff member.

For example, front desk agents should never give keys, room numbers, messages, or 
mail to anyone for them without first seeing appropriate identification. The front desk 
aaent should not announce an arriving guest's room number.

Guests may be further protected if the hotel prohibits staff members from providing 
guest information to callers or visitors. Generally, front desk agents should not give out 
guestroom numbers. People calling guests at the hotel may be directly connected to the 
appropriate guestroom without being told the room number. Those inquiring in person 
about a guest may be asked to use the house phone to cal! the guestroom.

Front office employees may also inform guests of personal precautions they may take. 
For example, front desk agents may suggest that guests hide and secure any valuables 
in their cars if they drove to the property. Be ', persons accompanying the guest to a 
room generally provide instructions on the operation of room equipment. The bell 
person may also review the use of access control devices on the guest room doors and 
windows familiarize the guest with pertinent security information, and point out any 
decals or notices in the room relating to guest security,

A hotel also helps protect its guests' personal property. The front office may develop a 
method for ensuring the safety and security of the luggage of arriving guests. Often, 
luggage and other articles received by a door attendant are move to a secured area; 
guests later recover their belongings by presenting a receipt. Other hotel employees 
can assist in protecting the guests’ property, A valet parking attendant, for example, 
should secure all parked vehicle keys so that they cannot be removed by anyone 
except authorized employees.

Front office personnel are also important players in asset protection. Failure to collect 
payment from guests is usually a more significant loss that, for instance, the theft of 
towels or ashtrays.

22.4 KEY CONTROL

For security reasons, most lodging properties used at least three types of guestroom 
keys: emergency keys, master keys, and individual guestroom keys.

An emergency key open all guestroom doors, even when they are double-locked - that 
is, locked with both a standard door lock and a device operable only from within the 
guestroom. Emergency keys should be operable only from within the guestroom.
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Emergency keys should be highly protected. Their use should be strictly controlled and 
recorded. An emergency key should never be taken from the hotel property.

A master key opens all guestrooms that are not double-locked. When not in use on the 
property, a master key should be secured in a designated place for safekeeping. Only 
authorized personnel should have access to master keys. Keys are issued to personnel 
based on their need to use the key - not simply on their status. A written record should 
be maintained of which employees have received a master key.

A guestroom key opens a single guestroom if the door is not double-locked. Front 
desk agents should not give a guestroom key to just anyone; who asks for the key is 
the guest registered to that room. In addition, front desk agents should remind guests to 
return keys at checkout. Additional reminders include well-secured key return boxes in 
the lobby, at hotel exits, and in courtesy vehicles. Some properties have reduced key 
loss by requiring a key deposit from each guest at registration. Key deposits also help 
to bring the guest back to the front desk before he or she leaves - which can contribute 
to the effective settlement of a guest account. The front desk should work closely with 
engineering and maintenance to assure that guestrooms are re-keyed periodically. 
Hotels have been held liable for the theft of guest items from guestrooms because they 
failed to change door locks. Most new mechanical key systems are designed for 
frequent replacement of keys.

Some properties do not list their name, address, or room numbers on guestroom keys. 
Then, if a guestroom key is lost and falls into the wrong hands, it cannot be traced to 
the property for criminal use. A code number is typically stamped on the key in place of 
the room number, a master code list is maintained at the front desk.

Regardless of their responsibilities or position, employees should never take hotel keys 
from the property, Many organizations require that all keys should be returned to 
security and placed in a locked cabinet in a secured area of the property. Keys issued 
on a temporary loans should be recorded in a log. The log should indicate the reason 
for issue, issue date, time out, time in, recipient's name, and issuer’s name. Whenever 
there is any known or suspected compromise of a key, an unauthorized entry by key, or 
any loss or theft, every lock affected should be changed or rotated to another part of the 
property.

22.5 ELECTRONIC LOCKING SYSTEMS. An electronic locking system replaces 
traditional mechanical locks with sophisticated computer-based guestroom access 
devices. A centralized electronic locking system operates through a master control 
console at the front desk, which is wired to every guestroom door. At registration, a 
front desk agent inserts a key or card into the appropriate room slot on the console to 
transmit its code to the guestroom door lock. The key or card, issued to the guest, is the 
only working guestroom key.

Centralized electronic locking system presents an additional opportunity for improved 
security, and helps reduce employee theft. Many of these systems keep track of which 
keys or cards opened which doors - by date, and by time. If the hotel staff knows about 
the system’s capability, employees tempted to steal may think twice since they realize
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the entry record may incriminate them. Report creation and other system functions 
should be controlled by operator identification and password security codes.

