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Module 4: Front Desk Operations and Information Systems
L Module Overview

This module introduces learners to the main functions of the Front Desk and
the systems used to manage these. The emphasis is put on presenting some
key concepts, such as: guest services, communication with clients and staff,
financial transactions handling, technology used and best practices for data
protection in the context of the tourism and hospitality sector.

Front Desk Operations and Information Systems Duration (Hours)

Classroom-based Learning Content Delivery 30
Individual Work 4
Assessment 1
Practical on-the-job training TBD prior to
internship

. Learning Units Overview

Learning Units
LU4.1 - Introduction to Front Desk Operations

LU4.2 - Organisation, roles and responsibilities

| Learningunits | Duration (Hours) |
5
3

LU4.3 - Current trends and practices

LU4.4 - Managing the guest cycle and experience 1

LU4.5 - Financials

LU4.6 - Information systems 3

Introduction to Hospitality and Tourism Y] 1



[ ]
2023-1-1S01-KA220-VET-000158090 J <*/’ b

READY
1. Learning Unit 4.1: Introduction to Front Desk Operations

- Learning Unit Description

This learning unit describes what Front Desk Operations is, as well as its
primary functions and importance within the hospitality sector. In
addition, it helps learners build a vocabulary of key terms and jargon
used in this field.

» Learning Outcomes and Objectives

. . . .. Duration
Learning Outcomes Learning Objectives
(Hours)
. e Definition of Front Desk
LO4.1.1 Describe Front Desk .
Operations 1
2
2

Operations . .
P e Introduction to the topic

LO4.1.2 Define the main

. e Front Desk functions and
Front Desk activities and

. importance
operations
LO4.1.3 Utilise the ¢ Vocabulary building and
appropriate terms and guidance on the use of key terms
jargon and jargon

e Learning Outcome 4.1.1 Describe Front Desk Operations

. .. Duration
Learning objective
(hours)

e Definition of Front Desk Operations 0,2

Introduction to Hospitality and Tourism Y] 2
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Image generated by Bing Al Image Generator

. .. Duration
Learning objective
(hours)

e Introduction to the topic 0,8

The primary purpose of the hotel
front desk is handling check-ins and
check-outs and assigning proper
guest rooms.

Image generated by Bing Al Image Generator
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e Learning Outcome 4.1.2 Define the main Front Desk activities and
operations

Duration

Learning objective
g ob] (hours)

+ Front Desk functions and importance |

i

e Front Desk functions and importance

Introduction to Hospitality and Tourism & 4
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Check-in

Customer
service

Security and
safety

Reservations

Upselling

Coordination

Check-out

Activity 4.1.2: Discussion on the main functions of front desk
Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instructions:

Step I Split the trainees into two groups.

Step 2. Ask Group 1 to describe the check-in and check-out functions of
the front desk. Ask Group 2 to describe the reservations and upselling
function of the front desk.

Estimated duration: 10 — 15 minutes

Introduction to Hospitality and Tourism & 5
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¢ Learning Outcome 4.1.3 Utilise the appropriate terms and jargon

. C Duration
Learning objective

e Vocabulary building and guidance on the use of key terms 5
and jargon
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Activity 4.1.3: Practice for using front desk use of terminology

Materials: paper, pen, or PC/ tablet/ mobile phone to get access to the
examples and mark findings, take notes

Instructions:

Step I Provide trainees with the below practice for using front desk
terminology.

Step 2: Ask all trainees to read the practice questions and then nominate
different members of the group to answer each of the practice questions:

1) The price of hotel charges for overnight accommodations is called

2) A guest who arrives at a hotel without a reservation is called a

3) Turning away a guest who has a reservation because of a lack of
room availability is called
4) A sales technique whereby a guest is offered a more expensive
room than what he or she reserved is called
5) A reservation guaranteed with a Credit card, Deposit, Company /
TA voucher, etc. is called
6) Reservation waiting for the booker’s confirmation is called

Estimated duration: 5 — 10 minutes

2. Learning Unit 4.2: Organisation, roles and responsibilities

« Learning Unit Description

This learning unit describes the duties of the Front Desk Office, as well as
its structure. It also focuses on outlining the various Front Desk jobs and
the relevant responsibilities.

