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Teaching Learning Material (Front Office Services): Executive
Summary

This TLM prepares learners for front office services in the hospitality industry
by developing essential skills, knowledge, and professional behavior. The
curriculum spans seven modules that combine theory and practice to ensure
learners can deliver excellent guest experiences while supporting organizational
efficiency and safety.

Key Highlights:

e Module 1: Introduction to hospitality, professionalism, and occupational
health & safety.

« Module 2: Front office structure, departmental liaison, and equipment use.

« Module 3: Reservations, overbooking management, and check-in
procedures.

e Module 4: Guest service excellence, tourist information, and selling
techniques.

e Module 5: Check-out processes, billing, and payment methods.

« Module 6: Hotel Management Systems (PMS/HMS) for efficient
operations.

e Module 7: Professionalism, workplace conduct, communication, and
etiquette, Entrepreneurship & Environment Session

Overall Objective:

To equip learners with technical, administrative, and interpersonal
competencies required for front office and food & beverage roles. Graduates will
be capable of ensuring guest satisfaction, maintaining professional standards,
and adapting to the evolving demands of the hospitality industry.



Observe Occupational Health & Safety Regulations for Front Desk Staff

This module provides front desk and reception staff in the hospitality industry with
the essential knowledge and practical skills to observe occupational health and
safety regulations. It covers personal hygiene, hazard identification, emergency
procedures, and ergonomic practices to ensure a safe and healthy environment
for both staff and guests. The module includes theoretical learning units and
hands-on practical exercises to reinforce understanding and build confidence in
applying safety protocols.

Learning Unit 1.1 — Observe Personal Hygiene at Workplace (20
minutes)

Front desk employees are the “face of the hotel.” Guests immediately form
impressions based on cleanliness and grooming. Poor hygiene not only reflects
badly on the hotel but can spread illness and discomfort among staff and guests.

e« Grooming Standards:
o Staff must arrive in a freshly pressed uniform, clean shoes, and tidy
hair.
o Jewelry should be minimal and professional; long nails or bright nail
polish are discouraged.
o Fresh breath and use of deodorant are essential, but avoid
overpowering perfumes.
« Workplace Hygiene:
o Regularly sanitize high-contact surfaces such as telephones,
counters, and pens.
o Wash or sanitize hands before handling documents, key cards, or
cash.
o Never eat, chew gum, or groom yourself in front of guests.
o Guest Interaction Hygiene:
o Stand with proper posture and maintain a professional distance.
o Use tissues discreetly and dispose of them immediately.
o Ahygienic appearance increases guest trust and satisfaction.

Learning Unit 1.2 — Follow Occupational Health & Safety
Standards (20 minutes)

OHS standards protect both staff and guests. Front desk staff must recognize
risks and follow safe practices.

o Typical Hazards at the Front Desk:
o Wetlobby floors after cleaning or rain — risk of guest slipping.
o Overloaded extension cords near computers — fire hazard.



o Heavy luggage handled incorrectly — back strain.
o Aggressive or drunk guests — risk of conflict.
o Safe Work Practices:
o Stand with balanced posture; use footrests if shifts are long.

o Use proper lifting techniques when assisting with luggage (bend
knees, not waist).

o Keep aisles, exits, and the reception area clutter-free.
o Legal/Organizational Standards:
o Report any accident, theft, or security threat immediately.
o Participate in mandatory safety drills and training sessions.
o Understand that the hotel has a legal duty to ensure a safe
workplace.

Learning Unit 1.3 — Follow Organizational SOPs Regarding
Health & Safety (20 minutes)

Every hotel has Standard Operating Procedures (SOPs) that detail what staff
must do during daily operations and emergencies.

« Emergency Protocols:

o Fire — Inform security, guide guests to assembly point.

o Medical — Call hotel nurse/ambulance, provide first aid Kkit.

o Security — Do not issue room keys without verifying guest ID.
e Guest Safety SOPs:

o Monitor CCTV in lobby for suspicious activity.

o Never disclose guest room numbers aloud.

o Handle VIP guests with extra confidentiality and safety.
o Case Study:

A guest faints in the lobby — Receptionist alerts housekeeping for a wheelchair, informs security,
calls medical support, and documents the incident. SOPs make the response organized and safe.

Practical Unit 1.1 — Hazard ldentification Walkthrough (10
minutes)

Trainer leads participants through a mock lobby/front desk setup.

o Trainees spot hazards: wet floor, blocked exit, open electrical wires,
unattended bag.

o Group discussion: “What danger does it cause? How can we prevent it?”

o Objective: Build awareness of risk spotting in real hotel environments.



Practical Unit 1.2 — Emergency Evacuation Drill (15 minutes)

Front desk staff must lead guests to safety during emergencies.

« Review evacuation routes, exit signs, and assembly areas.

« Assign trainee roles: announcer, guest escort, assembly checker.

« Practice the evacuation with a calm, reassuring tone: “Ladies and
gentlemen, please remain calm. Follow me to the nearest exit.”

« Trainer emphasizes guest-first policy — staff must leave only after
ensuring guests are safe.

Practical Unit 1.3 — Fire Extinguisher Use (Demo/Hands-On) (15
minutes)

Receptionists are often closest to lobby extinguishers, so they must know how to
use them.

o Types of Extinguishers: ABC (general), CO, (electrical), Foam (liquids).

e PASS Technique: Pull pin — Aim at base — Squeeze handle — Sweep
side to side.

« Trainer demonstrates with a demo unit; trainees practice under
supervision.

Practical Unit 1.4 — Handling an Aggressive Visitor (10 minutes)

Receptionists sometimes face angry or aggressive guests. Handling them calmly
protects hotel reputation.

o De-escalation Steps:
o Stay calm, do not raise your voice.
o Listen actively and acknowledge complaint (“l understand this is
upsetting for you”).
o Offer solutions within hotel policy.
o Ifthreat escalates, alert security immediately.
« Role-play: One trainee acts as guest, another as receptionist. Trainer
observes tone, body language, and response.

Practical Unit 1.5 - Ergonomic Setup Exercise (10 minutes)

Long hours at the desk can cause fatigue or injury. Ergonomics ensures health
and efficiency.
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« Correct sitting: back straight, feet flat, monitor at eye level.

« Adjust chair height so arms rest comfortably while typing.

« Take short breaks every hour for stretching.

« Demonstration: Trainer adjusts a sample front desk workstation while
trainees copy.

Total Duration (2 Hours)

e Theory (LU1.1 topics): 60 min
o Practical Units (PU1.1-PU1.5): 60 min

Module 1: Maintain Professionalism throughout the Shift

Introduction to the Hospitality Industry

Hospitality refers to the warm reception and care provided to guests, ensuring their
comfort through food, beverages, and accommodation. It highlights the relationship
between the guest and the host, where the host strives to create a welcoming and
positive experience. When we speak of the 'Hospitality Industry', we are referring to
businesses that deliver services such as lodging, meals, and recreational experiences to
individuals away from home.

Definitions of Hospitality:

“The friendly and generous reception and entertainment of guest or
stranger.” (By Oxford Dictionary)

“The act or service of welcoming, receiving, hosting, or entertaining guests.”
By the Nuttall Encyclopedia (Hospitality derived from the Latin word hospitare
meaning to “receive as a guest”)

Sectors of the Hospitality Industry
The hospitality field is broad and covers several service areas, including hotels,
restaurants, entertainment venues, and travel services. The four primary sectors are:
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1. Food and Beverage
2. Lodging

3. Recreation

4. Travel and Tourism

An establishment like a hotel or theme park typically
integrates multiple functions such as operations (wait staff,
chefs, housekeepers), facility management, marketing, and
human resources.

Hotels can be classified using several criteria, including:

e Size and Capacity: Number of rooms.

« Location: City center, airport, resort, etc.

o Target Market: Business travelers, families, tourists.
o Service Level: From budget to luxury.

e Ownership: Independent or part of a chain.

The most recognized classification is the star rating system (1 to 5 stars). A 5-
star rating indicates a luxury hotel providing top-tier services and facilities, while
a 1-star rating denotes a property with essential, no-frills accommodations.
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The Scope and Future of the Hospitality Industry

The hospitality industry encompasses a broad spectrum of businesses dedicated
to providing essential services and facilities. Its core components include
accommodation, food and beverage, entertainment, and gaming. A critical factor
for success in this sector is the usage rate, which measures the occupancy or

utilization of these services.

Types of Hotels /
Classification of Hotels

1. Under 200 rooms.
2. 200 to 399 rooms.
3. 400 to 700 rooms.

1. Business Hotels.
2. Airport Hotels.
3. Suite Hotels.

1. Extended Stay Hote.

2. Serviced Apartments.

3. Resort Hotels.

4. Conferrence -rimattion Centers

1. Independent Hotels.
2. single Owner Hotels.
3. Chain Hotels.
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Key Trends Shaping the Future

The industry is continuously evolving, driven by several powerful trends:

« Intensifying Competition: The market is becoming more crowded,
requiring businesses to differentiate themselves.

« The Primacy of Service: Exceptional customer service is no longer a
bonus but a fundamental expectation and key competitive advantage.

e Value-Conscious Consumers: Customers are increasingly seeking high-
guality experiences that offer clear value for their money.

o Technological Transformation: Technology is revolutionizing marketing
strategies, operational management, and the guest experience.

« Employee Empowerment: There is a growing trend toward granting
employees and managers greater responsibility and autonomy.

« Workforce Diversity: The industry is benefiting from a more diverse and
inclusive workforce.

o Heightened Focus on Safety and Security: Both physical security and
peace of mind are top priorities for modern travelers.

e Sanitation and Hygiene: Enhanced cleanliness standards are a major
concern for consumers and are often mandated by government
regulations.

o Globalization: The industry operates on a worldwide scale, influenced by

international travel patterns and global economic forces.
Career Paths and Choices

A major attraction of a hospitality career is its versatility. Roles are available to
suit a wide range of personalities and skillsets, from positions that involve
intense, direct customer interaction to those that are more focused on behind-

the-scenes operations.
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For a general understanding, different hospitality trades include different types &

levels of jobs

Hospitality Job Roles and Service Areas

Staff in this area are the first point of
contact with guests. They assist with
check-ins, handle requests, resolve
issues, and often anticipate customer
needs to ensure a positive experience.
Professionals here coordinate events for
organizations or individuals. They
manage all details before, during, and
after the event to ensure everything runs
seamlessly.

This team is responsible for cleanliness,
upkeep, and operational standards in
hotels and hospitality venues, ensuring
comfort and hygiene for guests.

These employees directly serve guests
by taking orders, delivering food and
beverages, and processing payments
while maintaining service standards.

Culinary staff handle menu planning, food
ordering, cooking, and overall kitchen
management to deliver quality meals.

* Guest Relations Host °
Front Desk Supervisor °
Reception Attendant

* Events Coordinator ¢
Conference & Convention
Manager * Meeting
Services Manager

* Director of Housekeeping
» Executive Housekeeper
Housekeeping Supervisor ¢
Maintenance Manager
Room Attendant

* Banquet Server * Barista °
Bartender < Catering
Assistant « Food Runner
Head Waiter « Host/Hostess
* Server

* Executive Chef « Sous
Chef « Cook « Catering
Manager * Food &
Beverage Manager « Café
Manager

What is the Front Office Department?

The Front Office Department is one of the most important divisions in the hotel
industry, as it is the first point of contact for guests upon arrival. This team plays
a highly visible role, shaping the guest’s initial impression of the property.
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Front office staff are responsible for managing the
interactions and transactions between the hotel
and its guests. Their duties include welcoming
arrivals, handling inquiries and requests, and
ensuring smooth communication throughout the
stay.

The Front Office typically consists of:

o Front Desk

o Uniformed Services

o Concierge Desk

« Front Office Accounting System

o PBX (Private Branch Exchange): an
internal telephone network used within the
hotel.

Career Path in the Front Office

Entry-level positions in the front office may
include:

e Telephonist

« Reservations Clerk

e Front Desk Attendant
« Concierge

o Porter

o Night Audit Officer

@

Director

Manager

Supervisor

Entry-Level

Career Path:
Front Office

» Telephonist

» Reservations Clerk

e Front Desk Attendant
» Concierge

« Porter

o Telephonist

* Reservations Clerk

¢ Front Desk Attendant
» Concierge

o Porter

e Night Audit Officer

From these starting roles, employees can progress to supervisory, managerial,

and eventually executive positions. The career ladder may vary slightly

depending on the size and type of hotel, but it generally provides clear
opportunities for advancement within the hospitality industry.
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Front Office
Career Path

a @ MmO H

Telephonist Reservations FrontDesk Concierge Night Audit

i

( Front Office Shift Leader )

v

Assistant Front Office Manager

4

(Front Office Manager/Duty ManageD

4

Director of Rooms
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Duties of Front Office Roles

Task /
Responsibility

A. Apply product
knowledge

B. Handle
reservations

C. Manage guest
check-ins

D. Answer and
route telephone
calls

E. Provide wake-up
calls

F. Deliver guest
services

G. Arrange valet
and transport
services

H. Handle financial
transactions

|. Process guest
check-outs

J. Conduct night
audit procedures

Telephonist

v

Reservations
Clerk

Front
Desk
Attendant

v

Concierge Porter

v v
v v
v v
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Front Office Duties

A

B

Special duties of a Front Office areas follow

Telephonist

Utilize product knowledge

Process reservations

Process guest arrivals
Manage telephone calls
Provide wake up calls
Provide guest services
Provide valet services
Process financial transactions
Process guest departures

Provide night audit services

Module 1: Observe Occupational Health and Safety
Regulations

1.1 Personal Health and Hygiene

What is Personal Hygiene?

Personal hygiene is the practice of caring for and
maintaining one’s body to remain clean, well-
groomed, and presentable in the workplace.

Why is Personal Hygiene Important at Work?
In a professional environment, hygiene reflects an
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Personal Hygiene Checklist
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employee’s cleanliness, habits, and overall
appearance. It directly influences how guests,
colleagues, and clients perceive both the individual
and the organization. For this reason, many
businesses establish hygiene policies to ensure
employees understand and meet expected
standards.

These expectations often cover:

« Daily bathing and the use of deodorant or light
perfume

o Regular hair washing, beard grooming, and
facial hair management

o Clean and trimmed nails

« Proper handwashing and the use of sanitizers
to prevent the spread of germs and illnesses

« Wearing a neat uniform and appropriate
shoes

The Role of Grooming

While skills, experience, and qualifications are
critical, personal grooming is equally significant.
Appearance and posture create a lasting impression
of professionalism. Grooming reflects discipline,
attention to detail, and alignment with an
organization’s culture and values.