Unlike the centralized system, a micro-fitted electronic locking system operates on an 
individual unit basis. Each door has its own microprocessor which contains a 
predetermined sequence of codes. A master console at the front desk contains a record 
of all code sequences stored within each guestroom door. At registration, the front desk 
agent encode a hey or card with the next code in the sequence for the assigned room, 
the console and each microprocessor must agree on which code in the sequence is 
currently valid. These types of locking systems don't require the extensive computer 
hardware that centralized systems do which can make them an affordable option for 
small properties.

Most electronic locking systems provide several distinct levels of security, parallel to the 
levels of keying in traditional systems. Systems may include various guest safety and 
convenience features, such as a do not disturb signal. One form of electronic locking 
system does not require keys or cards at all; guests set the locking mechanism by 
programming their own four-digit code numbers, or by using their personal (magnetic 
stripe) credit card.

22.6 SURVEILLANCE AND ACCESS CONTROL

Although open to the public, a hotel is a private property. An innkeeper has the 
responsibility to monitor and. when appropriate, to control the activities of people on the 
premises. All employees should be trained to watch for suspicious people and 
situations. Surveillance plays a role in most aspects of guest and property protection. 
Discouraging suspicious or unauthorized individuals from entering the property relies in 
part on procedures for responding to the observations of employees.

Most lobbies are set up so the front desk agent can see the property’s entrances, 
elevator, escalators, and stairways. Mirrors may be placed in strategic locations to aid 
visibility. Observing escalators is important for both security and safety reasons; 
personnel should know how to stop the escalators in an emergency.

In many hotels, someone is stationed at the front desk at all times. In a small property, 
a front desk agent may be the only staff member on the premises during late night 
hours. Under such circumstances, some properties limit access to the lobby and 
reception area, and give the front desk agent the authority to deny admittance. If the 
front desk agent needs to leave the desk area for any reason, many properties advise 
the agent to lock the front door. This way, no once can enter the hotel until the gent 
returns to the front desk.

Successful surveillance techniques typically rely on hotel personnel. Proper equipment, 
however, can enhance many surveillance functions. Closed-circuit television can be an 
effective surveillance tool in multiple-entry properties. Usually, monitors are located in a 
control center. Employees are assigned to watch the monitors and respond to incidents 
picked up by surveillance cameras.
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Surveillance equipment is intended to help employees, not replace them. An elevator 
may be equipped and programmed to stop at a certain floor for observation, but it is still 
up to personnel to aduafiy do the observing. Likewise, a closed-circuit television system 
is a worthless security device without people monitoring it.

22.7 PROTECTION OF FUNDS

The accounting division is primarily responsible for the protection of hotel funds. 
However, other departments, particularly the front office contribute by protecting certain 
financial assets.

The front desk cashiering function plays a critical role in the protection of hotel funds. 
The amount of cash in a cash register should be limited through a cash bank system, At 
the start of each work shift, each cashier is given the smallest amount of cash that will 
allow him or her to transact business normally. The cashier is responsible for this cash 
bank and for all cash added to it during the work shift. Ideally, only one person should 
have access to each cash bank, and each bank should be in a separate cash drawer.

All transactions should be recorded immediately, The cashier should close the cash 
register drawer after each transaction. A cashier working with an pen cash register 
drawer may fail to record a transaction, either accidentally or deliberately. Cashiers 
should complete any fransaction in process before changing currency into different 
denominations for guests; each change requests should be handled as a new 
transaction to avoid confusion, A supervisor or a member of the accounting division 
should occasionally conduct an unscheduled audit of front office cash registers.

The hotel should have a policy that states where employees should place cash during a 
transaction. Generally, the employee should not place currency on the cash register 
ledge. This can make it easy for a thief to grab the money and run. Some organizations 
recommend that the money be placed in the cash drawer, but above the clip until the 
transaction completed. This helps prevent any disputes over what denomination and 
total currency was tendered.

22.8 SAFE DEPOSIT BOXES

Laws in most states limit a property's liability for the loss of a guest’s valuables if the 
property has safe deposit boxes or a safe for the storage of the guest's valuables. 
Liability is also contingent on whether the hotel notifies the guest that safe deposit 
boxes or safes are available. The required notice usually takes the form of public 
postings, often within the guestroom and in the lobby. Employees attending to safe 
deposit boxes should be property trained, beware of the reasons for every rule, and 
realize the importance and seriousness of this responsibility.

Safe deposit boxes should be located in a limited-access area. Unauthorized persons- 
persons,
location may be in the vicinity of the front desk, where the boxes may be secured while 

still visible to guests.

whether guests or employees should not be permitted in the area. Such a
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22.8.1 Keys & Key Control. Strict safe deposit box control should include the storage- 
issuance. and receipt of safe deposit box keys. Only employees responsible for safe 
deposit should have access to un-issued keys. These employees should also 
immediately secure safe deposit box keys \when they are turned in. Spare safe deposit 
locks and locks out for repair should also be carefully controlled.

