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Preface

I always felt the need for a textbook on Front Offi ce Management during my stint as a hospitality trainer 

and this motivated me to write this book. 

This book has been primarily developed to cover the syllabus prescribed by the National Council for 

Hotel Management, New Delhi. It is also at par with the syllabi of various universities of India, offering 

degree courses in hotel/hospitality management. 

During my continuous interface with the industry, I have noticed that students do not learn certain 

practical aspects of front offi ce operation in college. I have included these important activities in detail 

in this book so that the students are equipped with suffi cient knowledge to manage these in the industry. 

I have also noticed that students do not get much opportunity to develop themselves during their stint 

at college on service attitude, which is the most important aspect of hospitality industry. Keeping this 

in mind, a separate chapter on service management has been added. Efforts have also been made to add 

information on hotel laws and licenses. 

In this book, I have explained front offi ce operation on manual system and gradually switched over 

to computerized system, because I believe that manual system helps students to understand ‘why’ rather 

than ‘how’. Thus, better conceptualization is possible. 

This book would not have been complete without the constant inspiration of my student and ex-

colleague, Mr Soumendra Mukherjee. I am extremely thankful to him. I would also like to express my 

sincere thanks to all my students and trainees of various organizations, who inspired me by seeking 

clarifi cation during my teaching process, which actually helped me to conceive the idea of writing this 

book. I express my sincere gratitude to all expert managers of the industry who added value to this book 

by giving valuable suggestions. 

Last but not least, I am thankful to my wife and my son for encouraging me continuously.

Anutosh Bhakta
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Chapter    ONE
Introduction to Tourism

and Hospitality

  LEARNING OBJECTIVES

  After reading this chapter, you will be able to 

Gain an understanding of the hospitality industry »

Get an idea of the growth and development of hotel industry »

Learn classifi cation and organisation of hotels »

Understand the basic elements of tourism  »

 HOSPITALITY INDUSTRY: AN OVERVIEW

In this chapter, we will provide an overview of the hospitality industry and will discuss the basic con-

cepts of this large and exciting industry. 

First, we will get an idea of an organisation and an industry. An ‘organisation’ is a group of peo-

ple working together to achieve a common goal and an ‘industry’ is a group of organisations working 

together for a common goal. So, an industry could be understood as an umbrella under which many 

organisations of the same nature function for a common purpose, e.g. the textile industry, under 

which are different organisations like those engaged in textile manufacturing, sales, and garment 

manufac- turing operate. Together, all these organisations constitute the textile industry. Similarly, under the 

hospitality industry, there are many organisations that work towards a common goal. The Oxford English 

Dictionary defi nes hospitality as ‘the reception and entertainment of guests, visitors or strangers with 

liberality and goodwill’.
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The hospitality industry can be broadly defi ned as a collection of organisations providing either all 

or a combination of the following facilities:

Accommodation

Food and beverage

Transportation

Entertainment

Health care

Some of the organisations that come under the hospitality industry are 

Hotels

Independent restaurants

Airline companies

Shipping companies

Railways

Industrial canteens

Amusement parks

Shopping malls

Hospitals/nursing homes

Call centres

Any possible organisation engaged in customer service

The above list implies that the hospitality industry includes not just hotels and restaurants but also 

a wide range of other organisations. This means ample job opportunities  in hotels, restaurants, airlines, 

cruise lines, railways, industrial canteens, amusement parks, shopping mall, hospitals, nursing homes, 

call centres, banks, MNCs, etc. and a very bright future ahead. Students are familiar with this brighter 

side of the profession. But, many  students good in academics have to struggle hard to carve out a 

successful career in this industry while others who do not perform so well in academics excel in their 

career. 

 CAREER IN THE HOSPITALITY INDUSTRY

Just graduating in hotel or hospitality management is not enough to build a successful career in the hos-

pitality industry. During my thirty-year stint in the hospitality industry, I have observed that for success 

in this fi eld, academics count for approximately forty percent. Other qualities make up the balance sixty 

percent. It is extremely essential to blend academic qualifi cation and other qualities to become a success-

ful professional. While pursuing your studies, you must learn to develop and blend these qualities with 

your academic qualifi cation. Otherwise, you will see the ladder of success but will not be in a position 

to climb it. So, what are these qualities that you need to develop and blend with academics? They are 

elaborated below.