By maintaining proper hygiene and grooming
standards, employees not only enhance their own
personality and confidence but also contribute
positively to the reputation and credibility of the
organization. A well-groomed workforce signals

7 Ways to Managing
Personal Hygiene in
the Workplace

ot

1

Clean Your Hair 2
o a S oS o o S e S

Take Care of
3 Your Teeth
NN N

Take Shower at
least once a day
- e et o e

Use Perfume
- Daily
AR S oS S S S S S

ny
Maintain Proper
Restroom Hygiene

Clean Your Hand

) e e e o o o - o
|E—]
Enrol in the
Personal Hygiene
in the Workplace
Course

respect for guests and reinforces the company’s commitment to excellence.

Hotel’s Standard Grooming Policy

To maintain a professional image and ensure consistency across the hospitality
team, employees are expected to follow these grooming guidelines:

a) Hair: Must be clean, neatly combed, and well-trimmed or styled.
b) Facial Hair (men only): Should be freshly shaved, or if worn, beards and

mustaches must be neatly maintained.
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c) Fingernails: Must be kept short, clean, and well-trimmed.

d) Breath: Avoid foods, tobacco, or drinks like coffee that cause unpleasant

breath. Use mints when necessary.

e) Body: Daily showering or bathing is required. Apply deodorant to maintain
freshness.

f) Make-up (women only): Should be minimal, subtle, and natural-looking.

g) Fragrance (Perfume/Cologne/Aftershave): If used, apply lightly. Scents
should not be overpowering or linger after departure.

1.2 Safety Regulations

Workplace Safety

A safe workplace is the foundation of efficiency and productivity. Regardless of
the size or nature of the business, safety procedures are essential to protect
employees, guests, equipment, and facilities. Preventing accidents not only
reduces costs but also enhances the reputation and profitability of the
organization.

Key Workplace Safety Practices:

Workplace &

« Always use personal protective 3 DAl
equipment appropriately. : ' Guest Safety

e Wear gloves and protective
clothing when handling
chemicals.

o Post warning signs for wet
floors or ongoing cleaning
tasks.

Hair Wear protective equipment
Neat, clean, and well-trimmed ,' Use caution signs

Facial Hair (men) Use caution signs
Freshly shaved or beard trimmed 7 Block offwork areas

OSSO O

« Block off areas being cleaned g:]';?tec’ggrillsadmmmed z Donotmix chemial
to prevent accidents. e = Move heavy items safely

e Use properly set Iadderg; Breath R Sksmioys
never overstretch to avoid falls. Mindful of breath odor; use mints ﬂ Verify guests'ID

e Do not run cables across o =
walkways; this creates tri oy Verify guests' ID
hazard Sy P Daily bathing; use deodorant E Monitor with CCTV

* Reportdamaged fittings, Make-up (women) @ Voritorwith CCTV
handrails, or equipment Natural and subtile e f

immediately.

« Never touch electrical outlets with wet hands.

o Liftitems safely—bend at the knees, keep the back straight, and never
overload yourself.

« Avoid leaving cleaning equipment, garbage, or supplies in corridors,
stairways, or fire exits.

o Wear safety gear (gloves, masks, goggles, earmuffs) as required.
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Use trolleys to transport heavy equipment or chemical containers.

Never mix cleaning chemicals, as some combinations can be hazardous.
Replace worn-out tools and consumables (e.g., mop heads, cloths) on
time.

Display “wet floor” or “slippery surface” signage whenever appropriate.

Guest Safety

Ensuring the safety and security of guests, employees, and assets is a top
priority for any hospitality establishment. This protects individuals while
safeguarding valuable resources such as property, furniture, equipment,
gardens, and guest belongings.

Guest Safety & Security Measures:

Make security a central focus of hotel Enhancing Hospitality Security
operations.

Regularly update locks, keys, and access

Systems_ CCTV Systems Security Focus

Ensure staff wear proper uniforms and

name badges for easy identification.

Maintain open communication and After-Hours
engagement with guests to build trust. Control
Verify credentials when dealing with

visitors, contractors, or suppliers.

Control and monitor after-hours access to S

faciliti Visitar Verification Staff
aciliues. Identification
Use CCTV systems to observe and protect Guest

Crltlcal areas. Camminiratinn

Access Systems

Guest Safety & Security Measures:

To create a secure environment, hospitality establishments should implement a
comprehensive range of measures, including:

Make security a central focus of hotel operations. Security should not be
an afterthought but rather an integral part of the hotel's operational strategy.
This involves incorporating security considerations into all aspects of the
business, from employee training to facility design. Regular security audits
and risk assessments should be conducted to identify vulnerabilities and
implement appropriate countermeasures. Management should actively
promote a culture of security awareness among all staff members,
encouraging them to report suspicious activities and potential hazards.
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Regularly update locks, keys, and access systems. Outdated or
compromised locks and access systems can create significant security
vulnerabilities. Traditional key systems are susceptible to unauthorized
duplication, while electronic access systems can be vulnerable to hacking
or manipulation. Regularly updating locks and keys, and upgrading to
more secure access control systems, such as key cards or biometric
scanners, can significantly reduce the risk of unauthorized access. Access
logs should be regularly reviewed to identify any suspicious activity.

Ensure staff wear proper uniforms and name badges for easy
identification. Uniforms and name badges help guests easily identify
authorized personnel and distinguish them from unauthorized individuals.
This can deter potential criminals and make it easier for guests to seek
assistance from staff members. Uniforms should be clean, well-
maintained, and easily recognizable. Name badges should include the
employee's name, job title, and a photograph.

Maintain open communication and engagement with guests to build
trust. Open communication and engagement with guests can foster a
sense of trust and security. Providing guests with clear and concise
information about safety procedures, emergency contacts, and available
resources can help them feel more secure. Encouraging guests to report
any concerns or suspicious activities can also help identify and address
potential security threats. Regular communication through newsletters,
social media, or in-room information can keep guests informed about
safety and security updates.

Verify credentials when dealing with visitors, contractors, or
suppliers. Unauthorized access by visitors, contractors, or suppliers can
pose a significant security risk. Implementing a strict verification process
for all non-employees can help prevent unauthorized access and deter
potential criminals. This process should include verifying identification,
checking references, and escorting visitors to their designated areas.
Contractors and suppliers should be required to sign in and out, and their
activities should be monitored to ensure they are not engaging in any
suspicious behavior.

Control and monitor after-hours access to facilities. After-hours
access to facilities can be a significant security concern, as it can provide
opportunities for unauthorized entry and criminal activity. Implementing
strict access controls, such as locked doors, security patrols, and alarm
systems, can help prevent unauthorized access. Monitoring after-hours
activity through CCTV cameras and security personnel can also help deter
potential criminals and detect any suspicious behavior.
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Use CCTV systems to observe and protect critical areas. CCTV
systems can be a valuable tool for observing and protecting critical areas,
such as entrances, exits, hallways, parking lots, and storage areas. CCTV
cameras can deter potential criminals, provide evidence in the event of a
crime, and help monitor employee activity. CCTV systems should be
strategically placed to maximize coverage and effectiveness. Recordings
should be stored securely and reviewed regularly to identify any
suspicious activity.
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Module 2: System of Front Office Department and Equipment

2.1 Front Office Operations

What is the Front Office?

The front office is the most visible part of a hotel, as it is often the first point of
contact between the guest and the establishment. It is here that inquiries are
made, reservations are confirmed, guests are welcomed, and services are

coordinated throughout a guest’s stay.

Guest Interaction with the Front Office
When potential guests consider staying at a hotel,
they may:

« Email thereservations department to
inquire about room rates, availability,
facilities, or the hotel’s location.

o Call the hotel or switchboard to speak
directly with staff for details that influence
their booking decision.

« Walk in without prior booking to check
availability, compare rates, and evaluate the
atmosphere and friendliness of the staff.

Once a decision is made, the front office often
follows up with correspondence to confirm
bookings, provide maps or directions, and update
any changes to the reservation.

Arrival and Stay

On arrival, guests register at the reception desk,
are assigned a room, and receive keys along with
information about available services and facilities.
A porter may assist with luggage or escort them to
the room.

During their stay, guests may approach the front
desk for:

o Collecting messages or leaving keys

e Requesting hotel information or local
guidance

e Making complaints or reporting problems

Front Office Operations

A

+ make inquiries
+ check availability, rates
+ confirm booking

\

» checkin

s register

* get room key

* porter assistance

¥

+ collect messages, ask for info
» request services
* report problems

\4

» check out
» return key, pay bill
* request transport

\

+ retain guest records
+ handle inquiries
» send offers

e Arranging additional services such as currency exchange, business
services, or reservations for local attractions, restaurants, and tours
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At the end of the stay, the guest returns the key at reception, settles the bill, and
may request assistance with luggage or onward transport. The hotel retains
guest records for a set period to facilitate future bookings and personalized
services.

Importance of First Impressions
Since “first impressions last,” it is the duty of the front office staff to ensure guests
feel welcomed, valued, and satisfied from their first interaction until departure.

Front Office Structure in Hotels
The scope of the front office depends on the size of the hotel:

« Small Hotels: A single person at the reception desk may handle all front
office responsibilities such as answering calls, taking bookings, welcoming
guests, registration, billing, and payments.

o Large Hotels: Duties are divided among specialized sections, including:

« Switchboard: Handles incoming calls and directs them appropriately.

« Reservations: Manages room bookings and availability.

o Reception (Front Office): Welcomes and registers guests at check-in.

o Concierge/Enquiries Desk: Provides information, answers questions,
assists with mail and keys, and may also arrange car rentals, tours, and
entertainment tickets.

« Billing Office: Prepares accounts and guest bills.

o Cashier: Processes payments and manages currency exchange.

o Uniformed Staff: Includes porters, doormen, lift attendants, cloakroom
staff, garage attendants, and valet parking services.

Front Office Tasks
Directing calls to the
appropriate person.
. =,
Welcoming l_:rl
Guests
Welcoming guests and Taking and managing
managing check-in room bookings.
I"”).I R e
Addressing IZ' E Preparing Bills
Inquiries
l Preparing guest bills
Addressing guest and processing
inquiries and providing payments

assistance.
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Importance of Front Office Activities

The front office plays a crucial role in the success of a hotel because it is often
the first and last point of contact for guests. Its activities are important for several
reasons:
o FirstImpressions Matter:
The front office is typically the first contact a potential or actual guest has
with the hotel whether by email, telephone, or in person. This interaction
helps the guest decide whether to stay at the property. A positive first
impression can secure a booking, while a poor one may drive the guest
away.
e The “Halo Effect”:
According to psychology, a strong first impression influences how people
perceive everything else. A pleasant initial experience often leads guests
to view their rooms, meals, and overall service more positively.
Conversely, a poor first impression can set the tone for dissatisfaction,
with guests actively searching for faults.
« Service Hub of the Hotel:
The front office is the face of the hotel and the central service hub. Most
guest interactions occur here, shaping their perception of the hotel’s
service quality. Exceptional front office service ensures guests enjoy a
comfortable, memorable experience, helping the hotel stand out in a

competitive market.
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e Guest Loyalty and Promotion:
Quality front office service encourages y e
repeat visits and generates positive ~ Front of House Organization
word-of-mouth recommendations, y
both in personal conversations and on
online platforms. Conversely, negative — =
experiences can spread rapidly through ﬂ ﬁ
travel blogs and review sites, damaging .
the hotel’s reputation. SMALL MEDIUM-SIZED LARGE

o Handling Problems and Complaints: HOTEL HOTEL HOTEL
The front office bears the responsibility
of addressing guest complaints and
problems “critical incidents” that e
determine whether guests leave satisfied Reception Manager
or disappointed.

o« Communication Hub:

The front office coordinates information
between all departments. For example:

« Notifying housekeeping to prepare

Manager Manager General Manager

Duty Managers

Housekeeping ecepton

Kitchen

Housekeeping

Kitchen

rooms for arriVing gueStS- Restaurant Restaurant
« Relaying maintenance issues (e.g., Restaurant

broken air conditioning). o SO
« Confirming restaurant bookings. Porters
« Adding dining or service chargesto a T

r‘
h

guest’s bill.
If communication breaks down, service
quality is compromised.

e Administrative Hub:
This department manages reservations,
room allocation, monitoring of room status, preparation of guest bills,
payment processing, record keeping, and maintenance of guest
information displays. Without efficient administration, hotel operations
would collapse. One key tool here is the Room Discrepancy Report,
shared between front office and housekeeping to ensure room records
match the physical condition of rooms.

2.2 Front of House Organization

Small Hotels:
In smaller properties offering accommodation and catering, staff often multitask
across departments. For example:

o Restaurant staff may serve in the dining area, deliver room service, and
provide refreshments in the lounge.



Receptionists may handle reservations, check-ins, check-outs, billing,
mail, and switchboard operations.

The manager and assistant manager typically oversee purchasing,
bookkeeping, marketing, and other administrative duties.

Medium-Sized Hotels:

Here, staff are usually divided into clearly defined departments, each led by a
supervisor or department head. Hotels may also have a split between revenue-
generating functions:

Rooms Division: Responsible for accommodation services.
Food & Beverages Division: Handles catering operations.
Operations are typically overseen by a manager and assistant managers,
who work in shifts to ensure coverage throughout the week.

Large Hotels:
In larger establishments, there is a general management team that plans and
coordinates overall hotel operations.

The general manager functions more as a business leader focused on
policy, planning, and control rather than daily guest interactions.

Duty Managers (assistant managers) are responsible for hands-on guest
service, addressing issues that front office staff escalate. Multiple duty
managers may be employed to ensure 24-hour coverage, so there is
always a responsible person available to resolve guest concerns.

" Duty
lanager Manager (s)
Accounting Sales/ Security /Front

Marketing Office Reservation

Cashier / Housekeeping /

Maintenance

Kitchen
Reception

Banqueting Room Service Restaurant Bars Security/ HR
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Key Points to Notice in an Organization Chart

Divisions of Responsibility:

The branches of the chart illustrate how work and responsibilities are
divided into departments or sections. For example, hotel management is
often split into two main divisions: Rooms Division and Food &
Beverage Division. The Rooms Division may then be further divided into
areas such as Front Office, Housekeeping, Maintenance, and
Security.