Introduction to Hospitality and Tourism Y] 10
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- Learning Outcomes and Objectives

: - s . Duration
Learning Outcomes Learning Objectives
(Hours)

LO4.2.1 Explain the duties
and responsibilities that
ensure the smooth e Front Desk structure and duties 2
operations of the Front
Desk

LO4.2.2 Define the various | e Front Desk jobs and
Front Desk roles responsibilities

e Learning Outcome 4.2.1 Explain the duties and responsibilities that
ensure the smooth operations of the Front Desk

. .. Duration
Learning objective
(hours)

e Front Desk structure and duties 2

Front Office Manager

Introduction to Hospitality and Tourism & L



L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

Introduction to Hospitality and Tourism & 12



L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

Introduction to Hospitality and Tourism & 13



2023-1-1S01-KA220-VET-000158090

Introduction to Hospitality and Tourism &




L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

Introduction to Hospitality and Tourism & 15



[ ]
2023-1-1S01-KA220-VET-000158090 J <J’ b

READY

Activity 4.2.1: Role play

Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instruction:

Step I. Select two trainees.

Step 2: Nominate one of the trainees to be the front desk officer and the
second to be a tourist checking in in the hotel.

Step 3. Ask the trainee assuming the role of the front desk officer to
welcome and check-in the guest.

Step 4: Ask all other trainees to observe.

Step 5: After the end of the scene, encourage the trainees to discuss what
was good about the welcoming and check-in procedure and what could
have been done better.

Estimated duration: 20 — 25 minutes

e Learning Outcome 4.2.2 Define the various Front Desk roles

Image generated by Bing Al Image
Generator
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Activity 4.2.2: Interactive discussion on the roles and responsibilities of
the front desk main positions

Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instruction:

Step I Participants are engaged in a group discussion to elaborate on the
various roles and responsibilities of the main front desk positions (Front
Office Manager, Reservation Manager, Reception Manager, Revenue
Manager, Concierge, and Housekeeping Manager.

Step 2: Select three trainees to summarise the role and responsibilities of:
Front Office Manager, Reservation Manager, Reception Manager.

Estimated duration: 20 — 25 minutes

3. Learning Unit 4.3: Current trends and practices

« Learning Unit Description

This learning unit highlights the latest trends in the field of Front Desk
Operations, such as the use of Al and Chatbots, contactless check-in
and check-out, self-service kiosks and sustainable practices.

» Learning Outcomes and Objectives

. . o . Duration
Learning Outcomes Learning Objectives
(Hours)

LO4.3.1 Summarise the .
. e Latest trends in Front Desk
new trends in Front Desk 3

. Operations
Operations

e Learning Outcome 4.3.1 Summarise the new trends in Front Desk
Operations

. .. Duration
Learning objective
(hours)

e Latest trends in Front Desk Operations 3

Introduction to Hospitality and Tourism Y] 18
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Self-service kiosk at hotels Mobile key technology
Image generated by Bing Al Image Generator Image generated by Bing Al Image Generator
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Activity 4.3.1: Debate on the positives and negatives from introducing Al
in front desk operations

Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instruction:

Step I. Participants are divided into two groups — one defending the thesis
that Al brings a lot of positives to front desk operations, and the second
highlighting the risks and negative implications.

Step 2: Give each group 15 minutes to prepare their thesis and nominate
their speaker.

Step 3: Both speakers engage in a 10-minute debate, each trying to defend
their thesis.

Estimated duration: 30 minutes

4. Learning Unit 4.4: Managing the guest cycle and experience

» Learning Unit Description

This learning unit describes the knowledge, skills and practices required
to construct rate quotes and managing the whole guest cycle (pre-
arrival, arrival, occupancy and departure). It also equips the learners
with the required competences to address complaints and appraisals.

« Learning Outcomes and Objectives

LO4.4.1 Develop rate

quotes ¢ Rating systems 2

LO4.4.2 Demonstrate how
to handle enquiries,
reservations and pickup
services

e Pre-arrival 2

LO4.4.3 Demonstrate how
to room a guest

e Arrival 2

Introduction to Hospitality and Tourism Y] 21
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. . .. Duration
Learning Outcomes Learning Objectives
(Hours)

LO4.4.4 Demonstrate how
to facilitate transport,

guest services and * Occupancy 2
accounts
LO4.4.5 Demonstrate how
to handle check-out,
e Departure 2

clearance and drop off
services

LO4.4.6 Demonstrate how
to address complaints

e Complaints 1

e Learning Outcome 4.4.1 Develop rate quotes

Learning objective Duration
0 (hours)

| e Rating Systems 2

Introduction to Hospitality and Tourism & 22
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Activity 4.4.1: Discussion on the suitability of the various food plans
Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instructions:

Step I Ask trainees to consider the various food plans commonly used in
the hospitality and tourism industry.

