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[bookmark: _Toc24032025]Introduction 
A hotel is an establishment where various facilities and accommodations are provided. In a hotel, the tourists can get their meals, various services for their relaxation and entertainment. A hotel has different departments to satisfy their customers. The various departments of a hotel deal with specific issues. Seven major operational areas of a hotel are - housekeeping, engineering, front office, accounting, human resource, security and food and beverage.
[bookmark: _Toc24032026]
Assignment 1
[bookmark: _Toc24032027]Part 1 A 
[bookmark: _Toc24032028]Importance of the front office operation in hotel and discussion with the industrial examples 
[bookmark: _Toc24032029]Definition and theories of hotel operations with examples 
It can be observed that some renowned five-star hotels in the UK such as- Southampton Harbour Hotel and Spa, The Chester Grosvenor and The Grand Hotel Eastbourne have maintained their traditional management. They also have focused on their multiple areas as they can develop their business. Simultaneously, they have emphasized the aspects that can benefit their business. Some theories can maintain or enhance the hotel operation –
Unique Selling Elements:  It can be observed that with the help of the RRR Strategy, the main theory of "unique selling elements" is to make the hotel more attractive than others. Famous guests, special items such as fresh fruit bowls or freshly baked cookies can draw the attention of every customer. For example, Southampton Harbour Hotel and Spa provides various types of aquarium fishes in every room and their mouth-watering kinds of seafood are always preferable for the clients. (Dzhandzhugazova et al. 2016)
New Media: All the hotels should have their pages in the social networking site for marketing. They should also provide a self-service portal for the customers. As an example, The Chester Grosvenor in the UK has their pages in social media and they have mentioned their exclusive offers, discounts and gift hampers for their clients and members. (Melián-González. and Bulchand-Gidumal 2017)
Company Culture:  All the employees must have good relationships with each other and they should also maintain the company culture. Thus, with the core support of the RRR strategy, all the employees should respect their co-workers, team leaders and managers. The team leaders and managers should never humiliate their subordinate employees. It can be observed that the famous five-star hotel in the UK named The Grand Hotel Eastbourne has focused on their communication, coaching, co-operation and compromise which have made their employees creative, focused and committed. (Melián-González and Bulchand-Gidumal 2016)
[bookmark: _Toc24032030]The positive side of the front office in a hotel 
There are some of the positive sides of the front office in the hospitality industry in the United Kingdom, which are listed below: 
· Register the names of the guests and leads them to their assigned hotel rooms.
· Make communication with the hotel staff to know about the condition of guest rooms.
· Deal with the requirements of the guests.
· Promoting hotel services.
· Make the front desk area clean and maintain all the database of the customers. (Kele et al. 2017)
[bookmark: _Toc24032031]Part 1 B
[bookmark: _Toc24032032]Analyse the operational role of the front office staff 
The RRR strategy helps in analysing the operational role of the front office staffs in the hospitality industry. A hotel front office staff always works as a representative of the hotel. They come in contact with the guests and prepare their registration of a guest’s stay. The front desk staff deals with the requirements of the guests and always looks after their service. Without a front desk staff, the verification of the guests cannot be completed. All the front desk staffs can be enhanced by their previous experiences. (Chan et al. 2018)
Front Office Manager
The front office manager plays various roles and responsibilities which includes
· Manage and train all the front office staffs.
· Put a strong observation as the front desk staffs co-operate and make friendly service for the guests.
· Arrange staff scheduling.
· Deal with the clients.
· Work as a connection between the general manager and the staff. 


Night Auditor 
The night auditor of a hotel plays an enormous role, those are listed below:
· Prepare all the pre and post room revenue report audit and adjust them after posting the revenue.
· Operate all the allowances and expenses reports.
· Resolving all the complaints of the guests and attend guest calls.
· Maintain all the credit and accounts.
· Develop new methods to progress the operations. 
[bookmark: _Toc24032033]Mentioning the duties of hotel employees with examples 
There are some of the core duties and roles of the employees in these hotels, which are described below:
· A general manager prepares a yearly budget of the hotel, hire new employees and increase and develop hotel service standards.
· The front desk staffs take reservations, check-in guests, and check guests out and cancel the reservations,
· The housekeepers maintain all the rooms.
· Breakfast hosts, hostesses and cooks take care of the food services. 
For example, Southampton Harbour Hotel and Spa, The Chester Grosvenor and The Grand Hotel Eastbourne have properly maintained their all services and made themselves recognized across the world 