Lines of Authority and Reporting:

The vertical connecting lines represent authority and reporting
relationships. For instance, reservation staff report to the Front Office
Manager, who in turn reports to the Rooms Division Manager.
Information, policies, and instructions flow downwards through these lines,
while accountability flows upward.

Lines of Communication and Coordination:

These same connections also indicate how departments must

HOTEL ORGANIZATIONAL CHART

—
_ <

Front Office

g Reception

= Ressponds to contact
for guests, handling rec-

Duty Manager (s)

m Housekeeping

= Repposiisfor mantainang
guest rooms, can-

Manager
@ Resorvation ?1 Laundry
Manager
- Handles booking request = Oversees laundry opera-
and manages room avail- tions; ensuiring
Other Departments Cashier / Food & Beverages

Kitchen Staff
<© Accounting l ¥l Restaurant

- Manages finances; - Provide dining servi-
Sales/Marketing ces

Promotes hotel Offers/fing ractre

: - - -
- Ensures saetey g A& I’— % Delivers safety
- Mainteinance Cachior/Z = Ensuring safety
= Hurnan Resources Kitchen Staff = Manages everrits

communicate and cooperate with one another. Within the Front Office,
for example, the reservations team, reception staff, and cashiers must
collaborate closely, as each contributes to the overall function of guest
service.
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Communication also extends across departments. For example, if a guest
reports to reception that the television is not working or that a window
cannot be opened, the reception staff must coordinate with
maintenance to resolve the issue promptly.

Hotel Organizational Structure

The hotel organizational structure is typically divided into several key
departments, each responsible for specific functions. These departments work
together to ensure the smooth operation of the hotel and the satisfaction of its
guests.

1. Front Office:

o Reception: The first point of contact for guests, responsible for check-in,
check-out, and providing information.
« Reservation: Handles booking requests and manages room availability.

2. Rooms Division:

« Housekeeping: Responsible for maintaining the cleanliness and order of
guest rooms and public areas.

« Laundry Manager: Oversees the laundry operations, ensuring clean
linens and uniforms.

3. Food & Beverages:

o Restaurant: Provides dining services to guests.

o Bars: Offers beverage service.

« Room Service: Delivers food and beverages to guest rooms.
e Bangqueting: Manages events and catering services.

4. Other Departments:
e Accounting: Manages the hotel's finances.

o Sales/Marketing: Promotes the hotel and generates revenue.
o Security/Front Office: Ensures the safety and security of guests and

staff.

« Maintenance: Responsible for maintaining the hotel's physical
infrastructure.

« Human Resources (HR): Manages employee relations, recruitment, and
training.
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Hierarchical Relationships

The organizational chart illustrates the reporting lines within the hotel. Here's a

breakdown of the typical hierarchy:

o Cashier/Kitchen Staff: These are often entry-level positions within their
respective departments.

« Manager: Oversees the day-to-day operations of a specific department

(e.g., Restaurant Manager, Housekeeping Manager).

o Duty Manager(s): Responsible for overseeing the entire hotel operation

during a specific shift.

Detailed Departmental Breakdown

Let's delve deeper into the responsibilities and roles within each department:

1. Front Office:

e Reception:

o 0O O O O

Greeting guests upon arrival.

Checking guests in and out.

Handling guest inquiries and complaints.

Providing information about the hotel and local area.
Managing room keys and security.

¢ Reservation:

o O O O O

Answering phone calls and emails regarding reservations.

Entering reservation details into the system.
Managing room availability and rates.
Confirming reservations with guests.
Processing cancellations and modifications.

2. Rooms Division:

e Housekeeping:

O 0O 0 O O

Cleaning guest rooms and bathrooms.
Making beds and changing linens.
Restocking amenities.

Cleaning public areas, such as hallways and lobbies.

Reporting maintenance issues.

e Laundry Manager:

o O O O O

Overseeing the laundry operations.

Ensuring clean linens and towels are available.
Managing laundry staff.

Maintaining laundry equipment.

Controlling laundry costs.
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3. Food & Beverages:

.
oY)
Q
=
%))

o

o

O
O

o

o O O O

Restaurant:

Providing dining services to guests.

Taking orders and serving food and beverages.
Setting tables and clearing dishes.

Managing restaurant staff.

Ensuring food quality and safety.

Serving alcoholic and non-alcoholic beverages.
Mixing cocktails.

Managing bar staff.

Maintaining bar inventory.

Ensuring responsible alcohol service.

Room Service:

Delivering food and beverages to guest rooms.
Taking orders over the phone or in person.
Setting up trays and tables in guest rooms.
Collecting trays and dishes after service.

Banqueting:

Planning and executing events, such as weddings and
conferences.

Setting up banquet rooms.

Providing food and beverage service for events.
Managing banquet staff.

Coordinating with other departments to ensure event success.

4. Other Departments:

e Accounting:

o O O O

o

Managing the hotel's finances.
Preparing financial statements.
Processing invoices and payments.
Managing payroll.

Auditing financial records.

o Sales/Marketing:

o

O 0 O O

Promoting the hotel to potential guests.

Developing marketing campaigns.

Managing the hotel's website and social media presence.
Generating leads and booking business.

Building relationships with travel agents and corporate clients.

e Security/Front Office:

o O O O

Ensuring the safety and security of guests and staff.
Monitoring security cameras.
Responding to emergencies.
Patrolling the hotel grounds.
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(0]

Investigating incidents.

« Maintenance:

(0]

o

O
[©]

Maintaining the hotel's physical infrastructure.
Repairing equipment and appliances.
Performing preventative maintenance.

Responding to maintenance requests from guests and staff.

e Human Resources (HR):

o O O O O

Managing employee relations.

Recruiting and hiring new employees.

Providing training and development opportunities.
Administering benefits and compensation.
Ensuring compliance with labor laws.
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This organizational chart provides a general overview of the structure of a
typical hotel. The specific roles and responsibilities may vary depending
on the size and type of hotel. However, the fundamental principles of
departmental organization and hierarchical relationships remain
consistent.

Hotel Organizational Structure

Hotel Organizational
Structure
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a. Reservations

Reservation clerks are responsible for handling inquiries from potential guests,
travel agents, group organizers, or conference planners who wish to book
accommodation. Their duties include:

« Gathering the required details to complete a booking.

« Recording information in manual or computerized reservation systems.

« Monitoring reservation levels to manage availability.

« Sending confirmation letters or deposit requests to secure bookings.

« Informing reception about confirmed reservations and expected arrivals
each day.

This section is overseen by a Reservations Manager or Supervisor, who
organizes staff schedules and decides which bookings to accept especially when
the hotel is near or at full occupancy.

In smaller hotels, advance reservations may be managed by the receptionist,
while larger hotels typically have a dedicated reservations desk or back office, as
most requests are received by phone, email, or online rather than as walk-ins.

b. Reception (Front Desk)

Reception may serve as an umbrella term for all front-office functions. In large
hotels, however, it usually refers to a dedicated desk. The main responsibilities of
receptionists or front desk agents include:

o Taking walk-in inquiries and reservation requests.

o Preparing for and greeting arriving guests.

o Registering guests, allocating rooms, and confirming payment methods.

« Promoting the hotel’s services and facilities.

« Responding to guest requests, questions, or complaints, or referring them
to the appropriate department.

o Sharing guest-related information with other front office units and
departments.

« Maintaining accurate guest records.

A Senior Receptionist typically manages a team or shift, overseeing rosters and
handling group check-ins, guest issues, or special requests. A Front Desk
Manager is responsible for staff training, supervision, motivation, occupancy
maximization, and revenue management (yield management), as well as
welcoming VIP guests.
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In smaller hotels, reception may operate only during peak business hours (e.g.,
7:30 am — 8:30 pm), with after-hours calls directed to an intercom or on-call
manager. Larger hotels generally staff reception 24/7 with day, evening, and
night shifts.

c. Guest Accounting / Billing

Guest accounting is generally considered a back-office function, as it requires
focus on numerical accuracy rather than guest interaction. Key responsibilities
include:

« Posting all charges and payments to guest accounts (accommodation,
meals, and extras).

« Maintaining balanced records, ensuring all charges and payments match.

« Preparing financial records and management reports such as sales
summaries.

d. Cashiering and Night Audit

The cashier’s office functions like the hotel’s bank, handling payments,
currency, and valuables. Cashiers may report to either the Front Office Manager
or the Accounts Manager. Responsibilities often include:

« Opening and preparing guest accounts (if not handled by billing).

e Accepting and processing payments for guest bills.

« Handling foreign currency exchange (if authorized).

« Recording takings from hotel outlets such as restaurants and bars,
ensuring secure storage and bank deposits.

« Providing other departments with floats or petty cash.

« Administering safekeeping of guest valuables in the hotel’s custody.

The Night Auditor has the added responsibility of:
o Posting late charges/expenses.
« Balancing guest and hotel accounts.

o Preparing daily revenue reports.
e Producing financial statistics and management summaries.
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e. Switchboard

Traditionally, hotels operated a centralized switchboard. Modern telephone
systems now allow guests to make direct external calls, internal extensions, and
department connections. Advanced systems may also:

o Automatically log call charges to guest accounts.
« Provide automated wake-up call functions.
« Offer voicemail or message-taking systems.

In modern hotels, switchboard operators mainly direct incoming calls to guest
rooms or departments, and manage messages. In smaller or traditional hotels,
they may still function as a communication hub handling guest calls,
messages, personal wake-up services, and sometimes mail.

f. Concierge and Uniformed Staff

The term concierge (from French, originally meaning “porter”) now refers to a
broader lobby services department in larger hotels. This team typically covers
a variety of guest support services, which may include:

« Handling guest luggage on arrival and departure.

« Assisting with transportation arrangements (taxi, valet, car hire).

« Providing local information and booking services for tours, events, and
entertainment.

« Managing mail, deliveries, and guest inquiries.

Uniformed staff such as doormen, bell staff, and porters often work closely with
the concierge team to provide seamless guest service.
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FUNCTIONS

FRONT OFFICE DEPARTMENT

( I I I I 1
3 0. _ =/
, - =5 A
» - = (). ]
1 | L. | .
Reservations Reception Guest Cashiering  switchboard Concierge and
Accounting/ and Night Uniformed Staff
. ' ' . Billing Audit ; _ L "
» Handle  Greet s \ [ * Direct * Assist with
booking arriving « Post charges » Handle incoming luggage
inquiries guests to guest guest calls
« Arrange
* Record » Check guests Arcplnts pRysTei: * Process transporta-
reservation in and out  Record * Provide wake-up tion
i i t
information & Resspond ks payments currency calls Provide local
; and sales exchange : :
 Confirm guest » Manage information
bookings queries * Prepare « Secure messages . Off
and deposits financial department b ekr.
reports funds GRIEITY
\ J \ J \ \ J . Services J

Enquiries and Concierge Services

The Enquiries Desk plays a central role in assisting guests and visitors. Its

responsibilities may include:

Handling general questions and giving directions.
Distributing and collecting room keys.
Managing incoming and outgoing guest mail.

Arranging transport services such as taxis or valet parking.

Traditionally, the Concierge originally the Head Porter oversees these services
and supervises a variety of uniformed staff. This team typically includes:

Doorpersons/Greeters: Welcome guests, open doors, assist with
luggage, and hail or arrange taxis.
Porters/Bell Staff/Pages: Carry luggage to and from rooms, maintain
lobby tidiness, deliver messages, and run errands.
Other Uniformed Roles: Lift attendants, parking attendants, cloakroom
attendants, and similar support roles.

Additional services may be handled through:



« A Bookings Desk (managing car rentals, flight confirmations, tour
reservations, and entertainment tickets). In some hotels, outside
companies may operate these services under a concession arrangement.

« ABaggage Desk or Porterage Desk, which manages luggage storage
(sometimes combined with reception).

« Lobby Security, if not managed by a dedicated security team.

Guest Relations

In larger hotels, Guest Relations Officers (GROs) provide a personalized touch,
ensuring guests feel welcome and valued. Their responsibilities include:

o Greeting and building rapport with guests.

e Acting as hosts during social events organized by the hotel.

« Providing extra attention to solo travelers or guests requiring special
assistance.

« Managing VIPs (Very Important Persons), CIGs (Commercially Important
Guests), and SPATTSs (Special Attention Guests).

e Supporting sales staff, such as escorting potential clients or giving guided
tours of the property.

« Handling special or non-routine requests (e.g., sending faxes after
business center hours).

Preparing Job Descriptions

Job descriptions are essential tools for recruitment, training, and performance
management. They help set clear expectations for roles. A standard job
description should include:

e Job Title, Department, and Location of Work

e Role Summary: A short overview of the main purpose of the role.

o Reporting Line: Who the role reports to (e.g., supervisor, manager).

e Subordinates: Any staff that report to this position.

e Main Duties and Responsibilities: A concise list of core tasks.

o Key Liaison Points: Departments or individuals the role must regularly
interact with.
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Working in Shifts

The Front Office must adapt its operating hours A S i )
depending on the size of the hotel: .
Early Shift
« Small Hotels/Guesthouses: 700> S:.00pin
Peak Activity

May close the front office overnight, leaving an
emergency contact number or intercom for late

7:30 am -10:30 am

arrivals or urgent issues. Late Shift
e Large Hotels: 3:00 pm - 11:00 pm
Front office operations typically run 24/7, with Peak Activity

key roles such as reception, switchboard, S0 psan

porters, and night auditors covered throughout

the night. Night Shift

1:00 pm —7:00 am
Handover Period

Shift Patterns: 15-30 minutes

o Early Shift: 7:00 am — 3:00 pm
e Late Shift: 3:00 pm—11:00 pm
o Night/Graveyard” Shift: 11:00 pm — 7:00 am

Handover Period
15-30 minutes

OO

Shift rosters are often rotated, with staff working five days per week. Peak hours
include:

e Check-Out: 7:30 am—10:30 am
e Check-In: 3:00 pm - 7:00 pm

Shifts usually include a 15-30 minutes handover period to ensure continuity,
transfer of responsibilities, and reconciliation of cash drawers. Preparing and
managing these rosters balancing hotel needs with staff flexibility is a key
challenge for the Front Office Manager.

2.5 The Guest Cycle
The Guest Cycle
While organizational charts divide hotel tasks into
vertical departments and chains of command, ‘
guests do not experience a hotel this way. Froma o 84
guest’s perspective, their interaction with the hotel
is a continuous horizontal journey a flow of
activities and services that should feel seamless

rather than segmented by departments. P‘@
Enjoying hotel service: ‘

The guest cycle refers to the chronological
sequence of events a guest experiences during
their stay:
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1. Pre-Arrival — The process begins with a booking (through reservations,
travel agents, or online). Guests may receive confirmation letters,
directions, or special information before arrival.

