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FRONT OFFI CE PROCEDURES HVGEL01
COURSE NAME COURSE CCDE

TEXTBOK: ! Man%lgi ng Front 0fice perations”, 3rd edition

- "Student Manual "

REFERENCE: "Front O fice Qperations", Hazonics

"Basic Front O fice Procedures”, Renner

"Check-I1n, Check-CQut", Vallen

"Front Ofice Human Rel ations", Lundberg _

(all of the above are available in the Coll ege Library)
AUD O VI DECBX - Quest Service, Building a Professional Team

- Front Ofice, Quest Relations
- Front O fice, Unseizing & Suggestive Selling
- Front Ofice, Handling Quests' Conplaints

COURSE DESCRI PTI ONS:

( hrough the use of practical application in Gallery operations,
ndi vidual and group assignnents in the community, the student is
exposed to the various tdypes and applications of front office
procedures. The text and student manual wll convey a systematic
approach to these by detailing the flow of business in a hotel
begl nning with the reservation process and ending with the check out
and settlenent. The course also examnes the various el enents of
effective managenent paying particular attention to planning and

evaluating front office operations and personnel managenent.

SESSI ONAL  OBJECTI VES:

Upon successful conpletion, the student will be able to*

1. Develop an organi zational chart depicting the functional relation-
shi ps anong hotel divisions and departnents.

2. Explain the function and operation of the various systens, forns,
equi pnent, and conputer applications found in a front office.

3. Construct an efficient reservation system which records crucial

I nformation while avoi ding problens in processing various types of
reservations.

"A. Construct a registration systemthat helps ensure hotel's profit-

AP ability while nmeeting the needs of guests by using effective
guestroom sales techniques and efficient credit establishment
pr ocedur es.
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5. Develop an efficient comunications systemto operate within the
front office and between the front office and departments such as
housekeepi ng and nai nt enance.

6. Devel op procedures regarding hotel safety and security wth
particul ar enphasis on key control and emnergenci es.

7. Devel op procedures for handling conplaints.

8. Follow basic hotel accounting procedures ranging from posting
accounts to conducting cash and cheque transactions front desk.

9. Explain and performthe steps involved in the night audit
pr ocess.

10. Develop and foll ow check out and settlenment procedures.

11. Anal yze statistics relevant to establishing roomrates, fore-
casting room availability, budgeting for operations, and
eval uating front office operations.

Expl ain the inportance of recruiting, selecting, orientating, and
training front office enpl oyees.

13. Have a basic know edge of hotel managenent conputer software.

14. Have a general know edge of actual front office procedures and
t he stﬁps experienced while assigned to the industry as student
front office agents.

EVALUATI O\

The evaluation in this course outline supersedes those of the
Educational Institute of the AH and MA and in no way are relevant to
t he successful conpletion of your course at Sault Coll ege.

The student nust conplete 11 basic self-scoring review quizzes, a
series of four progress tests and a final overall exam nation.

Participation and discussion is a prime objective of front office
enpl oyees, therefore, attendance, personal appearance and di scussion
of outside assignments will be considered in the narking.

VWork assignments including night audits will be schedul ed in industr
Students nust be available for these assignnents and will be grade
according to their enployers' comments as to their know edge and
>roductivity in the work pl ace.

Front office sinmulations will be evaluated according to the students’
participation and know edge of procedures. Front Cfice positions



UPFRONT OFFI CE PROCEDURES (cont'd) Page 4

EVALUATI ON (cont' d)

during the Gallery Inn operation will be graded using the (student)
General Manager's evaluation, Gllery instructor evaluation and
one-on-one di scussi ons between the student and the professor.

Periodic class assignnents nust be submtted on due date to be

corrected. A penalty of 5% wi Il be deducted for each day late with a
mark of zero after the fifth day.

Use of hotel software in conjunction with Gallery Inn operation,
reservations, check-ins, check-out, guest history and night audit w |
be part of the student's marking eval uation.

A final grade will be derived as foll ows:
Att endance, class participation & quizzes (5% each) - 15%
Cl ass assignnments (4 equally weighted termtests & assi gnnents) . 20%
| ndustry work assignnments, front office simulations & gallery

front office (5%eachy —  15%
Sof tware assignnent. ~  10%
Fi nal EXBM . 4A0%

APpass 60%

A+ 90- 100%

A 80- 89%

B 70- 79%

C 60- 69%

R bel ow 59%

Speci al Not es:

Messages may be left at 759-2554, ext. 673, 24 hours a day.

Students with special needs (e.g. physical limtations, visual

i mpairnments, hearing inpairnments, learning disabilities) are
encouraged to discuss required accommodations confidentially with the
instructor.

Your instructor reserves the right to nodify the course as hel/she
deens necessary to neet the needs of students.

AVAI LABI LI TY:

Pl ease check schedule, the Front Ofice Lab and the Play Hotel

software is available to the students to enhance their skills whenever
these are free.

ANl nstructor's tinetable with tinmes available for individual tutoring is
posted inside office door L140, Extension 673.



