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HOTEL & RESTAURANT MANAGEMENT 1

FRONT OFFI CE PROCEDURES HVG 101-4
Cour se Nanme Cour se Nunber
TEXT REQUI RED:

Basic Front Ofice Procedures - Peter F. Renner

REFERENCE TEXTS:

Front Office Qperations - Hazonics

Check I'n, Check Qut - Vail en

OBJECTI VES:

The successful student will denonstrate those traits of personality and
presentation essential in a Front Office, in order to sell and maintain a
hi gh occupancy, as well as, ensure the return of previous guests.

Through classroomactivity and a schedul ed work week in industry, the
student will be expected to:

1) Qperate a posting machine in all its transactions including
the N ght Audit,

2) Use the various systens of reservations, ie. racks, charts
and books for individual, group, packages and travel agencies
booki ngs,

3) (perate a telephone swtchboard; taking long distance charges,
messages, and be aware of the "Wke Up" systems in use today,

4) Conmuni cate effectively within the organization through the
various reports needed to maintain the Front Office as the
"Hub" of the Property, (ie. Housekeepers Report, Cashier's
Report, Security, RoomlInspections, V.I.P., etc. etc.)

TOPI CS TO BE COVERED:

FRONT OFFI CE
1) Function
2) Staffing
3) Equi pment
4) Human Rel ations



GQUEST RELATI ONS
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First Inpressions
Conpl ai nt's

Area update and facts

4) Cashier guest relationship

SALESMANSH P

1) Selling room individual
2) Tel ephone sal es
3) Rush and group sales - techniques

REG STRATI ON

) Types

) Legal requirenents

) House requirenents

4) Quest history records

HANDLI NG CASH & CREDI TS

1
2
3

Credit Cards

Cheques

Fl oats and house book
4) Confidential reports

FRONT OFFI CE ACOOUNTS

Lre

1) Quest charges and credits
2) Accounts receivable - city |edger
3) Cash and cheque records

TRANSCRI PT

1) Departnental charges
2) Total daily transactions

N GHT AUDI T

1) NCR 42 Procedure
2) NCR 5 Procedure

DAILY SALES SUWARY

1) Data required
2) Potential uses



RESERVATI ONS

1) Identify various types of systens in use. (Holidex, Conputer
Referrals, etc.)

2) Projections - uses - Scheduling
Housekeepi ng
Mai nt enance
Sal es

ATTENDANCE:

As a great amount of the course content is skill-oriented, the student's
success hinges on his/her ability to operate the equipment in the class.
This can be acquired by attendance at every class.

EVALUATI ON:

Assignnents nust be handed in on due date. Any late assignnent wll NOT be
marked. Only those students, who, due to illness, or some other mgjor
circunstance are late in handing in wll be considered for marking.

1) Participation and discussion (conmunications) is a prine
objective of a Front Ofice enployee, therefore attendance
in class, personal appearance, and participation will be
considered in marKking.

2) Work week is an integral part of the curriculum These take
place in February spring break and the |ast week of April.
Students not participating in these work weeks cannot obtain a
final grade in Housekeeping (Senester 11).

3) Periodic class assignments nust be submtted on due date
to be corrected.

4) Atermtest will be given in Decenber to cover the senester

activity.
Class Participation: 10%
C ass Assignnents: 60% Pass = 60%
Term Test: 30%
AVAI LABI LI TY:

Please check instructor's timetable and should you need help in assigned
work or class activity, contact me to arrange it.
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