2. Arrival — On the scheduled day, guests are welcomed by doormen or
porters, assisted with transportation, and guided to the reception for
registration and room assignment. Keys are issued, luggage is
handled, and first impressions are made.

3. Occupancy (Stay) — During their stay, guests interact with multiple
services such as housekeeping, food and beverage, telephone operators,
mail services, currency exchange, safe deposits, and concierge
assistance. Ideally, the guest should not feel like they are “moving
between departments,” but rather experiencing one smooth, integrated
service.

4. Departure — At check-out, the front office finalizes the guest account,
prepares the bill, processes payment through cashiering, and may assist
with onward transportation and baggage handling.

Why is the Guest Cycle Important?

e Itensures continuity of service, where each stage flows naturally into
the next.

o Itemphasizes the guest’s perspective, keeping the focus on their overall
experience rather than the hotel’s internal structure.

« It highlights the responsibility of the front office to coordinate between
departments and create a seamless journey from pre-arrival to departure.

2.6 Liaising with Other Departments

Large hotels operate through multiple departments, each with specific
responsibilities. Some focus on revenue generation (Rooms Division, Food &
Beverage, Laundry, Recreational Facilities, Business Center), while others
provide support and management functions (Sales & Marketing,
Accounting/Finance, Security, Engineering/Maintenance, IT, HR).

The Front Office (FO) must maintain close liaison with all of these departments

to ensure seamless service for guests. Below is an outline of major departments,
their main responsibilities, and why coordination with the FO is essential.

Food & Beverage (F&B) Department

Main Responsibilities Liaising with Front Office
Purchasing, preparing, and serving food, - Needs occupancy forecasts
beverages, and catering services through to plan provisions.

- Requires confirmed
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restaurants, banquets, bars, coffee shops,
lounges, pool service, and room service.

Housekeeping Department
Main Responsibilities
Managing cleanliness and presentation of
guest rooms and all public areas; supplying
amenities (soap, towels, minibar, etc.);
preparing housekeeping reports and room
status records.

arrival/departure details to
monitor guest credit.

- FO must provide food &
beverage charges to be
added to guest bills.

- FO may take/transfer
restaurant reservations.

- F&B revenues must be
reported to cashier for
accounting and banking.

Liaising with Front Office

- Needs arrival/departure info to
schedule staff and room
cleaning.

- Requires updates on special
requests, complaints, urgent
room preparation.

- FO depends on accurate room
status (occupied, ready, vacant,
out of order) to update
availability.

Flow of Information Between FO and Other Departments

Front Office must circulate a number of routine reports and notifications to

other departments:

o Guestin-house list (quest index): Alphabetical list with names and room

numbers.

o Anticipated arrivals list: Includes groups, VIPs, special requests.
« Amendments to arrivals list: Covers last-minute bookings and walk-ins.
o Guest amendments: Changes in room number, number of guests, or

booking terms.

o Anticipated departures list: Helps departments prepare bills, re-let

rooms, and assist guests.

« Amendments to departure list: Guests extending stays or changing

departure dates.

Flow of Information Within Front Office Sections

o Concierge/Enquiries: Needs arrival, departure, and in-house guest lists
to handle mail, messages, baggage, and key allocation.
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« Switchboard/Telephone Operators: Needs current guest and checked-
out lists to direct calls and apply charges correctly.

« Reception: Requires reservation information to verify bookings, maintain
room availability, and manage check-ins.

e Reservations: Depends on guest history (from Reception) to recognize
returning guests and provide personalized service.

o Cashier: Needs reservation/check-in data to open guest bills, apply
correct rates, confirm payment methods, check corporate accounts, and
access guest history for discounts or past payment records.

FOOD &

BEVERAGE HOUSEKEEPING

4
OFFICE

CONCIERGE €\NITCHBOA9 RESERVATIONS

Accounts Cashier Security Switchboard
Reception Housekeeping Maintenance Concierge/ Porters
Sales and Marketing Restaurant Reservation Bar

Kitchen
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2.7 Front Office Equipment and Use

The Front Office serves as the communication and information hub of the hotel.
To support its operations, it is equipped with various devices and systems that
help manage guest services, coordination, and documentation efficiently.

Telephone System

o Used for making and receiving calls (internal and
external).

« Providesinformation to guests, staff, and outside contacts.

o Essential for coordination with other departments and external
stakeholders.

Facsimile Machine (FAX)

e Operates via telephone lines.

o Used for sending and receiving official documents
quickly and securely.

e Although less common today due to email, some hotels still
maintain FAX machines for official correspondence.

Photocopy Machine e
e Produces quick and low-cost copies of documents and E I
images. g

o Useful for guest requests.(e.:.g., passport copies), staff B FE 7
documentation, and administrative tasks. = [

e May include additional functions such as scanning and
collating.

Front Desk Computer System

The core system that manages hotel operations and guest records.
Key functions include:

o Reservations: Create, edit, or cancel bookings. _
o Check-in & Check-out: Manage guest arrival and departure records.
« Room Management: Close or reopen rooms, update availability.

45



« Multi-property access: Switch between hotels if operating more than one
property.

« Notifications: Alerts for cancellations, new reservations, and check-
ins/outs.

o Guest profiles: Maintain guest history for personalized service.

Printer Machine

« Transfers information from computer to paper (e.g., bills, reports,
guest confirmations).

o Used for receipts, reports, guest bills, rooming lists, and ==
administrative records.

« Variesin speed, quality, and cost depending on usage; hotels may
use high-resolution color printers for professional outputs. e

-
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Module 3: Handle Reservations and Implement Check-in Procedures
3.1 Reservation Procedures

3.1.1 Handling Inquiries

The reservation process usually begins when a prospective guest makes an
inquiry about room availability, rates, or services. This is the first point of
contact and an important opportunity for the hotel to create a positive first
impression. A prompt, polite, and professional response reassures potential
guests about the quality of service they can expect.

How Do Inquiries Arrive?

1. By Telephone

o Advantages:
o Fast, interactive, and convenient.
o Allows both guest and hotel staff to ask questions in real time.
o Provides immediate confirmation of availability, making it ideal for
last-minute bookings.
e Limitations:
o No written record of details unless staff make notes.
o Important to follow up with a written confirmation (email/fax) if
time allows, to avoid misunderstandings.
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2. 0Online

e Advantages:
o Guests and travel agencies can check rates, availability, and make
bookings directly through:
= Hotel websites
= Centralized booking systems (for chains)
= Third-party travel/agency sites (sometimes offering last-
minute or discounted packages).
o Bookings are processed automatically through the hotel’s computer
system, creating an electronic record.
o Guests receive an instant electronic confirmation.
o Highly cost-effective for hotels, as it reduces the need for staff
involvement.
o Hotels often encourage online bookings by offering special
discounts or incentives.
e Limitations:
o Requires reliable technical infrastructure.
o Lack of personal interaction compared to direct inquiries.

[ Handling Inquiiries ]

|
[ 1

[ By Telephone ] [ Online ]

e Fast and interactive e Check rates and

s Immediate availability
confirmation e Processed

e Ideal for last-minute automatically

bookings e Electronic

e No written record confirmation

e Discounts offered

3.1.1 Information Exchanged During an Enquiry

For an enquiry to become a confirmed reservation, both the prospective guest
and the reservation clerk need to exchange specific information. This ensures
accuracy, avoids misunderstandings, and builds guest confidence in the hotel.
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Guest Questions (Typical Enquiries)

Prospective guests often ask about:

Availability of rooms (type and date).

Types of rooms and how many people they can accommodate.
Facilities in the room (TV, Wi-Fi, minibar, air-conditioning, etc.).
Facilities and services in the hotel (parking, childcare, gym, business
services, etc.).

Location of the hotel, transport access, proximity to attractions.
Room cost (per person or per night) and star rating of the hotel.
What is included in the tariff (e.g., breakfast, spa access).

Reservation Clerk Questions (Essential Details to Collect)

The clerk must confirm and record:

Type of room required.

Dates of arrival and departure.

Length of stay (number of nights).

Number of guests.

Room rate (per person/night) — confirm if acceptable.

Guest’s full name (correct spelling) and title (Mr., Mrs., Ms., Dr., Prof.,
etc.).

Guest’s contact details (address, phone, email).

Payment method preference (cash, card, corporate account).

Credit card details (if required to secure booking).

Guest’s mode of arrival (car, flight, train).

Anticipated time of arrival.

Guest history: Has the guest stayed before? Are they a loyalty program
member?

Guest’s nationality (for records/statistics).
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Is there a room of a type available on a date?
What types of room are available?

How many people does a room sleep?
What facilities are offered in the room?
What facilities and services does the hotel offer?
Is the hotel close to transport/attractions?
What is the cost of the room (per person

or per night)

What is a star rating of the hotel?

What is included in the cost/tariff (e.g.,
breakfast, access to the hotel facilities)
Where is the hotel located (and/or how can
the guest get there?

3.1.2 Planned Overbooking

What type of room is required?

When (on what dates) is the room required?
For how long (nights) is the room required?
How many people will be staying in the room?

The room rate is x (per person or per night):
is this acceptable?

What is the name of the guest (and how is

it spelled)?

What is the title of the guest (eg. Mr., Mrs.,
Ms., Doctor, Professor)?

What is the guest’s addresss, phone number
and/or e-mail address

How would the quest prfer toettle the bill?
May the hotel take the credit card number of
the guest (and if so, what is it)?

What is the guest’s anticipated ime of arrival
at the hotel?

While the reservation clerk checks availability before offering rooms, hotels often
deliberately overbook meaning they accept more reservations than actual

rooms available.

Why Hotels Overbook

e To counter no-shows (guests who book but don’t arrive).

e To cover last-minute cancellations or shortened stays.

o Based on past statistics (occupancy, cancellation, and no-show rates),
hotels estimate the percentage of expected losses and book extra

reservations accordingly.

e The aim: Overbookings and no-shows balance each other out, so rooms

are always filled.

Advantages of Planned Overbooking

« Reduces financial losses from cancellations/no-shows.
o Ensures maximum occupancy, avoiding wasted rooms.
e Prevents unnecessary refusals (which could drive customers to

competitors).
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Disadvantages of Planned Overbooking

« Relies on past statistical trends, which may be inaccurate.

« Risk of double-bookings leading to guest relocation or refusal.
o May cause guest dissatisfaction, stress, and loss of loyalty.
« Canresultin negative publicity and long-term revenue loss.

3.1.3 Types of Reservations

1. Guaranteed Reservations

A guaranteed reservation ensures that the hotel holds a room for the guest,
even in case of late arrival. This protects the hotel from loss of revenue due to
no-shows.

Ways to Guarantee a Reservation:

o Partial Pre-payment or Deposit
o Typically, the hotel requires a deposit equal to one night’s stay (per
room).
o The depositis credited to the guest’s account when they check in.
If the guest fails to show up or cancels on the day of arrival, the
hotel may:
= Retain the deposit as compensation, or
= Refund it if the room is re-let (depending on policy).
o If cancellation is made within the hotel’'s acceptable cancellation
period, the deposit is fully refunded.
e Credit Card Booking
o The guest provides their credit card number at the time of booking.
o Ifthe booking is not cancelled within the permitted time, the hotel may
charge the card up to an agreed amount.
o Guests are usually informed that credit card bookings are automatically
guaranteed.
e Special Agreements
o Corporate clients, travel agencies, or airlines may have agreements
with the hotel.
o Rooms are held for their use, regardless of whether or not they are
actually occupied.
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o This builds long-term business relationships and ensures steady

revenue.

Guaranteed
Reservations

[ 1

™ a ™~ - N
Partial Credit Special
Pre-payment Card Agreements
or Deposit Booking Roorm heis
Deposit of Credit card for clients’ use
one night's Nnumber
payment provided

S || = ||

2. Non-Guaranteed Reservations

A non-guaranteed reservation means that the hotel agrees to hold a room for
the guest, but only under limited conditions. Unlike guaranteed reservations, the
hotel is not obliged to keep the room available all night.

Types of Non-Guaranteed Reservations

1.

6 PM Release Reservation

The hotel holds the room until 6 PM on the day of arrival.
If the guest arrives after 6 PM, the hotel is free to re-let the room.
Advantages for the guest:

o No cancellation fees for late arrival or no-show.
Advantages for the hotel:

o Reduces losses by re-letting unclaimed rooms.

Take or Place (T or P) Booking
A type of “waiting list” facility, commonly offered by hotel chains to loyal or
frequent guests.

If the hotel is fully booked, it promises to either:
o Take the guest if a cancellation or no-show frees a room.
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o OrPlace the guestin a comparable sister property (ideally within
the same chain).
« Benefits:

o Ensures guest loyalty and satisfaction.
o Allows chains to balance occupancy across multiple hotels.
o Reduces the negative impact of overbooking at a single property.

3.1.4 Cancellation Procedures

Non—-Guaranteed
Reservations

6 PM Release Take or Place
Reservation (T or P) Booking
¢ e
> L::: Rl - |
e Held until 6 PM e A waiting list facility
on the day of arrival for loyal guests
e May be re-let if e Guest will be taken
guest arrives after or placed in a sister
S PM property

Cancellations are a normal part of hotel operations, but they must be handled
systematically to minimize confusion and financial loss.

A. Standard Cancellation Process

When a reservation is cancelled, the entire booking process must be
reversed:

o Diary entry deleted.

o Chart entries erased or updated.

o Cancellation notice appended to guest reservation record (to avoid
confusion if the guest still arrives).

o Cancellation logged in the guest history card (if applicable).

D h computerized systems:

e The reservation is simply marked as cancelled, which automatically
updates all related records.
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« The cancelled record may be retained for reference in case of queries.

B. Monitoring Cancellations

« Persistent cancellations by an individual or company may lead to:
o Requests for compensation.
o Blacklisting of the guest/company.
o Cancellation data is recorded as part of statistics to help calculate safe
levels of planned overbooking.

C. Cancellation Period & Penalties

o Most hotels set a cancellation deadline (e.g., 36 hours before arrival).
« If cancelled after this deadline:
o Ashort-notice cancellation penalty applies (deducted from
deposit or charged to the guest’s card).
e Purpose: discourages frivolous bookings and reduces no-shows.

D. Discretionary Cancellations

« Hotels may waive penalties for:
o Loyallrepeat guests.
o High-value or potentially profitable guests.
o Situations where rooms can be easily re-let (e.g., city hotels in high
demand).