Step 2 Ask a trainee to give examples of food plans suitable for
commercial hotels.

Step 3: Ask a trainee to give examples of food plans suitable for resort
hotels.

Estimated duration: 5 — 10 minutes

Introduction to Hospitality and Tourism & 25
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e Learning Outcome 4.4.2 Demonstrate how to handle enquiries,
reservations and pickup services

Duration

Learning objective

:

e Pre-arrival

Introduction to Hospitality and Tourism & 26
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Activity 4.4.2: Role play — making a reservation

Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instructions:

Step I. Select two trainees.

Step 2: Assign the role of a reservation staff to one of the trainees and the
role of a tourist interested to book a stay with a hotel to the second trainee.

Step 3. Ask the trainee assigned the role of the tourist to pretend that
he/she is calling the front desk to enquire about making a booking. He/she
should ask about room availability on a specific date and also to ask about
the hotel prices for this particular period. The trainee assigned the role of
the reservation staff, should respond to the queries and make the booking.

Step 4: After the role play has been completed, encourage all other
trainees to engage in a discussion about how the trainee assigned the role
of the reservation staff has performed.

Estimated duration: 20 — 25 minutes

e Learning Outcome 4.4.3 Demonstrate how to room a guest

Reference Sheet 4.4.3.a: Importance of first impression upon arrival

e Arrival is the first physical touchpoint with the guest.

e This stage is about making a lasting and positive first impression.

e The activities involved aim to welcome guests warmly, manage
their immediate needs, and set the scene for a comfortable stay.

A )
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Activity 4.4.3: Role play — arriving at a hotel

Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instructions:

Step I Select two trainees.

Step 2: Assign the role of a front desk staff to one of the trainees and the
role of a tourist arriving at the hotel to the second trainee.

Step 3: Ask the trainee assigned the role of the front desk staff to welcome
the trainee assigned the role of the tourist. The focus of this role play is on
the front desk staff to warmly greet the tourist and to room the guest.

Step 4: After the role play has been completed, encourage all other
trainees to engage in a discussion about how they felt the trainee
assigned the role of the front desk staff has performed.

Estimated duration: 20 — 25 minutes

Introduction to Hospitality and Tourism & 28
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e Learning Outcome 4.4.4 Demonstrate how to facilitate transport,
guest services and accounts

Duration

Learning objective

:

e Occupancy

Introduction to Hospitality and Tourism & 29
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Activity 4.4.4: Role play - managing guest'’s stay

Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instructions:

Step I. Select two trainees.

Step 2: Assign the role of a front desk staff to one of the trainees and the
role of a guest at the hotel to the second trainee.

Step 3: Ask the trainee assigned the role of the guest to simulate calling
the front desk requesting transport services from the hotel to a conference
venue. Suggest that the guest is pretentious and is a difficult customer not
knowing what he wants. The focus of this role play is the front desk staff to
facilitate travel arrangements for the guest by always being polite and
keeping calm no matter how the guest behaves.

Step 4: After the role play has been completed, encourage all other
trainees to engage in a discussion about how they felt the trainee
assigned the role of the front desk staff has performed.

Estimated duration: 15 — 20 minutes

e Learning Outcome 4.4.5 Demonstrate how to handle check-out,
clearance and drop off services

. .. Duration
Learning objective
(hours)

e Departure 1

Introduction to Hospitality and Tourism & 30
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Activity 4.4.5: Role play - leaving the hotel

Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instructions:

Step I Select two trainees.

Step 2. Assign the role of a front desk staff to one of the trainees and the
role of a tourist leaving the hotel to the second trainee.

Step 3: Ask the trainee assigned the role of the front desk staff to check-
out the guest. The focus of this role play is on the front desk staff to carry
out the check-out procedure, settle the gust's account, assist with
handling his/her luggage and to offer drop of service.

Step 4: After the role play has been completed, encourage all other
trainees to engage in a discussion about how they felt the trainee
assigned the role of the front desk staff has performed.