Two keys should be required to open any safe deposit box. The control key must be 
used in conjunction with the guest's key to open the box. The control key must always 
be secured secured. Only those front office personnel-authorize to provide access to 
safe deposit boxes should ever have possession of the key. The control key must be 
accounted for at each shift change.

Under no circumstances should there be more than one guest key for each safe deposit 
box. Even when more than one guest is using, the same box. If a guest key is lost, the 
box should be drilled open in the presence of a witness and an additional hotel 
employee.

The witness could be the guest or the guest's authorized representative. The safe 
deposit record signed by the guest should clearly state that the guest will be 
responsible for all costs related to the loss of the safe deposit key.

22.8.2 Access: Controlled access is the most critical of all safe deposit box 
responsibilities. The identity of the guest must be verified before granting access to a 
safe deposit box. The guest is usually required to sign a form requesting access; the 
attendant then compares the access request signature with the signature on the safe 
deposit box record. Some properties ask guests to include a piece of personal 
information (for example, mother’s maiden name) on the initial agreement and an 
additional safeguard. If there is sorne doubt about the identity of the person requesting 
access, the attendant can ask for the additional personal information, which an imposter 
would be unlikely to know. Whatever the control procedure. It should be followed every 
time the box is accesses. Regardless of how familiar the attendant may be with the 
guest. No one should be granted access to the box unless that person’s signature 
matches the signature on the record.

After verifying the guest’s identity, the attendant should accompany the guest to the 
safe deposit box area. The attendant uses the control key and the guest's key to open 
the box in view of the guest. Property policies vary on how to maintain the guest’s 
privacy regarding the contents of the box. Only the guest should place items info or 
remove items from a safe deposit box. The attendant should never be alone with the 
guest's valuables. When the guest is finished, the attendant should lock the box in view 
of the guest and return the guest's key. The attendant then returns the control key to its 
secured location. When the guest relinquishes the box and returns the key, the guest 
and the attendant should both sign a release notice.

Space limitations often make it impossible to provide a separate safe deposit box for 
each guest. If guests choose to share a box, each guest's property must be sealed in a
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container (such as an envelope) to keep it separate from the other guest's property. 
The guest key to the shared safe deposit box should be maintained in a secure place, 
and its under recorded.

22.8.3 Unusual Access: If a guest fails to surrender a safe deposit box at check-out the 
property should send the guest a registered letter requesting surrender of the box. If the 
guest does not respond within the appropriate legal time limit, the hotel should dispose 
of the contents of the box according to state law and the advice of counsel. If a guest 
who failed to surrender a safe deposit box mails the guest key to the property, the 
property should secure the key and ask (by registered letter) the guest to sign a formal 
release. If that same box is opened and found to contain property, the hotel should ask 
the guest to personally remove the contents and surrender the box, or forward a power 
of attorney for the guest's representative to do so. Under no circumstances should 
access to a safe deposit box be allowed based solely on telephone or telegram 
authorization.

Legal challenges related to safe deposit boxes should be referred to the property’s 
management. Safe deposit box access may need to be suspended until the property's 
rights and obligations are determined.

The in-room safe is another option for storing guest valuables. These safes are usually 
located in the guestroom closet; most are larger than the typical safe deposit box. 
Convenience Is the main advantage of in-room safes. Several different types of safe 
systems exist. Some have keys, while others have electronic locks. In most-states, inn- 

safes are not considered by law to offer the same level of protection for guest 
valuables as safe deposit boxes. This means that if a valuable is lost after being placed 
in an in-room safe, the hotel cannot be held liable since the item was not in the care, 
custody, and control of the hotel. Claims against hotels for articles that are stolen from 
these safes are very rare.

room

22.9 CHECK YOUR PROGRESS

Q.1} Define the following

1) Emergency keys

2) Master keys

3) Control key

Q.2) How'does the front office play a role in the security functions of the hotel. 

Q.3) Describe the importance & use of the different guest room keys.

Q.4) Write short notes on ;-

1) Electronic locking systems

2) Role of the Front Office in protection of hotel funds
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3) Safe Deposit boxes

\4) Control of access to Safe Deposit Boxes

5) Procedure in case of loss/failure to return the safe deposit box key.

CLUES TO T^E ANSWER:

Read following article No. for Ans.
1.22.4 2.22.3 3.22.4 •4.1)22,5,2)22,7,3)22.8.4)22.8 5)22.7
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