E. Group Cancellations

« Tour group cancellations at short notice may cause major revenue
losses.
o Typically covered in contracts with tour operators:
o Operators agree to indemnify the hotel (compensate for losses).

3.2. Check-in Procedures

3.2.1. Receiving and checking-in guests

1. Pre-arrival

To effectively prepare for guest arrivals, the front office requires a comprehensive
list of all expected guests for a given day. This list should include:

o Estimated arrival times (ETA)

e« Room type (or allocated room, if any)
o Special requirements (e.g., dietary restrictions, accessibility needs)
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The arrivals list is typically generated the day before the arrival date using data
from the booking’s diary. This ensures the list is as current as possible,
accounting for last-minute walk-ins or "chance" lettings.

Separate group arrivals lists and VIP/Special Attention Guest lists may be
generated a week in advance. This is because these guests often require more
extensive preparation and coordination.

These various lists are then distributed to relevant departments:

o Housekeeping: To ensure rooms are prepared for new arrivals.

« Food and Beverage Manager: For incoming banqueting parties or guests
with specific dining requests.

o Guest Relations: To identify and cater to VIPs or guests requiring special
attention.

The arrivals list is usually organized alphabetically for easy reference when
guests arrive.

2. Welcoming or receiving guests

2.1. First Impressions

First impressions are paramount in the hospitality industry. The appearance,
demeanor, and efficiency of the reception and front house staff significantly
impact guests' perceptions of their stay. These initial interactions can either meet,

exceed, or disappoint guests' expectations, influencing their overall experience,
their likelihood of recommending the hotel, and their decision to return.

Guest Check-In Process

Handle immediate
guest concems

Verify reservation and Establish records for Welcome the guest
arrival details walk-in guests with courtesy
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Regardless of the quality of check-in systems or the impressiveness of the hotel's
public spaces, a failure to welcome each guest promptly, courteously, and in a
friendly manner can negatively affect the guest experience.

2.2. Registration
Upon a guest's arrival at the front desk, the receptionist should:

1. Locate the Booking: Consult the arrivals list and/or other booking
records to verify the guest's booking details. This confirms the existence of
a reservation, the availability of a room, and that the guest has arrived at
the correct hotel on the correct day.

2. Create New Records (if necessary): For "chance" or walk-in guests
without prior reservations, guest records must be created from scratch.

3. Greet the Guest: After greeting the guest in a welcoming and courteous
manner, confirm or enter the guest's booking details.

4. Address Urgent Questions: Deal with any immediate questions or
concerns the guest may have.

Why Do Guests Need to Register?

Registration is a vital step in the check-in process. It benefits both the hotel and
the guest in several important ways:

Importance of Registration

o Legal Compliance: Hotels are legally required to maintain accurate
records of all guests.

Guest Registration Process

Guest Arrival

Guest arrives at the front desk

Locate Booking

Receptionist checks booking records

Create New Records

MNew records created for walk-in guesis

Greet Guest
Guest greeted warmly by receptionist

Confirm Booking Details

Booking details confirmed or entered

Address Questions

Guest's questions and concerns addressed




Safety & Security: Registration provides a record of actual arrivals (not
just reservations). This helps account for guests in emergencies such as
fire, evacuation, or other disasters.
Management Information: Data collected during registration supports:

o Arrivals vs. reservations tracking.

o Occupancy statistics.

o Guest demographics (e.g., nationality).
Contractual Confirmation: Signing the register confirms the guest’s
acceptance of the hotel’s terms and conditions.
Operational Convenience: Keeps guests occupied while the receptionist
verifies booking details, allocates rooms, and prepares keys.

Types of Registration Methods

1. Registration Book

o A bound book in which guest details are entered.
o Low-cost and simple, but all entries are visible reducing guest
confidentiality.

2. Forms and Cards

o May include:
= Standard Registration Form (for domestic/UK guests).
= Overseas Visitors Form (also called Aliens Form), for
international guests.
o More expensive to prepare but more flexible than a book:
= Multiple guests can fill them in simultaneously.
= Suitable for groups or conferences (forms can be prepared in
advance).
= Can be pre-printed in multiple languages.
= Protects guest confidentiality (details not visible to others).
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2.3 Room Allocation

If a specific room has not been pre-assigned, the receptionist must check the
room status records before allocating one. These records indicate:

Comparison of Registration Methods

REGISTRATION BOOK FORMS AND CARDS
Pros: Pros:

e Low-cost e Multiple guests can register
® Simple to use at the same time

Cons:

e All entries visible
(less confidentiality)

e | ess flexible format

e Forms suitable for groups
and conferences
e Better guest confidentiality

Cons:
e Higher preparation costs

Rooms currently occupied

Rooms reserved

Rooms under housekeeping or maintenance
Rooms available for immediate occupation

Room allocation is then made according to availability and guest preferences.

Priorities in Room Allocation

VIPs and Major Clients: Should be given the best available rooms within

their grade.
Loyal Returning Guests (Regulars): Priority recognition strengthens

guest loyalty.
Earlier Bookings and Longer Stays: Often prioritized over short-stay

guests.
Special Needs Guests: Requests such as accessibility for the disabled

must always take precedence.
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Handling Early Check-ins

When guests arrive earlier than expected, the requested room may not yet be
ready due to ongoing occupancy, cleaning, or maintenance. In such cases,
reception staff should:

Acknowledge guest frustration and reassure them courteously.
Offer an alternative room or type, if immediately available.
Register the guest and apologize if their room is not yet ready.
Provide luggage storage and ensure bags are later transferred to the
room.

Direct the guest to comfortable waiting areas, refreshments, or
entertainment, and inform them when their room will be ready.

6. Notify housekeeping to prioritize the cleaning/preparation of the
allocated room.

PwnN e

o1

2.4 Booking-out or “Walking” the Guest

Sometimes, due to overbooking or operational issues, the
’ 9 b ’ ROOM ALLOCATION
hotel may need to relocate a guest to another property — a

, : ) PROCESS
practice known as booking-out or walking.

6 3
o . CHECK ROOM
Principles of Booking-out ‘ STATUS |
e Guests with the shortest reservations (e.g., one p ! .
night) are considered first, since their inconvenience is APPLY PRIORITY
minimized. RULES
o First-time guests may be relocated ahead of loyal or ) T
repeat guests, to avoid alienating long-term customers. ( )
o Overseas guests may be considered before domestic ! ASSIGN ROOM )
guests, especially if repeat business from them is
unlikely.
BOOKING-OUT PROCESS
' \
IDENTIFY GUEST
Best Practices for Handling Booking-out . i g
{ \
« Minimize inconvenience to the guest and protect the \ BELOGATE )
hotel’s reputation. . ! ;
e Assign the case to a senior receptionist or duty COMPENSATE
manager, so the guest feels their concerns are taken \ /
seriously. r . \
« Relocate the guest to: A FOLLOW-UP |
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o Ahotel of similar grade and room type at a similar rate.
o ldeally, another property within the same hotel group.
o If possible, offer a better room or terms at the same price to reduce
dissatisfaction.
o Cover associated expenses, including:
o Transport to the new hotel (shuttle or taxi).
o Telephone calls related to relocation.
o Any excess charges if the new room is more expensive.

2.5 Checking the Method of Payment

At this stage of the check-in process, the receptionist confirms financial
details to ensure a smooth billing experience later.

Usual practices include:

« Confirming the room rate with the guest, including what is covered (e.g.,
breakfast, taxes).

« Recording and confirming the method of payment (cash, credit card,
corporate account, etc.) and ensuring it is accepted by the hotel.

« Clarifying which foreign currencies are accepted, along with applicable
exchange rates.

« Verifying billing arrangements if a company, travel agency, or third party
is paying (e.g., collecting vouchers, opening a separate account for
extras).

« Confirming and posting any prepaid deposits to the guest’s account.

o Fornew or unknown guests, taking measures to ensure payment
security, such as:

o Requesting prepayment.

o Imposing a credit limit on the guest’s account.

o Requesting an interim or partial payment if the bill reaches a set
threshold.

) These actions must be handled tactfully to avoid offending the guest, and
may sometimes be escalated to a duty manager.

2.6 Issuing Keys

Once registration and room allocation are complete, the receptionist issues the
room key or key card, explaining its use if necessary.

Additional steps include:

o Offering services such as wake-up calls or newspaper delivery.
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Checking for messages or mail awaiting the guest.

Recording any special requests (e.g., medical requirements, special
meals) and forwarding them to the appropriate department.

Handling late check-out requests, subject to room availability. An extra
charge may apply.

2.7 Follow-up Administration

After the guest has been escorted to their room, the front office carries out
essential administrative tasks:

Updating guest records in the reservation system to mark arrival and
note payment details.

Informing relevant departments (housekeeping, F&B, guest services) that
the guest has arrived.

Opening a billing account, where accommodation and incidental charges
will be posted.

Amending the room status to “occupied” to prevent re-letting.

) In computerized systems, many of these updates occur automatically. In
manual systems, staff must update records by hand.

2.8 Automated or Self-Service Check-in

Many large hotels now provide self-service kiosks or online systems for guest
convenience.

How it works:

The guest inserts a credit card or scans a bar-coded confirmation slip.
The system retrieves and displays the reservation detalils.

After confirmation, itissues a key card and may allow guests to request
services (e.g., wake-up calls, newspapers).

The hotel management system is updated to reflect the check-in.

Advantages:

Allows arrivals outside of front desk hours.

Saves on 24/7 staffing costs.

Improves security and reduces overnight staffing risks.

Offers quick service during busy check-in periods.

Convenient for locations such as airports or conference centers.

60



Disadvantages:

Advantages of Self-
Service Check-in

Allows guest arrival outside
office hours

Saves the hotel the cost of
staffing reception
on a 24/7 basis

Improves security and reduces
overnight staffing risks

Offers quick service during
busy check-in periods

No personal welcome or human interaction.

May alienate older or traditional guests who prefer personal service.
Limited flexibility compared to reception staff.

May still require separate registration forms for legal compliance.

Disadvantages of Self-
Service Check-in

No personal welcome or
human interaction

May alienate older or
traditional guests

Limited flexibility compared
to reception staff

May still require separate
registration forms

3.3 Chance Arrivals, Non-Arrivals, and Booking Changes

3.3.1 Chance Arrivals

Guests who arrive without prior reservations are called chance arrivals or walk-

in guests.

o Reception may request prepayment, cash deposit, or a credit card

imprint.

o Cheques are often declined unless backed by a bank guarantee.
o For guests without credit cards, it is standard to:
o Require cash payment for all extras (instead of room charging), or
o Seta credit limit for extras. Once this limit is reached, the guest is
politely asked to settle the balance before incurring further charges.
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« These measures protect the hotel against unpaid bills while still welcoming
valuable business.
) In some hotels, especially smaller ones, chance arrivals may account
for up to 90% of business, making them an essential guest segment
despite the risks.

3.3.2 Non-Arrivals (No-Shows)

When a guest with a confirmed booking fails to arrive, the hotel risks losing
revenue, unless it can re-let the room.

Strategies to Reduce No-Shows:

« Chasing unconfirmed bookings via letters, emails, or phone calls
(especially for groups).
e Re-confirming reservations the day before arrival (common in small
hotels).
e Applying penalties:
o Guarantee bookings with credit cards.
o Collect non-refundable deposits.
o Impose cancellation fees.

Strategies to Minimize Impact of No-Shows:

« Implement planned overbooking to offset expected no-shows.

o Advertise release times (e.g., 6 PM release) and inform guests that
unclaimed rooms will be re-let.

« Maintain a waiting list during peak periods to reallocate released rooms.

« Notify last-minute vacancies to agencies or local tourist bureaus.

« For habitual no-shows, hotels may send a formal letter requesting
compensation, even if legal action is not practical, to discourage
repetition.

3.3.3 Changes to the Booking

Guests may request room changes either immediately upon inspection or later
during their stay (e.g., due to noise or preference for a better room).

Principles for Handling Booking Changes:

o Guest satisfaction should remain the priority; try to accommodate
requests wherever possible.

« If no alternative room is available, staff must politely explain and propose
other solutions (e.g., maintenance support, extra amenities).

o Allrecords and charts must be updated promptly to avoid confusion
regarding room status, billing, or housekeeping.
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« Computerized systems automatically synchronize these updates, while
manual systems require staff to communicate changes across
departments.

CHANCE ARRIVALS, NON-
ARRIVALS, AND BOOKING CHANGES

CHANCE NON- BOOKING
ARRIVALS ARRIVALS CHANGES
Payment Prevention + Guest Satisfaction
Security Minimization + Records Update
e Prepaymentor ¢ Chasing o Accommodate
credit card unconfirmed requests
imprint bookings wherever
e Set a credit ¢ Re-confirming possible
limit for day before e Update records
extras o Applying and charts
penalties or

release times
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Module 4: Provide Effective Guest Service and Coordinate with
Guests

4.1 Providing Tourist Information to Guests

To deliver exceptional guest service, front office staff must be able to provide
accurate and up-to-date tourist information. This requires knowledge not only
of the property but also of the wider destination.

Key Knowledge Areas (Example: Saudi Arabia)

« Seasonal influences: e.g., pilgrimage season, festivals, best time for
flora/fauna viewing.

e Major attractions: Old Diraiyah, Masmak Citadel, National Museum
(Riyadh), Al-Masjid al-Haram (Mecca), Jeddah Fountain, Al Balad, The
Black Stone, Masjid al-Nabawi, Riyadh Zoo.

e Children’s parks: Taif Al Ruddaf Children Park, Amusement Parks, Zoos.

e Tourist developments: Al-Hada Resort, Cable Car, Al-Kar Tourist
Village.

« Natural heritage sites: Mada’in Saleh.

e Local markets: Handicraft Market in Balad, Souk Al Alawi street market.

e Museums: Museum of Abdel Raouf Hasan Khalil, Jeddah Museum.

Staying Up-to-Date

o Keep current with industry news, attractions, and property updates.

o Share information with colleagues and junior staff.

o Promote the property’s services in a way that meets guest expectations.

o Demonstrate enthusiasm and commitment through your knowledge and
recommendations.

Responding to Guest Requests

When providing information, staff may need to:

e Share tour or travel agent contact numbers.

o Make personal recommendations based on guest interests.

o Provide maps, brochures, or business cards.

o Explain directions and transport options.

