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a comprehensive textbook covering all aspects of running the front desk of a modern hotel it emphasizes the technological

aspects of running a hotel desk and features illustrations assessment questions learning objectives and a case study that runs

through the whole book this new edition has been revised by huyton and baker and there is a lecturer s guide to accompany

the text

the front office is the nerve center of a hotel property communications and accounting are two of the most important functions

of a front desk operation front office reception is the first place where guests customers arrive and come in touch with the staff

front office reception is the mirror of a hotel the function of the front office is to directly get in touch with customers the front

office can discover more information about the customer by asking them questions and give answer ask by guest customer
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also helping the customers out broadly speaking front office includes roles that affect the right side revenues of trading

statement of the business effective communications with guests employees and other departments of the hotel are paramount

in  projecting a hospitable image answering guest  inquiries about  hotel  services and other  guests  marketing and sales

department requests for  information on guest  room availability  and housekeeping department inquiries concerning guest

reservations are but a few of the routine tasks performed almost constantly by a hotel front desk in its role as communications

hub accounting procedures involving charges to registered and nonregistered hotel guest accounts are also important in the

hospitality field staff working in the front office can also deal with simple tasks such as sorting emails and helping on printing

and typing tasks front office staff needs to use different skills on technologies too such as using the printers fax machines and

phone the book hotel front office management addresses the demands for instructing future leaders of the hotel industry

educators who are preparing professionals for roles as front office managers and general managers in hotels are required to

meet the challenges of operations technology training empowerment and international applications

featuring many updates on the role of the front office in a lodging operation hotel front office management fourth edition

provides readers with the tools they need to be understand and successfully execute the duties of a front office manager

the front office or the reception is the show window of the hotel and is the department responsible for the sale of hotel rooms

through systematic reservations of hotel rooms followed by registration and assigning the rooms to the guest the front office

could be called the control centre of the rooms division providing 24 hour attention towards the handling and service of all

guest requirements and needs the front office employees play a vital role in the creation of a positive first and final impression



Managing Front Office O

4 Managing Front Office O

and the establishment of an on going rapport with guests in addition the front office employees are influential in shaping the city

s perception and judgement of the hotel through contact with restaurant patrons and visitors to the hotel as the front office is

the front of the organization its personnel and staff is under constant observation by guests and visitors it ensures that the

guest arriving at the hotel are received luggage handled and the formalities of check in completed a warm welcome a smile

courtesy and genuine politeness contributes to a guest s satisfaction as the front office is the first department that meets the

guest the first impression it creates is a lasting one and is the most crucial all services and facilities available in the rooms as

well as in the hotel are explained to the guests by the front office the front office is also responsible for communication and for

maintaining records of the guests who have stayed in the hotel and also develop a strong and positive working relationship with

all other departments to develop an empathy with the problems that they may be encountering the department is headed by a

front office manager room division manager

importance of the front office in hospitality and tourism industry roles responsibilities and key skills required for front office staff

reservation procedures and policies check in and check out procedures and handling guest complaints and feedback verbal

and nonverbal communication skills effective listening and questioning techniques and interpersonal skills and conflict resolution

types of front office technology and their uses benefits and challenges of using technology and data security and privacy

concerns in front office technology roles and responsibilities of the housekeeping staff cleaning procedures and schedules and

inventory management and control introduction to revenue management pricing strategies for hotel rooms and forecasting

demand and managing inventory introduction to sales and marketing in hospitality and tourism industry promoting hotel services
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and amenities and managing online reputation and guest reviews career opportunities in front office operations and hospitality

industry continuing education and professional certification programs and importance of teamwork and collaboration in front

office operations

the book is an attempt to throw light on various operations of the hotel front office tireless efforts had been made to include all

the information pertaining to the subject and giving the reader not only details of traditional systems followed in front office but

contemporary topics had been given the required place the book is divided into various chapters and further sub sections had

been added to make the flow of knowledge easy for the learner to understand text is well supported by various pictures charts

tables and formats etc which make the knowledge comprehensive last but not the least honest endeavor had been made by

the author to cover the syllabus of different indian universities so that the students not only get hands on practical knowledge

but excel academically as well

this newly updated edition is a compilation of readings divided into nine sections each examining a specific hotel department or

activity each topic is examined through a variety of viewpoints on the duties responsibilities problems and opportunities

encountered there multidimensional case studies taking a practical approach challenge readers to identify the central issues

involved in complex management problems understand the structure and resources of the department in question and find

solutions that may help in managing other hotel resources and departments

front office is one of the major revenue producing department in the hotel whether hotel is small or big it requires front office to



Managing Front Office O

6 Managing Front Office O

run the business smoothly without any trouble front office not only sells the rooms of the hotel but also sells other services

offered by the hotels it is controlling centre of movement of guest inside the hotel most of the hospitality and tourism business

requires well managed front office to delegate the work in proper way the book is based on extensive research on front office

operation in hospitality and tourism services it is prepared to meet with requirement of front office personnel in challenging

scenario of hotel operation it covers almost all important aspects of front office operation as per the demand of hotel industry it

provides an opportunity to become true front office professionals the book contains simplicity in diversity and touches almost all

the important points which are required to understand the concept of front office operation and management that is reservation

check in to check out and further leads to the advance stage that is night audit revenue reports pms gds hotel statistic reports

room forecasting yield management sales promotion resorts and cruise and other aspects it includes various procedures of

front office starting from check in to check out and arrival to departure

this fully revised and updated second edition provides over 7 000 definitions of travel and tourism terminology used throughout

the world highlighting the many differences between us and european usage it covers all aspects of the tourism industry

including hospitality transport and ancillary services it explains the operating language of the travel industry acronyms and

abbreviations of organizations associations and trade bodies it terms and brand names and provides website addresses entries

vary from one line definitions to 500 word articles and references are provided for further reading this new edition contains over

500 new entries and the unique cross referencing system has been extended for example accessing any entry about business

travel leads to over 70 others it is an essential reference tool for anyone involved in tourism research and everyone in the



Managing Front Office O

7 Managing Front Office O

travel industry

this textbook provides students with an in depth look at management of the front office and how this department interacts with

other hotel departments to create a memorable guest experience the eighth edition been revised with new material on the

potential impact of automated information technologies on a variety of front office functions this edition also includes new

information on revenue managers how blogging and social networking affect hotels manual backup procedures for automated

system failure identity theft prevention payment card security standards and green hotels in addition important discussions of

front office operations have been expanded throughout the text especially with respect to human resources management

business forecasting revenue management budget planning and front office staff interaction with sales housekeeping and

security personnel publisher description

a practical guide to front office skills and services in the hospitality industry complies with the hospitality tourism and events

industry competency standards provided by publisher

section  i  concepts  procedure  skills  techniques  section  ii  conversation  skills  some  english  french  german  and  hinidi

communicationalskills

the front office is the nerve center of the hotel as it is the key source of information pertaining to guest services it serves as the

main channel of communication and information dissemination for the hotel and is the core point of the hotel department s

business activities the way the front office operates has become a yardstick by which the organization measured the book is
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packed with comprehensive knowledge of front office systems and procedures readers will understand operating and procedure

of guest safety and security in the hotel various licenses required for hotel business and get acquainted with prevailing laws

pertaining to hotel operations as well as how front office operations can be computerized and much more
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