Estimated duration: 20 — 25 minutes

e Learning Outcome 4.4.6 Demonstrate how to address complaints

Duration

Learning objective
g ob] (hours)

eComplaints

:

e Complaints

Introduction to Hospitality and Tourism & 3l
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Activity 4.4.6: Role play — addressing guest complaints
Materials: paper, pen, or PC/ tablet/ mobile phone to take notes
Instructions:

Step I Select two trainees.

Step 2. Assign the role of a front desk staff to one of the trainees and the
role of a tourist to the second trainee.

Step 3: Ask the trainee assigned the role of the guest to complain about
his/her TV not working in the hotel room. The focus of this role play is on
the front desk staff to demonstrate how to handle guest complaints.

Step 4: After the role play has been completed, encourage all other
trainees to engage in a discussion about how they felt the trainee
assigned the role of the front desk staff has performed.

Estimated duration: 15 — 20 minutes

Introduction to Hospitality and Tourism & 32
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5. Learning Unit 4.5: Financials

- Learning Unit Description

This learning unit provides basic knowledge and skills required to
handle front desk accounting. It also develops some key competences
necessary for processing payments.

» Learning Outcomes and Objectives

LO4.5.1 Describe front
office accounting
fundamentals and
systems

LO4.5.2 Explain the basic
procedures for cash and
payments

e Folios, vouchers, points of sale,
accounting systems, ledgers,
accounting cycle

. . .. Duration
Learning Outcomes Learning Objectives
(Hours)
2
2

¢ Modes of payment and check-
out procedure

e Learning Outcome 4.5.1 Describe front office accounting
fundamentals and systems

Duration
Learning objective Toulid)
¢ Folios, vouchers, points of sale, accounting systems, ledgers,
accounting cycle
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L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

Introduction to Hospitality and Tourism & 34



2023-1-1S01-KA220-VET-000158090

Introduction to Hospitality and Tourism &




2023-1-1S01-KA220-VET-000158090

Introduction to Hospitality and Tourism &




L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

Introduction to Hospitality and Tourism & 37



L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

Introduction to Hospitality and Tourism & 38



[ ]
2023-1-1S01-KA220-VET-000158090 J <J’
R

EADY

Activity 4.5.1: Practice on front desk accounting fundamentals
Instruction:
Step I Provide the trainees with the following practice questions.

Step 2: Nominate different trainees to provide answers to the following
questions:

1) An account records all and of a guest

2) A charge that is posted to a customer is called O ... ,and
a payment is called Q...

3) The financial transaction between a guest and the hotel are
recorded iN O ...

4) The statement of all transactions affecting the balance of a guest
account are called ...

5) List three types of vouchers: I: , 2 , 3

6) List the three stage of accounting Cycle: I: .o , 2
, 3

Step 3: Randomly ask members of the training group to read their answers.

Estimated duration: 15 — 20 minutes

e Learning Outcome 4.5.2 Explain the basic procedures for cash and
payments

. .. Duration
Learning objective
(hours)

¢ Modes of payment and check-out procedure 2

Image generated by Bing Al Image
Generator
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6. Learning Unit 4.6: Information Systems

« Learning Unit Description

This learning unit introduces learners to some of the main Front Office
Systems in the hospitality industry. It also places strong focus on raising
learners’ awareness of data policies, international standards and
regulations in view of data protection and security.

» Learning Outcomes and Objectives

: . e . Duration
Learning Outcomes Learning Objectives
(Hours)

LO4.6.1 Define the types of
front desk information e Front Office Systems 2
systems

LO4.6.2 Discuss data
privacy and information
security

 Data policies, international
standards and regulations

e Learning Outcome 4.6.1 Define the types of front desk information
systems

Duration
(hours)

e Front Office Systems 2

Introduction to Hospitality and Tourism & 41
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Activity 4.6.1: Practice on matching various operations to the main
modaules of a typical front office system

Instruction:
Step I Provide the trainees with the following practice questions.

Step 2. Nominate different trainees to provide answers to each of the
following questions:

1) Processing reservations online, via phone, or at point-of-sale is
handled by which module?

Answer:

2) Managing guest booking details, profiles, and communication is
handled by which module?

Answer:

3) Processing deposits, payments, and refunds is handled by which
module?

Answer:

4) Checking guests in and out is handled by which module?

Answer:

5) Maintaining a housekeeping schedule is handled by which
module?