[bookmark: _Toc24032034]Assignment 2
[bookmark: _Toc24032035]Part 2 A 
[bookmark: _Toc24032036]Preparation of the report 
In this study, the preparation of the report will be done by analysing the communications between the front office and other departments of hotels for executing the main operations in the best possible manner. 
[bookmark: _Toc24032037]1. Discussion of PMS and other communication tools with examples 
The PMS is defined as the Property Management System which is a software application that is used by organizations present in the hospitality industry. There are some significant 5-star hotels in the United Kingdom, which are Southampton Harbour Hotel and Spa, The Chester Grosvenor and the Grand Hotel Eastbourne (WhatIs.com, 2019). The Property Management System is one of the distinguished systems for controlling the operations of commercial residential rental properties and hospitality accommodations at the same time frame. On the other hand, the Hotel Service Optimization system, DECT Phones and Complete Hotel Communication Solutions are also some of the communication tools which are used in these 5-star hotels of the United Kingdom (Hotel Communication Systems, 2019).
The Property Management System is one of the important systems that are used in the hospitality industry those organize, schedules and performs all the activities and functions which are involved within the accommodation service. It has also increased the core efficiency of the hospitality service within the restricted period (Hotel Communication Systems, 2019). 
[bookmark: _Toc24032038]Part 2 B 
[bookmark: _Toc24032039]Measuring the effectiveness of the communications in hotel operations 
[bookmark: _Toc24032040]1. Discussion of different operational reports with examples 
Housekeeping report: It can be observed that in Southampton Harbour Hotel and Spa, the Room revenue, REVPAR and ADR have been calculated with the help of the property management system. It is calculated in the actual income of the hotel which is supported by the records of past bookings. This has calculated the RENT postings for calculating the total bookings charged. The real rent postings along with the occupancy report financials of the Southampton Harbour Hotel and Spa have been calculated. The outcome is positive in all phenomenon and aspect. On the other hand, the checking of the 'Deduct Out of Order Rooms' and also checking 'Out of Order Rooms' can be calculated from the total number of rooms which are the placed in the first column (Hotel Communication Systems, 2019). 
Food and Beverage report: In case of the food beverage report of the Southampton Harbour Hotel and Spa, The Chester Grosvenor and the Grand Hotel Eastbourne, it can be observed that the income is rising with the flow of time. The total F&B REVPOR of these organizations has been constantly increasing from the last year. In these hotels, the total F&B REVPAR has been increased from $ 103.93 to $ 105.56, which increased by 1.6 % within 1 year (Hotel Management, 2019). 
[image: ]
Figure 1: Food and Beverages Report
(Source: Hotel Management, 2019)
On the other hand, in case of catering and banquets, the Southampton Harbour Hotel and Spa has increased their revenue by 0.8 per cent, which is one of the significant rises within the hospitality industry of United Kingdom. The revenue per available square feet has been measured under the heads of catering and banquets (Hotel Management, 2019).
Reservation report: With the help of the PMS software and applications, the Chester Grosvenor and the Grand Hotel Eastbourne have been performing their core activities regarding checking of the availability, which includes the tape chart interface, room interface along with the statistical interface at the same time frame. The checking of the availability along with the checking of a unified interface and rate chart at the same time (Ezeeabsolute.com, 2019). 
[image: Room View]
Figure 2: Reservation report
(Source: Ezeeabsolute.com, 2019)
The reservation management is also one of the important tasks that can be performed with the help of the PMS software and this is one of the crucial parts in running hotel business in the United Kingdom. It can be observed that in the recent times, The Chester Grosvenor and the Grand Hotel Eastbourne have performed latest activities with the help of these systems and brought a new level of efficiency and simplicity within the operations management. The hotels have not also compromised the quality of service at the same time (Ezeeabsolute.com, 2019). 
[bookmark: _Toc24032041]2. Forecasting of budgeting with examples 
It can be noticed that in case of forecasting the budgeting standards of The Chester Grosvenor and the Grand Hotel Eastbourne in the United Kingdom, it can be observed that cost of the venue could rise by 4.7 per cent from the present year to the next financial year. It can rise from $43.49 million to $45.55 million within one year. On the other hand, in case of the In-room dining budget forecasting, there will be a degradation in the budget by 3 per cent, which will diminish from $4.52 million to $ 4.38 million within the time frame of one year (Hotel Management, 2019). 


[bookmark: _Toc24032042]Conclusion 
It can be concluded that there is a huge scope for the 5-star hotel chains in the United Kingdom in rising their expenditure and profit within the restricted time frame. Within this study, the roles of the front office members along with the night auditors have been described along with the operational roles of the employees. In the later part of the study, the application of PMS software in the hospitality industry have been explained along with some examples of hotels of the United Kingdom.
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