
lE OPERAT10NS ANDル :ANAGEⅣIENT(03 Credit hrs)
THM‐ Iθ6 「 RONT OFFIC

PRE-REQUISITE

lntermediate: F.A/ F'Sc' / I'Com or equivalent

LHARNING OU'I'COMES:

'The student will be able to:

oldentitytheindependentcomponentsofthelodgingtiontdest</fiontotficesystem.

oldentifyandexplaintheimpactsofthefrontdesk,/frontofficeontheoverall
lodging oPeration' office

o Apply and explain skills necessary to seek employment in fiont desk/ front

sriPeiv ision and management'

r Explain and perform the night audit function'

C0NTENTS ! r'rr- .^^":-'^ rnr man2eement in hiring front office

],1'd ;'.'-:,i ii,- i:IJ:t- hqt "}!]; :':,x:'ii' 
iL r ffi *'v ; p ro p e rtv m an a se m e n t

sysrems, reservarrons, yield *unur.r.n,. A;; ;;.cessful comptetion of this course'

siudents will be able to:

l.Classifyhotelsintermsoftheirownership,affiliation'andlevelsofservice.

2,Describehowhotelsareorganizedandexplainhowfunctionalareaswithin
hotels are classified' 

mges of the guest cycle'

3. Summarize fiont otJlce operations during the four s

4. Discuss the sales dimension of 
the 1:::^:l::"""s 

process and identify the tools

lnanagers use to track and control reservatlons'

5.lderrtitytypicalservicerequeststhatguestsmakeatthefrontdesk'

6.Explainimportantissuesindevelopingandmanagingasecurityprogram'

T,Describetheprocessotcreatingandmaintainingfrontofficeaccounts.

S,Identifyf.unctionsandproceduresrelatedtothecheck-outandaccount
seftlement Process'

g. Summarize the steps in the front office audit process'

l0,Applytheratiosandformulasmanagersusetoforecastroomavailability.

ll'Explaintheconceptofrevenuemanagementanddiscusshowmanagerscan
maximize revenue by using'?r.*ti'irr"tmation in capacity management'

Oiscouni atiocation' and duration control'

Module-l: Hotel Past & Present and Classification:

HistoricalPerspective.MarketPlaceConsistency.LodgingManagemenl..Association,
Revenue Sources, Steeping Rooms, M;i;; F;n.ron space, outlets/Ancillary Revenue

Sources, profit Margin, Room cost. Fooi cost,opportrnity cou' case Study' Hotel

Sizes. Hotel Location classification iuo*n Town' Resort' Airport' Suburban etc)' Hotel

product Types. Serrice Level. furg.l"viii.i. irr,.r'ii.ring tstl' System)' Case Studv of

i'earl Continental Hotels Pakistan '
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Module-2: Care for Customer and communication:

llotel security. I-lealth & satbty, tlre concept of hospitality and service' the customercare

triangle, care of the customer. roles, responsibiliiitt unO attributes of a receptionist'

Commurnication, u.rUuf communicatiJn' non-verbal communication' written

.o,rr,rrni"ution. visual comm un ication' telecommun ication'

Module-3: Reservations and Check in:

Sources of reservation. modes of reservation. types of reservation, methods of

reservatior-r, close outs, yietd rnanagement, oveibooking, control of reservation'

confirming reservation andstatus of reservation, revision and cancellations' Registration'

Roorn status, tt,. crrec[ in pro.rrr, walk-in or chance booking, VIP Check in, Group

arrivals, Selling rooms- departure'

Module-4: Room Rate Structure:

Rate Structure. Hubbar"t Fortnula. Cost Rate Fonnttla' Market Tolerance' Room rate

Designations, Rate Measurement Averages'

Module-S: Guest Accounting and Methods of Payment:

principles of hotel billing, Type of system, Machine billing, Property Management

System. Control pro..Jut".. Nigf',t Ruiit" Cash Floats. Methods of Payment' Foreign

t*.flu,lg.. Petty cash and paid outs' rapid/speedy check outs'

Module-6: Selling Techniques:

Reception as a sales department. Purpose of selling' ABC of selling, The hotel product'

Selling methods.

Module-7: The I'roperty Management System:

Setecting The PMS. Guest Accortnt, cuest registration Menu, Guest Accounting Menu'

The check ln, Before PMS, PMS Hierarchy,-PMS System Interface' The Evolution to

PMS.

Industry Perspective: Technology in Hospitality

Modute-8: Statistics and RePorts:

Business Statistics, Key Roorn statistics, Occupancy reports' Guest Statistics' Operational

reports, Forecasts. Financial reports'

Module-9: Practical:

Perl.ortn/WorkatFrontofficefornotlessthanl5days,Fieldvisits.

ASSIGNMENTS _ TYPE AND NUMBER WITH CALENDAR

It is corrtinuous assesslrlent. The weightage of Assignments will be 25o/obefore and after mid term

assessnlellt. lt includes:

o classroomParticiPation.
. attendance, assignments and presentation'

. hotnelvork
o attitude and behavior'
. hands-on-activities,
. short tests, quizzes etc'



Detalll:|
Sro No。 Elements Weightage

| Mid Term Assessment 35% It takes place at the rnid-point of the semester

つ
４ Formative Assessment 25% It is continuous assessment. lt includes:

classroom participation, attendance,

assignments and presentation. homervork'

attitircle ancl behavior. lrarrds-otr-activities' slrort
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ASSESSMENT AND EXAルIINAT10NS:

tests. quizz-es etc.

Final Assessment

RECOMMENDEDTEXTBOOKSiSUGGESTEDREADTNGS:

L Peter Abbott and sue Lewry ( 1999) Front office 2nd Edition, Butterworth

Heinemann.

Z. Dix Colin and Baird Chris ( 1998) Front Office 4th Edition. Harlow Longman.

3. Sue Baker, Pam Bradley and Jeremy Huyton (2000) Principles of hotel front

office operations 2nd Edition: London Cassell'

4. James A. Bardi, william sullivan, Sheryl F, Kline (2006), Hotel front office

management 4th Edition. John Wiley & Sons

5. South Asia Tourism Secretariat (2007) Front office, SATS.

6. Front Of'tlce Training manual - Sudhir Andrews. Publisher: Tata McCraw-Hill

7. Managing Front Office Operations - Kasavana& Brooks Educational Institution

AHMA

8. I-'ront Office - operations and management - Ahmed Ismail (Thomson Delmar).

g. Managing Cornputers in Hospitality Industry - Michael Kasavana&Cahell'

10. Front Oftlce Operations * Colin Dix & Chris Baird'

I l. Front oftce Operation Management- S.K Bhatnagar, Publisher: Frank Brothers

12. Managing Front Office Operations by Kasavana& Brooks

li. Principles of Hotel Front Otfice Operations, Sue Baker &JermyHuyton,

C'ontintttn

14. Check irr Check out- Jerome Vallen Hotel Front Office Management,4th

Edition by Jarnes Socrates Bardil Wiley International'

It takes place at the end of the semester' It is

rnosrll in the lbLm ol- a test, but oil'ing to tlic

nature of the course the teacher may assess their

students based on term paper. research proposal

development, field work and report writing etc.

1   40%

|