Answer:

6) Handling front office accounting is handled by which module?

Answer:

Estimated duration: 15 — 20 minutes

e Learning Outcome 4.6.2 Discuss data privacy and information
security

. .. Duration
Learning objective
(hours)

e Data policies, international standards and regulations 1
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Activity 4.6.2: General Data Protection Regulation (GDPR)

Materials: paper, pen, or PC/ tablet/ mobile phone to get access to the
examples and mark findings, take notes

Instructions:

Step I Ask participants to acquaint themselves with the summary of EU’s
data privacy and security law at: https://gdpr.eu/what-is-gdpr/

Step 2: Split the training group into two smaller teams.

Step 3: Ask each group to: a) discuss the scope and potential penalties of
the GDPR, and b) define the following terms of the GDPR: Personal data;
Data processing; Data subject; Data controller; Data processor.

Step 4: Ask each group to nominate two trainees, each of whom to present
answers to a) and b).

Estimated duration: 20 — 25 minutes

Introduction to Hospitality and Tourism & 44
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Individual work — Assignments with an overall duration of 4 hours -
overview:

Individual work 1:

Read carefully the following case study and respond in writing to the questions
below. Each trainee should submit their work to the trainer who will provide
individual feedback.

Case study:

Hayden was upset about the service received from a front office agent during
his check-in process. The agent was rude and did not pay attention to him
during the process. This made him feel unwelcomed and dissatisfied. He com-
plained to the Front Office Manager who quickly apologized and indicated that
the worker was new. The manager personally check him into his room and left.
Hayden decided to get ready for dinner but the shower was not working
properly. There was no hot water. He called the from desk to complain and was
told someone would be there in 5 mins. Twenty minutes elapsed and he de-
cided to take the cold shower and head to dinner.

Since the property was not an all-inclusive, he had to pay for his meal. Upon
checking he realized he did not have his credit card so he asked what were his
options in terms of payment. The restaurant manager contacted the front of-
fice to have the charges be place on his room for which he was grateful. He
returned to his room and found the water to be cold in the shower, no one had
check it. He called the front desk to complain again but the agent said that
there was no record of the complaint. Since his stay was a short one, he
checked out the following day and was somewhat dissatisfied with his overall
stay and found that it could have been better.

Questions

1. State three ways complaints can be minimized from that check-in

experience.

2. What would you do if a guest had problems paying their bill? Suggest three
things which can be done.

Introduction to Hospitality and Tourism & 45
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3. State four steps that should have been followed when the complaint of the

faulty shower was made to the front desk.

Individual work 2:

Watch the following video:

https://www.youtube.com/watch?v=gA8IFdW5Ruc and write a short sum-
mary (max. 500 words) of the manners that a front desk concierge
and bell staff should have.

Introduction to Hospitality and Tourism Y] 46
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Module Assessment

Leqrnlng Units Leqrnlng Outcomes Points per questlon

LO4.1.1 Describe Front Desk Operations 3 min.
LU4.1 - Introduction to Front LO4.1.2 Define the main Front Desk activities and ql 5 3 min
Desk Operations operations
LOA4.1.3 Utilise the appropriate terms and jargon Ql 3 3 min.
o LO4.2.1 Explain the duties and responsibilities that ensure Ql 5 3 min.
Lu4.2 - Orga.nl.s'a.tlon, roles the smooth operations of the Front Desk Q2 5 3 min.
and responsibilities
LO4.2.2 Define the various Front Desk roles Ql 3 3 min.
LU4.3 - Current trends and LO4.3.1 Summarise the new trends in Front Desk Q 4 3 min
practices Operations '
LO4.4.1 Develop rate quotes Ql 4 3 min.
LO4.4.2 Demonstrate how to handle enquiries, )
. . . Ql 4 3 min.
reservations and pickup services
. LO4.4.3 Demonstrate how to room a guest Ql 3 3 min.
LU4.4 - Managing the guest =
cycle and experience LO4.'4.4 Demonstrate how to facilitate transport, guest ql 3 3 min.
services and accounts
LO4.4.5 Demonstrate how to handle check-out, clearance .
. Ql 3 3 min.
and drop off services
LO4.4.6 Demonstrate how to address complaints Ql 3 3 min.
Ql 4 3 min.
. . LO4.5.1 Describe front office accounting fundamentals 3
LU4.5 - Financials Q2 3 3 min.
and systems
Q3 3 3 min.
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Learning Units Learning Outcomes Points per question
Q4 3 i

3 min
LO4.5.2 Explain the basic procedures for cash and .
Ql 3 3 min.
payments
) LO4.6.1 Define the types of front desk information systems Ql 3 3 min.
LU4.6 - Information systems - - - - - :
LO4.6.2 Discuss data privacy and information security Ql 1 3 min.