Good communication skills

Communication skill is not restricted to speaking good English. It is an ability to make people under-

stand what you want to express, no matter whatever your language or situation is. Communication is an 

exchange of ideas, facts, views, opinion, information and emotions by two or more person. This is also 

known as a process by which the information is transmitted between individuals and/or organisations, so 

that an understanding response results.
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Grooming

It means how you present yourself in front of others depending on the occasion, environment, place 

or situation. You should look charming and presentable. Take care that your hair is trimmed,  you are 

properly shaved, your uniform is clean and properly ironed, your shoes polished, and that there are no 

broken or missing buttons, etc. That way you will look attractive and presentable, suited for the work 

environment. You should appear as per the requirements of the industry. For instance, spiked hair may 

look good at a party but is unsuitable in a work environment, especially in the service industry. So, you 

should develop a sense of grooming best suited with the environment. 

Pleasing and Cheerful Personality

Your main job will be to deal with people and render services to them. In other words, you will earn 

money by selling services. People will decide to buy services from you, provided they are attracted to 

your pleasing and cheerful personality. In this context, we offer an example here. In 1971, in New York 

City, a research was carried out to fi nd the factors most responsible for selling. To carry out this research, 

they opened, prior to Christmas Eve, two identical pastry shops, adjacent to each other with the same 

size, same decor, same varieties of product, same ambience, same number of staff, etc. But, the counter 

staff was different. In one shop, they kept counter staff with smiling face and pleasing personality. While 

in other shop, staff was gloomy. After a  month, they realized that the shop with smiling and pleasing 

counter staff earned ten times more revenue than the other shop. It is rightly said that if you cannot smile, 

if you cannot please people, and you are not suitable for the service industry.

Positive Attitude

This is the most important quality you need to develop to be a successful professional. What is positive 

attitude? In simple words, positive attitude means your behaviour, and the ability to deal with people 

from your heart. Whatever you do for your customers and do it  with sincerity—from your heart; because 

everybody likes natural and genuine behaviour, which can only come from the heart. 

When people like you, they will be willing to spend money on you. A positive attitude will not only 

make your customers happy, but will also give you immense happiness. 

A famous Chinese proverb says:

  If you want happiness for an hour—TAKE A NAP.

  If you want happiness for a day—GO FOR A PICNIC.

  If you want happiness for a week—GO FOR A WEEKEND.

  If you want happiness for a month—GET MARRIED.

  If you want happiness for a year—INHERIT WEALTH.

  If you want happiness for lifetime—LOVE YOUR WORK.

You can only love your work, if you work from the heart.

Let us now discuss customer-focused activities. The most important thing to remember is that every-

body in and around you is your customer. He or she may be your classmate, colleague, teacher, sub-staff, 

visitor or your family member. You should display a positive attitude with everybody. If you think you 

are required to display a positive attitude only with people who buy your service, then you are wrong. 

Being positive comes from within. It is not acting. Unless you make it a habit, you cannot develop a 

positive attitude. Thus, you should be positive with everybody. 



4 Professional Hotel Front Offi ce Management

What is required of a successful service industry professional is a fi ne blend of all the qualities men-

tioned above with knowledge and skills, which you will be learning in due course of time. 

 AN INSIGHT INTO HOTELS AND THE HOSPITALITY INDUSTRY

Gone are the days when a hotel was considered ‘a home away from home’. This was true during the ages 

of inns, when there were hardly any lodging houses, where customers were very happy with shelter and 

food. The concept of a hotel has changed and now a hotel is ‘a public place that provides boarding and 

lodging to bonafi de customers on payment’.

Today, hoteliers face tremendous competition. People have started viewing hotel services in a pro-

fessional perspective. Nowadays, people expect much more from a hotel than what they normally get at 

home. In fact, it is the search for these extra comforts and facilities that lead people to use hotels more 

and more. For example, one would not bother if the morning tea is not served on time at home or at any 

friends’ house, but if this delay in service happens in a hotel, a scene might be created, because people 

compromise with many things at home but not in a hotel as they are paying for the service.

Besides the basic amenities of food and accommodation, hotels provide many extra amenities for 

the comfort and convenience of the guests, which are not available at home, such as a specialty restau-

rant, 24-hour coffee shop, bar, 24-hour room service, banquet halls, night club, discotheque, shopping 

arcade, swimming pool, laundry service, safety lockers, channel music, close circuit TV, conference hall, 

money changing facilities and so forth. It is because of these extra facilities that people today frequently 

visit hotels.

In the present scenario, it would be fair to say that a hotel today is more than a home away from 

home.

Who is a guest?

A guest in a hotel is basically a customer who purchases the services of the hotel and pays for them. 

However, since we are in the hospitality industry, we do not use the commercial terminology for these 

buyers of our services (who in fact are paying guests), we call these buyers guests. When we address our 

customers as guests, their ego gets boost up and they feel important. This is the reason why there is no 

word called ‘customer’ in our dictionary. Instead, we always address them as ‘guests’.