« Highlight local events, attractions, and festivities.

o Provide information about places of worship.

o Refer guests to the concierge for reservations or make them directly if in
a smaller property.
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4.2 Describing the Facilities

Receptionists must have a thorough knowledge of all property facilities, since

guest inquiries may arise at any time.

Facility Knowledge Includes:

« Food & Beverage outlets (restaurants, bars, cafes, room service).
o Housekeeping services (laundry, dry-cleaning, amenities).

« Business centers, conference facilities, and meeting rooms.

o Leisure facilities (swimming pool, gym, spa, children’s areas).

Because facilities such as restaurant opening hours change frequently, staff must

stay continuously updated.

Application in Guest Service

« Begin with a basic list of facilities, then expand with details.

o Use suggestive selling techniques: recommend and highlight attractive

features to encourage usage.
e Apply up-selling and cross-selling to maximize revenue (e.g.,
suggesting premium rooms, packages, or sister properties).

4.3 Informing Guests of Local Attractions

Guests often rely on reception staff for advice about local attractions.

Sources of Information

e Brochure racks with pamphlets on attractions, tours, and restaurants.
o Local newspapers, guidebooks, transport timetables, and directories.

e Specialized publications such as “What to Do in [City]".

Best Practices

e Do not simply hand out materials review them with the guest.

« Maintain a mental list of popular attractions that can be confidently
recommended.

o Use maps to show the hotel’s location and mark key attractions.

o Provide clear directions and options for transportation.
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4.4 Using Selling Techniques to Promote Services

Receptionists are key salespeople for the property’s facilities. Promoting services
improves both guest experience and revenue.

Core Selling Techniques

e Suggesting: Offer different room categories or rate plans.
o Describing: Use enthusiastic, attractive language when explaining

facilities.

« Explaining: Ensure guests understand facilities they may overlook (e.g.,

wake-up calls, business center).

e Up-Selling: Encourage guests to purchase higher-value options (e.g.,

upgrading to a suite).

o Cross-Selling: Suggest services from other company branches (e.g.,

sister hotels, car hire services).

4.5 Informing Guests of Relevant Information About Their Stay

During check-in, it is essential to provide guests with accurate stay information.

Key Information to Share

e Confirmroom rate and
inclusions.

o Confirm departure date, which
affects room availability for other
bookings.

e Provide coupons or vouchers
for inclusive meals or services.

o Reviewpackage conditions, as
special deals often have
restrictions.

o Clarify what is included in all-
inclusive rates (meals, spa,
excursions, etc.).

Providing
Tourist
Information

MODULE 4

Informing  Provide Effective

Guests of Guest Service
Relevant and Coordinate
Stay with Guests

Information
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Module 5: Implement Check-out Procedures

5.1 Checking-out Guests

The check-out stage marks the guest’s final interaction
with the hotel. It is a crucial opportunity to:

e Deliver seamless service that leaves a positive
last impression.

« Handle administrative tasks smoothly and
efficiently.

« Offeradditional services such as luggage
handling or onward travel assistance.

A guest who departs feeling well taken care of is far
more likely to return and recommend the property to
others.

5.1.1 Standard Check-out Procedures

Like check-in, check-out follows a set of structured
procedures designed to balance guest convenience
with operational efficiency.

1. Check-out Times

« Hotels communicate standard check-out times
at several points:
o During reservation.
o Atcheck-in (on registration forms).
o Through in-room information folders or
signage.
e Usual check-out times are 10:00 am or 11:00
am, ensuring rooms can be vacated, cleaned,
and prepared for new arrivals in the afternoon.

Check-out Process

Confirm Departure

Verify the departure date and
planned check-out time

;

Provide Services
Offer added services such as
assistance with luggage
or travel arrangements

v

Prepare the Bill
Produce the final bill in advance
or at check-out

v

Present the Bill

Review charges and present the
bill to guest for final approval

¥

Process Payment

Collect payment using the guest's
preferred method

=7,

v

Collect Key

Ensure the key or key card is
returned

\

« Standard times help coordinate housekeeping schedules and maintain

smooth room turnover.
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2. Confirming Departures

« Even though departure dates are recorded during reservation and
registration, some guests may wish to extend their stay unexpectedly.
o To avoid last-minute issues, many hotels confirm departures the
evening before.
o This step helps clarify:
o Early departures: Bills must be settled in advance, and
instructions given for key return.
o Late check-outs: Requires approval, adjustment of housekeeping
schedules, and sometimes an additional fee.

3. Departure Services & Information

Check-out also presents an opportunity to offer value-added services.
Reception staff may provide:

o Early wake-up calls for departing guests.
« Luggage assistance.
e Airport transfers or travel arrangements.
o A Departure Pack, which might include:
o Final bill for preview.
Reminder of check-out procedures.
Customer feedback form to evaluate services.
Promotional materials such as hotel brochures or loyalty offers.
A thank-you note or letter, leaving a warm final impression.

o O O O

4. Departure Notifications

When a guest’s departure is confirmed, it is critical to notify other departments:

e Switchboard: Stop routing calls to the vacated room.

o Housekeeping: Update cleaning schedules and prepare the room for re-
letting.

« Food & Beverage, bar, and other outlets: Stop extending credit to the
guest’s room account.

These notifications are often managed via a Departures List, circulated among
relevant departments.
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5. Bill Preparation, Presentation, and Settlement

e The guest’s bill (also called folio) should be:

o Prepared in advance when possible.

o Presented courteously, allowing the guest to review all charges.
o Bills may be presented at:

o The time of check-out.

o The night before, for guests with early departures.
« Clear, accurate billing ensures guest confidence and avoids disputes.

6. Key Return

o Guests must return room keys or electronic key cards upon departure.

o Keys are checked against racks or pigeonholes labeled with room
numbers.

« For electronic systems, room access codes are deactivated to ensure
security.

o Proper key return prevents both security risks and operational
inconveniences.

7. Updating Records

« Computerized systems: Automatically update room and guest status
upon check-out.
« Manual systems: Require front office staff to:
o Update room status from “occupied” — “vacant but not ready”
— ‘“available.”

o Remove the guest card from the room rack.
o Update the guest index for switchboard reference.

5.2 Payment Procedures

Once the bill is reviewed and agreed upon, the guest must settle their account.
The hotel may accept a variety of payment methods, though preferences vary
depending on factors like liquidity, security, and transaction value.

Factors That Influence Payment Preferences

1. Liquidity
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Refers to how quickly the hotel can access the money.
Cash: Instantly available, highly liquid.
o Credit accounts: May take 30-90 days for payment to be
processed.
2. Security
o Involves the safety of handling and storing payment.
o Cash: Vulnerable to theft, requiring robust security.
o Cards and traveler’s cheques: Safer, since they require a
signature or PIN.
3. Worth
o Thefinal value received after transaction costs.
o Credit cards: Subject to handling charges, commissions, and
delayed processing.
o Foreign currency: Can be profitable if hotels apply favorable
exchange rates.

Common Payment Methods in Hotels

1. Cash
o Most liquid but risky to handle.
2. Foreign Currency
o Convenient for international guests; hotels may profit on exchange
margins.
3. Cheque
o Riskier, often only accepted with a bank guarantee.
4. Traveler’'s Cheques
o Secure alternative to cash; widely accepted.
5. Credit Cards
o Convenient and secure, but reduce hotel’s net worth due to
commissions.
6. Debit Cards
o Direct and secure; usually faster settlement than credit cards.
7. Credit Accounts
o Extended to corporate or repeat guests; payment delayed by
agreed terms.
8. Vouchers
o Prepaid arrangements, often issued by travel agents or tour
operators.

5.2.1 Summary: Comparison of Payment Methods

Hotels must balance liquidity, security, and worth when accepting payments.
The table below summarizes the advantages and disadvantages of common
methods:
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Method Liquidity (Speed

of Funds)
Cash Immediate
Foreign 1 day
Currency
Cheque 3 days
Traveler's 4 days
Cheques

Credit Card 7 days

Credit 30 days
Account
Vouchers 60 days

Security (Risk Level)

Low payment risk (unless
counterfeit) but high theft risk

Risk of counterfeit or unfamiliar
notes; theft risk

Payment risk if forged or
dishonored; low theft risk (worthless
to thief)

Generally secure; forgery risk
minimal; low theft risk

Payment guaranteed, but risk of
fraud/theft despite security features

Default risk exists, but no theft risk

Risk of agency/operator default; no
theft risk

Worth (Final Value)

100%

102-104% (profit margin on
exchange rates)

98%

98%

96% (reduced by
commission/fees)

100% (but hotel loses
interest on delayed funds)
89% (lowest net worth)

5.2.1 Summary: Comparison of Payment Methods

Hotels must balance liquidity, security, and worth when accepting payments.
The table below summarizes the advantages and disadvantages of common

methods:

Key Insights for Front Office Staff

o Cash is the fastest and most complete method but exposes the hotel to

theft.

o Foreign currency can be profitable if exchange margins are managed

carefully.

o Cheques and traveler’s cheques are safer to store but slower and
subject to authenticity checks.
o Credit cards are convenient and widely used but cost the hotel in

commission fees.

o Credit accounts and vouchers are useful for corporate and travel
agency business but delay payment and reduce liquidity.

71



Summary: Comparison of Payment Methods

Liquidity Security Worth
Low payment risk
°@¢°| Cash Immediate  (unless counterfelt) 100 %
but high theft risk
Foreign Risk of counterfeitor ~ 102-104%
> 9 > 1day unfarnillar notes; (profit margin on
currency .
theft risk exchange rates)

Payment risk if

' | Cheque 3days forged or dishonond,; 98 %
— low theft risk
f=—=1 Generally secure;
o= Travelers 4 days  forgery risk minimal; low 98 %
—J cheques theft risk
Credit Payment guaranteed, 100% (reduced by
g 7 days but risk of fraud/thef ~ commission/
card despite security features fees)
" o)
= Credit 30 days Default risk exists, (butL?)toel/roses
| account but no theft risk interest on delayed

Risk of agency/ 89%
E$ —3 Vouchers 60 days operator default; no (lowest net

SalsEEls SIS

Module 6: Hotel Information System (HIS)

6.1 Hotel Management System (PMS)

A computerized Property Management System (PMS) is at the heart of
modern hotel operations. It integrates multiple functions into a single, centralized
database, ensuring efficient operations, accurate records, and improved
guest service.
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Key Features of PMS

1. Enquiry & Reservation Management
o Records all guest enquiries.
o Converts enquiries into confirmed reservations.
o Updates guest records with enquiry and booking status.
2. Reservation & Group Booking Applications
o Manages single and group reservations.
o Provides real-time availability status.
3. Yield Management
o Assists staff in accepting or rejecting reservations based on room
availability and pricing strategies.
o Maximizes revenue by applying rate optimization techniques.
4. Arrival & Departure Management
o Generates accurate arrival and departure lists.
o Issues amendment notifications for last-minute changes.
5. Room Status & Availability
o Automatically updates as rooms become vacant, cleaned, or
occupied.
o Helps staff allocate rooms efficiently.
6. Guest Records
o Stores complete guest profiles, including reservations, charges,
preferences, and history.
o Supports check-in, billing, and check-out processes.
7. Electronic Point of Sale (EPOS) Integration
o Links outlets like restaurants and bars to guest billing accounts.
o Ensures all charges are posted in real time.
8. Billing & Accounts
o Generates itemized guest accounts, covering deposits,
prepayments, room charges, and extras.
o Automatically prepares bills, processes payments, and integrates
with general accounts.
9. Night Audit Functions
o Conducts automated daily checks and balances on financial and
operational data.
10.Housekeeping & Maintenance Scheduling
o Logs guest requests.
o Updates room status and maintenance schedules in real time.
11.Management Information System (MIS)
o Provides forecasts, charts, graphs, and performance reports.
o Assists managers in decision-making.
12.Communication & Messaging
o Calendar, diary, and internal messaging features.
o Switchboard integration for internal/external calls.
o Automated call logging and charge allocation.
13.Guest Services Integration
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o Automated early morning/wake-up calls.

o Personalized correspondence using word processing links.
14.Building & Security Management

o Energy monitoring systems to reduce unnecessary usage.

o Electronic key coding for guest room doors.

o Fire, intruder, and theft alarm systems.
15.Marketing & Distribution Integration

o Links reservation system with booking agencies, tourist information

centers, and group hotels.

6.2 Hotel Management Software (HMS)

Technology in hospitality evolves rapidly, and Hotel Management Software
(HMS) plays a critical role in keeping operations efficient and competitive.

6.2.1 What is Hotel Management Software?

« HMS is software that streamlines administrative tasks, manages
bookings, and improves guest experience.

o Covers the entire guest journey: from online booking to stay to post-
departure feedback.

o Ensures smoother operations for staff and enhanced service for guests.

6.2.2 Purpose of Hotel Management Systems

HMS is essential for both independent hotels and large chains, serving
multiple purposes:

1. Managing Bookings
o Automates the booking process.
o Reduces manual input errors.
o Prevents overbooking by synchronizing across distribution
channels.
2. Direct Bookings
o Integrates with online booking engines.
o Increases revenue by reducing reliance on third-party agents.
3. Channel Management
o Connects hotels with OTAs (Online Travel Agencies), GDS (Global
Distribution Systems), and agents.
o Provides real-time booking information across multiple platforms.
4. Hotel Website Integration
o Builds or enhances the hotel’s website.

74



o Ensures user-friendly design to encourage online reservations.

6.2.3 Benefits of Hotel Management Technology

An effective HMS offers wide-ranging benefits for hotel operators:

1. Reduce Administrative Tasks
o Automates repetitive processes (bookings, billing, reporting).
o Allows staff to focus on personalized guest service.
2. Increase Online Presence
o Improves visibility in search engines.
o Enables direct online bookings through integrated web tools.
3. Build Guest Relationships
o Provides tools for personalized communication and loyalty
management.
o Helps identify and engage new market segments.
4. Enhance Distribution
o Expands the hotel’s reach across multiple sales channels.
o Maintains rate parity and avoids conflicts.
5. Revenue Management
o Offers pricing tools to adjust rates dynamically.
o Helps maximize revenue per available room (RevPAR).
6. Boost Bookings
o Increases both seasonal and off-season reservations.
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o Attracts new customer segments through integrated marketing and
distribution.

Module 7: Demonstrate Professionalism and Mannerism at
Workplace

7.1 Professionalism & Personal Attributes

Professionalism is more than simply doing your job it is about how you perform
your duties, how you treat others, and the standard of excellence you uphold.
According to the Merriam-Webster Dictionary, professionalism is “the conduct,
aims, or qualities that characterize or mark a profession or a professional
person.”