Maximum points = 66

Points to pass the module =50

Q]

Front Desk Operations and Information
Systems



LU4.1 - Introduction to Front Desk Operations
LO4.1.1 Describe Front Desk Operations

Assessment question 1

Answer the following question:
1) What is the primary purpose of the hotel front desk?

Answer:

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point.
Assessment key:

1) = Handling check-ins and check-outs and assigning proper guest rooms
LO4.1.2 Define the main Front Desk activities and operations

Assessment question 1

List five functions of the front desk operations:

) B

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points; 4 correct answers =
4 points; 5 correct answers = 5 points.

Assessment key:

1) = Check-in; 2) = Customer service; 3) = Security and safety; 4) =
Reservations; 5) = Upselling; 6) Coordination; 7) = Check-out

LO4.1.3 Utilise the appropriate terms and jargon

Assessment question 1

Fill in the correct terminology:

1) Accepting more reservations than there are available rooms is called

2) A guest who made a room reservation but did not register or check-in
is called

3) A code that provides a unique reference to a reservation record and
assures the guest that the reservation record exists is called
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Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Overbooking; 2) = No-show; 3) = Confirmation Number.

LU4.2 - Organisation, roles and responsibilities

LO4.2.1 Explain the duties and responsibilities that ensure the smooth
operations of the Front Desk

Assessment guestion 1

List five positions of a typical front desk department:

) B

Points awarded: O correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points; 4 correct answers =
4 points; 5 correct answers = 5 points.

Assessment key:

1) = Front Desk Manager; 2) = Guest Service Manager; 3) = Reservation
Manager; 4) = Reception Manager; 5) = Revenue Manager; 6) Night Manager,
7) = Concierge; 8) Housekeeping Manager

Assessment question 2

Please mark the correct answer:

1) A front desk briefing is a meeting that is held at the middle of every
shift between the front desk staff and the front desk manager - true /
false?

2) The duties of the front desk staff also include providing customer
support - true [ false?

3) The front desk staff duties include processing payments and settling
guest accounts - true [ false?

4) Front desk staff are not responsible for coordination activities with
housekeeping staff - true [ false?

Front Desk Operations and Information &
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5) It is the front desk’s responsibility to upsell additional services and
add-ons at appropriate times - true [ false?

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points; 4 correct answers =
4 points; 5 correct answers = 5 points.

Assessment key:
1) = False; 2) = True; 3) = True; 4) False; 5) = True.
LO4.2.2 Define the various Front Desk roles

Assessment question 1
Match the position that best describes the below jobs and responsibilities:

) role is to oversee the front desk staff. They are also
tasked with ensuring a quality experience for every guest. Moreover,
they prepare schedules to ensure full staffing at the front desk at all
times. They may be involved in the hiring and training of new staff.

) R job is to handle reservation services, as well as
dealing with cancellations and changes.
<) oversees staff responsible for cleaning and sanitizing

rooms to prepare everything for the next guest.

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Front Desk Manager; 2) = Reservation Manager; 3) = Housekeeping
Manager

LU4.3 - Current trends and practices
LO4.3.1 Summarise the new trends in Front Desk Operations

Assessment question 1

List four new trends in front desk operations:

Front Desk Operations and Information &
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Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points; 4 correct answers =
4 points.

Assessment key:

1) = Personalization and Guest Preferences; 2) = Mobile Key Technology; 3) =
Self-Service Kiosks; 4) = Sustainable Practices; 5) = Enhanced Security
Measures; 6) Upselling and Cross-Selling

LU4.4 - Managing the guest cycle and experience
LO4.4.1 Develop rate quotes

Assessment question 1

Match the terms that best describes the below room rates and food plans:

1) Rates offered to companies that provide frequent business for the
hotel or its chain are called ...,

2) Rates that includes a guest room in combination with other available
events or activities or with a meal package are called

3) Food plan rate that includes breakfast on the premises for every guest
who occupies a room overnight is called a

4) Food plan rates that include two meals a day, including breakfast and
either lunch or dinner are called

Points awarded: O correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points; 4 correct answers =
4 points.