Relations with the Guests

We have already seen that we maintain long and an informal relation with our people close to us such as 

our parents, friends, sisters and brothers. The relation is lifelong and it is informal in nature. We share our 

feelings of joy and sorrow with our parents, friends, siblings and other relatives. We crack jokes and call 

them by their nicknames. Now, what kind of a relation should an employee of the hospitality industry 

maintain with the guests? 

The answer is that it should be ‘short and formal’. It is short, because it has been seen that average 

duration of a guest’s stay in a hotel is two to three days, during which, an employee hardly comes in 

contact with a guest for not more than an hour or so. That means even if a guest visits a hotel 25 times 

in his/her entire lifetime, the relation with a guest will last for a maximum of 25 hours or one day in the 

whole lifetime. (Is it not a very short relation compared to the relations we maintain with our family 

members and friends?)
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The relation is also formal because as employees, we cannot share our feelings with our guests, or 

cannot call them by their nicknames. We always address them as Sir, Madam, Mr or Ms. We cannot en-

croach on their personal life and personal space. Therefore, an employee maintains a ‘short and formal’ 

relation with his guests.

Now the question is: When the relation is very short and formal, how important is it to maintain that 

relation? Obviously, it is most important. If you spoil the relation with the guest, you spoil the goodwill 

of the hotel. You start losing guests, which will affect profi tability. We do come across instances when 

guests complain about the rude or indifferent behaviour of employees. 

Let us analyse how relations sour. The moment you disagree, a confl ict with the guest starts, which 

in turn leads to deterioration in the relation. Guests have the privilege to disagree but not employees. 

Therefore, ‘the guest is always right’. Whenever this golden rule is forgotten, confl icts arise and com-

plaints start pouring into the manager’s offi ce. 

Whenever you meet a guest, you represent your organisation. So, you have to take care of your be-

haviour, courtesy, grooming, posture, gesture and so on.

Service Culture 

Different places have different cultures but people adapt themselves to the culture of a place in due 

course of time. In the hospitality/service industry, the culture which should exist is the service culture.

But, what is service culture?

The simplest way to defi ne ‘service culture’ in one word is anticipation. It means anticipation of 

guests’ needs. So, service culture means anticipation of guests’ needs and rendering services accordingly 

before they ask for it. Why is service culture so important in the hospitality industry? It is because guest 

satisfaction is the topmost priority for us and psychology says that ‘someone becomes more satisfi ed if 

his/her needs are fulfi lled before it is asked for’. We try to make use of this human psychology to satisfy 

our guests.

When a guest walks into the lobby of a hotel and comes in contact with the Front Desk staff, the 

guest expects the staff at the Front Desk to greet him with a smile. If the guest is welcomed with a smile 

(without asking for it) by the Receptionist, the guest will start feeling the atmosphere of service culture 

in the hotel. But quite often it is observed that Receptionists fail to offer smile and greetings and the 

result is that the manager often hears from the guests: ‘Your receptionists do not even smile.’

A smile is a very simple thing to anticipate and with experience, employees can anticipate more and 

more requirements of the guests and can offer them before the guest makes a request. For example, of-

fering guest registration card on arrival along with a pen, offering room keys to the guest and so forth.

A good exercise can be done by putting yourself into the guests’ shoes and making a list of what you 

would expect from the employees of the hotel, right from the time you enter in the hotel, during your 

stay, till you check out. Thus, you will make a list of guest service standards.

 MODERN TOURISM DEVELOPMENT

The term tourism is of modern origin. It is evident by its mass character of the travel undertaken in the 

past. Recently, there has been a large growth in the mass movement of the people from their native place 

to another country for short-term stay of a few days or weeks. The present-day migration by interna-

tional tourists is a post-World War II phenomenon, though the annual exodus of people started only a 
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century ago. The credit of the development of various modes of transport, such as the motor car and the 

aeroplane, goes to the period between the two World Wars, during which there was a great movement 

of people for the purposes of tourism. Along with the intervention of the Second World War, the trend 

received a setback. Tourism is sensitive to world economic and political conditions. It can also take place 

in such an extensive way that the majority of the people can enjoy some prosperity and security. Tour-

ism and holiday making demonstrated prosperity and peace on a global as well as a national scale. In 

accordance with the high standard of living of people in many countries, a proportion of their incomes 

can be set aside for holidays and recreation.

Reasons for Rapid Growth of Tourism

The economic, social and technological aspects of the highly developed industrialised countries served 

as the basic cause of rapid growth of demand for tourism. Factors such as the rising per capita income 

have made tourism handy to a large number of people because of its high spending power and also an 

increase in discretionary incomes. Annual holidays have become reachable to a large majority of people 

in advanced countries. Establishments such as ‘recreation homes’ were made for the more prosperous 

members of the society who considered these as a fashion and status symbol. Varied types of recreation 

and holidays, such as yachting, safari and trail-riding, were gaining popularity. Another factor that in-

fl uenced the growth of tourism was the use of motor car during travel, which increased mobility. In 

places like Europe and North America, private car owners grew in number resulting in more travel for 

the purpose of tourism.