This definition highlights several key attributes that together define a
professional:

1. Specialized Knowledge

o Professionals possess in-depth knowledge and skills, often supported by
formal education, training, and certifications.

e They commit to continuous learning, keeping their expertise up-to-date
to deliver the best possible results.
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2. Skills & Competence

« Professionals are reliable and competent.

o They deliver on promises, and when challenges arise,
they focus on solutions rather than excuses.

o They manage expectations honestly and ensure tasks
are completed to high standards.

3. Accountability
o Professionals take responsibility for their actions,
words, and decisions.
o They admit mistakes, learn from them, and take
corrective action instead of shifting blame.
4. Honesty & Integrity
« Professionals keep their word and maintain ethical
conduct at all times.
« They choose the right course of action, even when it
is difficult, and never compromise core values.

5. Self-Regulation

« They maintain composure under pressure.

Top Skills You Need

to Wait Tables

Strong.
Communication People Skills

/ N
/ GoodMemory  Working Quickly

| Muttitasking \
(L

kD the balance

Owning results means
being accountable to
success and to failure.

RELIABILITY INTEGRITY TRANSPARENCY
HONESTY CORE VALUES cOM MITMENT
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shutterstock.com - 532292002

« Example: A guest service agent calmly handling an angry customer
without raising their voice, focusing instead on resolving the issue.

6. Professional Appearance

o Professionals look the part neat attire, good grooming, and an overall

confident presence.

o Dressing appropriately fosters respect from colleagues and customers

alike.
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7.2 Do’s & Don’ts for Waiters

Employers expect staff to act with professionalism and display positive workplace
behaviors. Below is a detailed breakdown of key expectations, along with
corresponding Do’s and Don’ts.

Commitment

« Do’s:

o Work hard to support organizational goals.

o Always do your best.

o Dress appropriately and represent the establishment positively.
« Don’ts:

o Criticize the organization to outsiders.

o Focus only on what benefits you.

o Show disinterest in the business’s reputation.

Enthusiasm

e Do’s:

o Be genuinely interested in your work.

o Share ideas and suggestions.

o Maintain a cheerful, helpful attitude.
o Don’ts:

o Do only the bare minimum.

o Be uncooperative with colleagues.

o Constantly complain about the job.

Dependability

e Do’s:

o Arrive on time.

o Complete assigned tasks as scheduled.

o Notify the employer if absent due to illness.
e« Don'ts:

o Arrive late regularly.

o Miss work without notice.

o Make excuses for unfinished work.
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Honesty

e Do’s:
o Admit mistakes openly.
o Express opinions truthfully.
« Don’ts:
Steal tools, materials, or resources.

@]
Try to “get away” with dishonesty.

(0]

Willingness to Learn

« Do’s:
o Listen carefully to instructions.
o Ask questions when in doubt.
o Learn from mistakes.

e Don'ts:
o lgnore instructions.

Resist feedback or advice.

O
Repeat the same mistakes.

o

Accepting Feedback

« Do’s:
o Stay open to constructive criticism.

o Use feedback to improve work quality.
« Don’ts:
O

o Reject feedback outright.

o Be unreceptive to change.

Time Management

« Do’s:
o Prioritize tasks effectively.
o Begin work promptly.
o Stick to deadlines.
o Don’ts (Examples):
o Procrastinate on assigned tasks.
o Waste resources or time.

o Fail to deliver within set timelines.

Become angry or sulk when corrected.
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Attendance & Punctuality

« Do’s:
o Maintain consistent attendance.
o Arrive on time for shifts.
o Ensure no disciplinary action is needed.
o Don’ts (Examples):
o Arrive late or leave early.
o Skip work without valid reason.
o Cause loss of pay, promotions, or even your job due to poor
attendance.

Professionalism &
Personal Attributes

Rl & & 2

Specialized Skills & Accountability Honesty &

Knowledge Competence Hold oneself Integrity
Commit to learning Deliver reliable and responfsible Be truthful, trans-

and improving high-quality work for actions parent, and ethical

Self-Regulation Looking the Commitment
Stay calm and Part Show enthusiasm

professional Dress appropriately  and dedication
under pressure for the workplace

7.3 Required Competencies for a Front Desk / Waiter
Professional

To excel in the hospitality industry, professionals must combine knowledge-
based competencies with soft skills. These qualities ensure that service
delivery meets industry standards and creates a positive guest experience.
A. Knowledge & Technical Skills

1. Understanding of Hospitality & Catering Industry



o Possesses sound knowledge of hospitality operations and
customer service standards.
o Understands how hotels, restaurants, and catering services
function together.
Personal Hygiene, Appearance & Grooming
o Maintains a neat, professional appearance.

o Adheres to strict hygiene standards essential for handling food and

interacting with guests.
Basic First Aid & Emergency Response
o Able to provide immediate care in case of accidents or medical
emergencies.
o Follows workplace safety procedures to prevent hazards.
Health & Safety Practices
o Applies occupational health and safety standards (OHS).
o Ensures food handling and service areas are safe and hygienic.
Food Outlet Standards
o Maintains cleanliness and order in work areas.
o Adheres to brand standards of the restaurant, café, or hotel dining
area.
Communication & Social Skills
o Builds rapport with guests using polite language, active listening,
and empathy.
o Demonstrates cultural sensitivity and professionalism.
Continuous Learning
o Keeps knowledge up-to-date with hospitality trends and workplace
requirements.
Food & Beverage Service
o Demonstrates skills in serving, presenting, and clearing food and
beverages professionally.
Guest Service Delivery
o Meets and exceeds guest expectations through courteous and
attentive service.

10.Shift Completion

Works effectively during assigned shifts.
Ensures tasks are completed before handing over responsibilities.

B. Soft Skills Competencies

PoObdE

Team Player — Collaborates effectively with colleagues.

Work Ethics — Shows honesty, reliability, and responsibility.

Time Management — Prioritizes tasks to meet deadlines.
Communication Etiquette — Speaks politely, maintains eye contact, and
uses respectful gestures.
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5. Professionalism — Consistently displays appropriate workplace behavior

and attitude.

Multitasking — Manages multiple duties without compromising quality.

Work Under Pressure — Remains calm and efficient in busy or stressful

situations.

8. Interpersonal Communication — Builds positive relationships with guests
and co-workers.

9. Positive Attitude — Maintains enthusiasm and cheerfulness.

10.Following Verbal Instructions — Understands and executes directions
accurately.

11.Learning Skills — Adapts quickly to new tasks and procedures.

12.Coordination — Works smoothly across departments (kitchen,
housekeeping, front office).

13.Passion — Demonstrates genuine interest in hospitality work.

14.Patience & Perseverance — Deals calmly with difficult situations or
demanding guests.

15.Endurance — Handles physically demanding tasks with stamina.

16.Cultural, Minority & Gender Sensitivity — Respects diversity and
inclusivity.

17.Sustainable Practices — Applies environmentally responsible and trade-
specific practices.

18.Customer Service Skills — Anticipates guest needs and provides tailored
solutions.

19.Appearance — Maintains a professional and welcoming look at all times.

~N o
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Module 8: Develop Interpersonal Skills

8.1 Time Management Skills

A front desk professional has a demanding role that often feels overwhelming.
Effective time management is essential to reduce stress, maintain productivity,
and ensure smooth operations. While it may be impossible to complete every
single task, managing your time wisely allows you to prioritize effectively and
perform your duties with confidence.

Key Time Management Practices

1. Plan Ahead

o Create atask list the night before your shift.

« Include both professional duties (projects, guest requests, meetings) and
personal preparations (uniform, meals, transport).

« Allocate estimated time for each task to set realistic expectations.
DTip: Adetailed plan reduces uncertainty and helps you start the day
with focus.

2. Be Ready to Reassess

« Even the best plans face interruptions emergencies, last-minute
requests, or new deadlines.

o Stay calm, reassess priorities, and adjust your schedule.

e Spending a few minutes reorganizing saves time in the long run by
avoiding confusion.

3. Prioritize Tasks

« Handle the most urgent and challenging tasks first, ensuring they are
done while your energy is highest.

e Schedule settimes for routine tasks like checking emails or answering
phone calls.

« Avoid distractions don’t check your phone or inbox constantly.

) Remember: “First things first” is the golden rule of time management.
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4. Break It Down

« Large projects can feel overwhelming.
« Divide them into smaller, manageable steps.
« Example: Instead of saying, “/ need to organize the entire staff in-service,”
break it down into tasks like:
1. Research catering options.
2. Contact potential guest speakers.
3. Draft agenda and materials.

5. Keep a Calendar

« Maintain a planner (digital or paper-based) for all meetings, shifts, and
deadlines.

e Use reminders and alerts to stay on track.

« A calendar also helps balance professional and personal commitments.

6. Keep Your Desk Clear

o A cluttered workspace creates stress and wastes time.
« Organize your desk so that documents and tools are easy to locate.
« A clean environment encourages a clear, focused mind.

7. Don’t Be Afraid to Delegate

« Effective time managers share tasks when appropriate.

o Ask team members for help respectfully, explaining why their support
matters.

o Trust others to complete the task once delegated micromanaging wastes
time for both parties.

Why Time Management Matters for Front Desk Staff

« Builds guest confidence by ensuring quick, efficient service.
o Reduces stress and burnout by maintaining control of tasks.
o Improves team coordination, as schedules and responsibilities are clear.
e Increases overall productivity, making the workplace more professional.
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7 Steps to Time
Management

for Front Desk Professionals

PLAN AHEAD

Create a task list and schedule
for the next day

BE READY TO REASSESS

Adjust your schedule as new
tasks and deadlines arise

PRIORITIZE TASKS

Focus on the most important
tasks first

BREAKIT DOWN

Divide large projects into smaller
steps

KEEP A CALENDAR

Track all appointments and deadiines

KEEP YOUR DESK CLEAR

Maintain an organized and
clutter-free workspace

DON'T BE AFRAID TO DELEGATE



Module 8: Develop Interpersonal Skills

8.1 Reflect

Reflection is an essential part of time and self-management. At the end of each
task or at the close of the day, take time to evaluate your performance.

« What worked well? Identify practices that made you efficient.

« What didn’t work? Acknowledge gaps or challenges.

« Were deadlines realistic? Assess if adjustments are needed for future
tasks.

« Did you achieve your goal? Determine if outcomes aligned with your
plan.

Reflection helps you re-prioritize, reschedule, and improve daily
performance. Most importantly, keep an open and positive mindset: mistakes
are part of the learning process. Each reflection is a step toward becoming a
stronger, more professional version of yourself.

8.2 Teamwork

Teamwork is vital in hospitality, where services are delivered through coordinated
efforts. A strong team member demonstrates the following qualities:

« Being Positive — Maintain an encouraging and optimistic attitude.

« Communicating Well — Share ideas clearly, listen attentively, and
respond respectfully.

« Showing Respect — Treat colleagues and guests with courtesy and
fairness.

« Being Dedicated — Commit to the team’s success and deliver consistent
effort.

« Demonstrating Willingness — Step in to help others when needed.

o Being Adaptive — Adjust to changing situations and support the team
during challenges.

) Effective teamwork ensures smooth operations, guest satisfaction, and a
supportive workplace culture.
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8.3 How to Improve Listening, Speaking, Writing, and Reading Skills

Listening Skills

« Pay close attention to others’ thoughts, behaviors, and feelings.

« Strengthen your ability to motivate, influence, and serve people
effectively.

« Active listening enhances both personal and professional relationships.

Speaking Skills

« Keep conversations positive and solution-focused.
o Choose words carefully, avoiding slang or unprofessional language.
e Show respect and empathy in every interaction.

Writing Skills

e Beclear, precise, and to the point.

o Use professional terminology appropriate for hospitality.

o Always check spelling and grammar before sending messages or
reports.

Reading Skills

o Regularly read hospitality journals, articles, and magazines to stay
updated.

o Explore professional books to broaden industry knowledge.

e Practice reading aloud to improve pronunciation and fluency.

Entrepreneurship & Environment Session (Front Desk /
Hospitality Context)

Session Objectives

By the end of this session, trainees will be able to:

1. Understand the role of entrepreneurship in the hospitality industry.

2. ldentify different types of entrepreneurship opportunities in hotels,
restaurants, and tourism.

3. Develop and evaluate business ideas related to hospitality.

4. Understand the steps of business planning, financing, and strategies.

5. Recognize challenges in entrepreneurship and suggest possible solutions.
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6. Gain awareness of environmental issues, hazards, and sustainability in
hospitality.

7. Apply eco-friendly practices and promote environmental protection in daily
front office operations.

Entrepreneurship in Hospitality

1. Introduction to Entrepreneurship

Entrepreneurship can be described as the art of spotting opportunities, creating
innovative ideas, and transforming them into viable business ventures. It involves
taking calculated risks, investing time, money, and effort, and managing the
process to achieve both profitability and growth. At its heart, entrepreneurship
is about creating value finding what is missing in the market and providing a
solution that delights customers.

Within the hospitality industry, entrepreneurship flourishes because the sector
thrives on service, innovation, and guest satisfaction. Opportunities exist at
every level from a small café offering local flavors, to a full-scale boutique hotel
designed around a unique theme, to specialized travel services targeting niche
groups. Entrepreneurs in hospitality succeed when they combine guest
expectations with creativity and personal service.

Examples for trainees to imagine:

« A historic building converted into a boutique hotel, offering guests not just
a room but an immersive cultural experience.

« A café that proudly sources fresh ingredients from nearby farms, ensuring
guality while also supporting the local economy.

e Atour company focusing on adventure seekers, organizing hikes, bike
rides, and kayaking excursions in scenic local areas.

D Trainer’s Note: Begin the discussion by asking: “What service do you think

guests in your area soften ask for but cannot easily find?” This will help trainees
connect entrepreneurship to real-life guest demands.

2. Types of Entrepreneurships

Entrepreneurship is not one-size-fits-all. In hospitality, it can take different forms
depending on goals, resources, and creativity.

e Small Business Entrepreneurship
This refers to family-owned and small-scale ventures such as guest
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houses, local restaurants, or catering services. Success here often
depends on personalized service and close customer relationships.

o Corporate Entrepreneurship (Intrapreneurship)
Large hotel chains encourage employees to innovate internally. For
instance, a front desk employee may design a loyalty program that
increases guest retention, or create a new check-in system that enhances
guest satisfaction.

o Social Entrepreneurship
This model combines business with social or environmental goals. For
example, developing eco-lodges that minimize environmental impact, or
launching a training program that employs local youth in hospitality roles.

o Tech/Online Entrepreneurship
With digital tools, entrepreneurs can reach global travelers. Examples
include online booking platforms, mobile travel guides, or even virtual
concierge services that allow guests to access information via an app.