Assessment key:

1) = Corporate or Commercial Rate; 2) = Package Rate; 3) = Continental Plan;
4) = Half-board

LO4.4.2 Demonstrate how to handle enquiries, reservations and pickup
services

Assessment question 1

Please mark the correct answer:

1) The Pre-arrival begins the moment a guest books their stay - true /
false?

2) The initial interaction that often determines whether a guest will book
a stay is called reservation - true [ false?

Front Desk Operations and Information &
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3) A critical touchpoint where guests commit to staying and share their
preferences is called enquiry - true [ false?

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:
1) = True; 2) = False; 3) = False.

LO4.4.3 Demonstrate how to room a guest

Assessment question 1
List three activities that front desk staff perform upon guest arrival:

1)
) B

) R

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Handling Luggage; 2) = Registering; 3) = Opening Guest Account; 4) =
Allocating Room; B5) = Issuing Key, Welcome Kit

LO4.4.4 Demonstrate how to facilitate transport, guest services and
accounts

Assessment question 1

List three activities that front desk staff perform during guest occupancy:

1)
) R
<)

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Managing Guest Services; 2) = Managing Transport; 3) = Managing
Telephone Calls; 4) = Currency Exchange

Front Desk Operations and Information &
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LO4.4.5 Demonstrate how to handle check-out, clearance and drop off
services

Assessment question 1

List three activities that front desk staff perform during guest departure:

1)
) R
<)

Points awarded: O correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Handling Luggage; 2) = Check-out; 3) = Geust Payment Clearence; 4) =
Drop Service

LO4.4.6 Demonstrate how to address complaints

Assessment question 1

List three actions that front desk staff can take to address guest complaints:

1)
) R
<)

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Listen to the complaint; 2) = Record details of the complaint; 3) = Get all
the facts; 4) = Discuss options for fixing the problem; 5) = Act quickly; 6) = Keep
your promises; 7) Follow up

LU4.5 - Financials
LO4.5.1 Describe front office accounting fundamentals and systems

Assessment question 1

Please mark the correct answer:

1) An account is a form on which financial data are accumulated and
summarized - true [ false?
-
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2) Itis not a record of charges and payments - true [ false?

3) A charge that is posted to a customer is called a debit, and a payment
is called a credit - true [ false?

4) Front office transactions are charted on account statements called
folios - true [ false?

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points; 4 correct answers =
4 points.

Assessment key:

1) = True; 2) = False; 3) = True; 4) = True.

Assessment guestion 2

List three types of folios:
1)
2)
3)
Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Guest folios; 2) = Master folios; 3) = None-guest folios; 4) = Employee folios;
5) = Split folios

Assessment question 3

List three types of vouchers:
1)
2)
3)
Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Cash voucher; 2) = Charge voucher; 3) = Allowance voucher; 4) = Cash

advance voucher; 5) = Correction Voucher; 6) = Credit Card Voucher; 7) =

Paid-Out Voucher; 8) = Transfer Voucher; 9) = Travel Agency Voucher

Front Desk Operations and Information &
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Assessment question 4

What are the three steps of the accounting cycle:

1)
) B

)

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Creation of accounts; 2) = Maintenance of accounts; 3) = Settlement of

accounts

LO4.5.2 Explain the basic procedures for cash and payments

Assessment question 1

List three of the most typical modes of payment:

1)
)
<)

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Cash payment; 2) = Bank card; 3) = Direct billing/Bank transfer; 4) = Travel
agent voucher

LU4.6 - Information systems
LO4.6.1 Define the types of front desk information systems

Assessment question 1

List three of the most commonly used modules of front desk information
systems:

1)
) B

)
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Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point; 2
correct answers = 2 points; 3 correct answers = 3 points.

Assessment key:

1) = Reservations module; 2) = Accounts module; 3) = Housekeeping module;
4) = Guest experience module

LO4.6.2 Discuss data privacy and information security

Assessment question 1

Name Europe’s data privacy and security law:

Answer:

Points awarded: 0 correct answers = 0 points; 1 correct answer = 1 point.
Assessment key:

1) = General Data Protection Regulation (GDPR)
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