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FRONT OFFI CE PROCEDURES HVG 101-4

TEXT REQDI RED

Basic Front Ofice Procedures - Peter F. Renner

REFERENCE TEXTS:
Front Office Operations - Hazonics TX"U H5 [°.1i
Check In, Check Out - Vallen TYAIS >MA1L V2w, ™A

Front-Office Human Relations - D. Lundberg (X"II.3

OBJECTI VES:

The successful student will denonstrate those traits of personality
and presentation essential in a Front Ofice, in order to sell and
mai ntain a high occupancy, as well as, ensure the return of previous
guests.

Through classroom activity and a scheduled work week in industry, the
student wll be expected to:

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

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

3) Operate a tel ephone sw tchboard; taking |ong distance charges,
nmessages, and be aware of the "Wake Up" systens in use today,

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



FRONT OFFI CE PROCEDURES

TOPI CS TO BE COVERED:

FRONT OFFI CE

1) Function
2) Staffing
3) Equi prent
4) Human Rel ati ons

GUEST RELATI ONS

1) First Inpressions

2) Conplaints

3) Area update and facts

4) Cashier guest relationship

SALESVANSHI P

1) Selling room individua

2) Tel ephone sal es

3) Rush and group sales - techniques
REG STRATI ON

1) Types

2) Legal requirenents

3) House requirenents

4) Quest history records

HANDLI NG CASH & CREDI TS

1) Credit Cards

2) Cheques

3) Floats and house book
4) Confidential reports

FRONT OFFI CE ACCOUNTS

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

TRANSCRI PT

1) Departnental charges
2) Total daily transactions
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