D Trainer’s Activity:

e Form groups of 3—4 trainees.

o Assign each group an area: Accommodation, Food & Beverage, or
Tourism Services.

e Ask them to brainstorm one business idea for each type of
entrepreneurship (small business, corporate, social, tech).

o Groups will present their ideas, highlighting the benefits and possible
challenges.

3. Business Idea Generation

Business ideas in hospitality usually emerge from guest interactions and
market trends. The front desk, being the first point of contact, provides the
perfect lens to spot opportunities.

o Observing Guest Needs: Listen carefully to guest complaints or repeated
requests. Do they often ask for transport? Are they looking for unique
dining options?

o Tracking Travel Trends: Stay updated on modern preferences like
sustainable tourism, wellness retreats, or experiential travel.

o Cultural Experiences: Guests love authentic local experiences
festivals, crafts, heritage tours.

o Convenience Services: Food delivery, airport transfers, and quick city
tours.

o Eco-tourism: Packages and services that respect the environment and
support local communities.
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Tools to use:

« Brainstorming sessions with colleagues.
o Guest surveys at check-out.
o Feedback forms or online reviews.

Examples trainees can relate to:

o Offering airport shuttle services directly from the hotel.
o Designing a “City Discovery Tour” for first-time visitors.
o Selling locally made handicrafts in the lobby shop.

4. Business Planning & Strategy

A good idea needs a solid plan. Business planning ensures the idea is realistic
and profitable. The process generally includes:

1. Executive Summary: A short overview of what the business is and its
mission.

2. Market Research: Who are the customers? What do they want? Who are
the competitors?

3. Operations Plan: How will the business function daily (staffing, supplies,
procedures)?

4. Marketing Strategy: How will customers know about it through flyers,
social media, partnerships?

5. Financial Plan: How much will it cost to start? How much will it earn?
What are the expected profits?

D) Trainer’s Example:

Create a sample mini-plan for a coffee kiosk inside a hotel lobby. Include the
target market (hotel guests and locals), the menu (coffee, pastries), promotions
(discount for hotel guests), and financials (startup cost vs. expected revenue).

5. Financing Business

Every idea requires funding. In hospitality, financing can come from:

o Personal Savings — Often the first step.

« Bank Loans or Microfinance — Institutions support small businesses with
loans.

o Investors/Partnerships — Collaborating with others to share costs and
risks.
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o Government Support Programs — Many governments provide grants or
low-interest loans for tourism and hospitality.

Narrative Example:

Imagine a front desk trainee who saves a portion of their tips and overtime pay.
After two years, they collect enough to start a small travel desk. This desk offers
tour bookings, transportation arrangements, and local information
services. Starting small with savings, the trainee grows into an entrepreneur by
addressing the needs of hotel guests.

Challenges Faced by Guest House Entrepreneurs

Starting and running a guest house can be a rewarding experience, but it also
comes with its fair share of challenges. Understanding these challenges is the
first step towards overcoming them and building a successful business.

1. Lack of Funds

One of the most significant hurdles for aspiring guest house owners is securing
adequate funding. This includes initial investment for property acquisition or
renovation, as well as working capital for operational expenses.

o Impact: Limited funds can restrict the quality of amenities, marketing
efforts, and overall guest experience, hindering growth and profitability.

o Examples: Difficulty in purchasing high-quality linens, delaying necessary
repairs, or inability to invest in effective advertising campaigns.

2. Intense Competition

The guest house industry is often characterized by intense competition, both
from other guest houses and from larger hotel chains or online accommodation
platforms.

« Impact: Difficulty in attracting and retaining guests, leading to lower
occupancy rates and reduced revenue.

« Examples: Price wars with competing establishments, struggling to stand
out in a crowded online marketplace, and losing guests to more
established brands.
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3. Limited Experience

Many entrepreneurs enter the guest house industry with limited experience in
hospitality management, marketing, or finance.

o Impact: Inefficient operations, poor customer service, and financial
mismanagement, ultimately affecting the guest house's reputation and
profitability.

« Examples: Inadequate staff training, ineffective marketing strategies, and
poor budgeting practices.

4. Staffing Problems

Finding and retaining qualified and reliable staff can be a major challenge,
especially in areas with high turnover rates or limited access to skilled labor.

e Impact: Inconsistent service quality, increased operational costs due to
recruitment and training expenses, and potential damage to the guest
house's reputation.

« Examples: Difficulty in finding experienced housekeepers, front desk
staff, or cooks, and high employee turnover rates.

5. Regulatory Hurdles

Guest house owners often face a complex web of regulations related to zoning,
licensing, health and safety, and taxation.

o Impact: Increased compliance costs, delays in opening or expanding the
business, and potential legal penalties for non-compliance.

o Examples: Navigating complex building codes, obtaining necessary
permits, and complying with food safety regulations.

Solutions for Overcoming Challenges

While the challenges are significant, there are also numerous solutions that guest
house entrepreneurs can implement to increase their chances of success.

1. Networking

Building a strong network of contacts within the hospitality industry can provide
valuable support, advice, and opportunities for collaboration.

« How it helps: Access to industry insights, potential partnerships, and
referrals.
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o Examples: Attending industry conferences, joining local business
associations, and connecting with other guest house owners.

2. Mentorship

Seeking guidance from experienced mentors can provide invaluable insights and
support in navigating the challenges of running a guest house.

« How it helps: Learning from the mistakes and successes of others,
gaining access to expert advice, and receiving encouragement and
motivation.

« Examples: Connecting with retired hospitality professionals, seeking
advice from successful guest house owners, and participating in
mentorship programs.

3. Continuous Learning

Staying up-to-date with the latest trends and best practices in the hospitality
industry is essential for maintaining a competitive edge.

« How it helps: Improving operational efficiency, enhancing customer
service, and adapting to changing market conditions.

o Examples: Attending workshops and seminars, reading industry
publications, and taking online courses.

4. Adopting Technology

Leveraging technology can streamline operations, improve customer service, and
enhance the overall guest experience.

e How it helps: Automating tasks, improving communication, and providing
personalized services.

o Examples: Implementing online booking systems, using property
management software, and offering Wi-Fi access to guests.

5. Creating Unique Guest Experiences

Differentiating the guest house from competitors by offering unique and
memorable experiences can attract and retain guests.

« How it helps: Building brand loyalty, generating positive word-of-mouth
referrals, and commanding premium prices.

« Examples: Offering themed rooms, organizing local tours, and providing
personalized services based on guest preferences.
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Trainer Role-Play Scenario: Facing Competition

Scenario:

Your guest house, "The Cozy Nook," is located in a popular tourist town.
Recently, a new, larger guest house, "The Grand View," opened nearby, offering
similar amenities at slightly lower prices. Occupancy rates at The Cozy Nook
have started to decline.

Role-Play Instructions:

1. Trainer: Act as the owner of The Cozy Nook, expressing concerns about
the declining occupancy rates and the impact of the new competitor.

2. Trainees: Act as a team of consultants hired to help The Cozy Nook
address the competition.

Brainstorming Questions for Trainees:

e What are the strengths and weaknesses of The Cozy Nook compared to
The Grand View?

« What unique features or services can The Cozy Nook offer to differentiate
itself?

« How can The Cozy Nook improve its marketing efforts to attract more
guests?

« Are there any opportunities for collaboration with other local businesses?

« How can The Cozy Nook improve its online presence and reputation?

e What cost-effective strategies can be implemented to improve the guest
experience?

Expected Outcomes:
Through this role-play, trainees should be able to:

« Identify the key challenges posed by competition.

o Brainstorm creative solutions to differentiate a guest house.

o Develop effective marketing strategies.

« Understand the importance of customer service and unique guest
experiences.

o Collaborate effectively to solve business problems.

By actively participating in this role-play, trainees will gain practical experience in

addressing real-world challenges faced by guest house entrepreneurs and
develop the skills necessary to succeed in the competitive hospitality industry.
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3 Entrepreneurship & Environment in Hospitality: A Front Desk

Perspective

Part B: Environment in Hospitality

1. Introduction to Environmental Issues

Hospitality is built around comfort, service, and experiences but behind the
scenes, hotels consume vast amounts of water, electricity, cleaning agents, and
packaging materials. If these resources are not managed responsibly, the
environment suffers leading to pollution, waste, and long-term damage to local
ecosystems.

Why it matters at the front desk: Guests today are increasingly aware of
sustainability. They want to stay in hotels that respect the environment. A
receptionist who can confidently explain the hotel’s eco-friendly practices (such
as energy-saving systems, waste management, or eco-tours) not only answers
guest questions but also strengthens the hotel’s brand reputation.

2. Types of Environmental Hazards

Hospitality staff must recognize different types of hazards so they can prevent or
minimize them.

o Natural Hazards: Floods, earthquakes, or storms that may disrupt
operations or threaten guest safety.

o Biological Hazards: Spread of diseases, pests in food storage, or poor
sanitation practices.

o Chemical Hazards: Use of strong cleaning chemicals, pesticides, or
accidental spills.

o Physical Hazards: Noise pollution from events, unsafe wiring, or extreme
heat from kitchens.

« Human-Made Hazards: Improper waste disposal, deforestation due to
expansion, or carbon emissions from excessive energy use.

D Trainer’s Activity:

Show real examples from your region such as heavy plastic use in food
packaging or water shortages and ask trainees to suggest practical alternatives.

3. Impact of Human Activity on the Environment

Everyday hotel operations can leave a footprint:
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o Deforestation & Overuse of Land: Expanding resorts can clear forests
and disrupt ecosystems.

e Water Consumption: Constant laundry, long showers, and swimming
pools consume massive water resources.

o Energy Use: Air conditioning, lighting, and heating systems contribute to
high energy bills and carbon emissions.

« Pollution: Improper waste management can lead to litter, sewage
discharge, or food wastage.

Front desk perspective: Staff should encourage eco-conscious choices
among guests like reusing towels, conserving water, or participating in eco-tours.

4. Conservation and Sustainability

Sustainability means meeting guest needs without compromising future
resources.

« Energy Conservation: Encourage LED lights, solar panels, and smart
room cards that automatically switch off power.

« Water Management: Promote towel/linen reuse programs and monitor
leakage issues.

« Waste Reduction: Replace plastic straws with paper/metal, segregate
waste, and compost organic leftovers.

e Local Sourcing: Work with local suppliers for food, reducing
transportation pollution and supporting the community.

Story Example:

A small eco-lodge trains its receptionists to explain their green practices during
check-in. Guests learn that their hot water comes from solar panels, food comes
from nearby farms, and recycling bins are provided. Guests appreciate the
transparency and proudly support the lodge.

5. Climate Change and Its Effects

Hospitality is directly affected by climate change:

e Rising Temperatures: More energy needed for cooling.

o Extreme Weather: Storms, floods, or droughts may reduce tourist
arrivals.

e Seasonal Shifts: Shorter winters or hotter summers change travel

patterns.

Trainer Tip: Discuss with trainees how extreme heat waves or heavy rains have
already impacted tourism in their region. Link this to the importance of
sustainable practices.
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6. How Front Desk Staff Can Contribute to Environmental Protection

Front desk professionals are not only the first point of contact but also
ambassadors of the hotel’s values. By promoting eco-conscious behaviors,
they can influence guest choices.

Ways to contribute:

« Politely encourage guests to reuse towels/linens.

e Suggest eco-friendly transport (e.g., hotel shuttles, bicycles, or walking
tours).

« Provide information on local green initiatives (tree planting, eco-parks,
recycling centers).

« Support digital check-in/check-out to reduce paper use.

« Model good practices themselves avoiding waste, conserving energy,
and recycling.

Trainer’s Role: Organize a role-play session where one trainee acts as a guest
asking about eco-practices, and another trainee (as receptionist) explains them
clearly and positively.

[ Conclusion for Trainees

Entrepreneurship and environmental responsibility go hand in hand in hospitality.
By thinking like entrepreneurs, front desk staff can identify new opportunities to
improve

Assessment Methods

o Written Quiz: Types of entrepreneurships, hazards, sustainability
methods.

o Practical Task: Design a small eco-friendly business idea for hospitality.

e Group Presentation: How to make front desk operations more
sustainable.

o Observation: Participation in activities, role-plays, and brainstorming.

Estimated Duration: 3—4 Hours
(2 hours Entrepreneurship + 1.5 hours Environment + 30 min Assessment &
Presentation)
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KP-RETP — Component 2:

Classroom SECAP Evaluation Checklist

Purpose:

To ensure that classroom-based skills and entrepreneurship trainings under
KP-RETP are conducted in an environmentally safe, socially inclusive, and
climate-resilient manner, in line with the Social, Environmental, and Climate
Assessment Procedures (SECAP).

Evaluator:

Training Centre / Location:
Trainer:

Date:
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Social
Safeguards

Is the training
inclusive (equal
access for women,
youth, and vulnerable
groups)?

Does the classroom
environment ensure
safety and dignity for
all participants (no
harassment,
discrimination, or
child Labor)?

Are Gender
considerations
integrated into
examples,
discussions, and
materials?

Is the Grievance
Redress Mechanism
(GRM) process,
along with the
relevant contact
number, clearly
displayed in the
classroom

Are the Facilities and
activities being
accessible and
inclusive for
specially-abled
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(persons with
disabilities)

Environmental
Safeguards

Is the classroom
clean, ventilated, and
free from pollution or
hazardous materials?

Is there proper waste
management (bins,
no littering)

Are materials used
in practical sessions
environmentally safe
(non-toxic paints,
safe disposal of
wastes)?

Are lights, fans, and
equipment turned off
when not in use

(energy
conservation)?

Climate
Resilience

Are trainees oriented
on how their skills
link with climate-
friendly practices
(e.g., renewable
energy, efficient
production,
recycling)?

Are trainers
integrating climate-
smart examples in
teaching content?

Are basic health and
safety measures
available (first aid Kit,
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safe exits, fire
safety)?

Is the trainer using
protective gear or
demonstrating safe
tool use (where
relevant)?

Is SECAP
awareness shared
with trainees (via
short briefing,
posters, or
examples)?

Are trainees
encouraged to report
unsafe, unfair, or
environmentally
harmful practices?

Overall SECAP
compliance observed

[1 High

Medium
] Low
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