The social reason

The new attitudes towards travel and leisure, which traditionally was considered to be a luxury but now 

is considered to be the essential part of lifestyle and consumption pattern, socially helped in the growth 

of tourism. There has been a signifi cant change in the entire concept of pleasure travel. In the pre-war 

days, these services were enjoyed by the well-heeled and leisured people of the society who enjoyed 

travel for its own sake and who were content with enjoying scenery, works of arts and theatres in foreign 

places. But the present-day tourist has a different idea of travel, coming from a different background, 

which is much wider and contains varied tastes and desires. This is also because of the restricted time 

limit granted to the tourist and also because of his/her desire to pack into it as much as possible within 

the given time limit. ‘Democratisation’ of leisure pursuits is yet another factor responsible for the growth 

in tourist traffi c. This includes the availability of exclusive pursuits, such as riding, boating and surfi ng 

to an ordinary man. 

Technological reasons

A new meaning to tourism has been brought about by the aviation industry. Travels to remote desti-

nations were now a part of reality. The number of long-distance journeys undertaken by the tourists 

increased during the last 20 years. The most inaccessible places a few generations ago, had become 

accessible to millions of people due to the technological development. It is now a matter of few hours 

to carry holidaymakers to thousand miles or more. The consistent air travel market was separated into 

two segments—charter and schedule air travel—which had indeed increased the demand. Package tours 

nowadays are a contributing factor to the growth of tourism. These tours are complete with all sorts 
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of arrangements, such as transport, accommodation and sightseeing tours with a signifi cantly reduced 

price that had been much higher if arranged individually. Various factors such as the opening of tourist 

spots in the developing countries, creation of new facilities to receive larger fl ow of tourist and increas-

ing tourism promotion efforts by tourist service enterprises have increased the tourist fl ow. Prosperity 

was demonstrated through the participation of mass tourism activities as in those of highly developed 

industrialized countries. People enjoying high standards of living can afford to set aside a proportion of 

incomes for holidays.

Commodities like wheat, automobiles and machine tools were left behind as international tour-

ism led the items of international trade since the mid-1960s. A conference on International Travel and 

Tourism held in Rome in August–September exemplifi ed tourism’s importance. International travel and 

tourism received a setback as the economic and social force of major proportions in the world at this 

conference, which was attended by over 500 people from some 84 countries, and it was from this event 

that many countries realised the benefi ts of tourism.

The thing in tourism that attracted many countries was the foreign exchange. A shortage in the 

foreign currency is experienced by almost all developing countries, which results in the incapability of 

these countries in obtaining goods and services necessary for development. A large number of develop-

ing countries depend on international tourism as the source of obtaining foreign earnings as a result of 

which around 100 countries are developing a major interest in the development of tourism. Some of 

these countries are seeking the help of international consulting fi rms to prepare a tourism development 

plan and are asking the World Bank to grant loans to fi nance these plans. A part of the fi nancial alloca-

tions is set aside by all the developing countries for the development and promotion of tourism. An 

amplifi ed tourist fl ow to these countries is taking place due to the strengthening and building of the basic 

infrastructure and accommodation. Countries like China have opened their doors to a large number of 

visitors in an attempt to get a good share of foreign exchange and due to this attempt, it is now receiving 

a large number of foreign tourist from all over the world. In an attempt to increase currency reserves 

and also to make travel to China more moderate, new hotels are being built and the airports are being 

modernized and new accommodations are being provided at different tourist sites.

Peter’s Inventory of Tourist Attractions

1. Cultural: Site and areas of archaeological interest; historical buildings and monuments; 

places of historical signifi cance; museums; modern culture; political and edu-

cational institutions; religious institutions

2. Traditions: National festivals; arts and handicrafts; music; folklore; native life and cus-

toms

3. Scenic: National parks: wildlife: fl ora and fauna; beach resort; mountain resort

4. Entertainment: Participation and viewing sports; amusement and recreation parks; zoos and 

oceanariums; cinemas and theatres; nightlife; cuisine

5. Other attractions: Climate; health resorts or spas; unique attractions not available elsewhere

Source: International Tourism, Hutchinson, 1969, pp.148–49.

Tourism and its Nature

According to the WTO, there were nearly 415 million international tourist arrivals throughout the world 

in 1990, which rose to around 450 million in the year 1991 with an increase of about 5 percent. Tourism 
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can also be described as the activity of the tourists of spending billions of dollars at the country of visit. 

A clear concept and a more accurate and scientifi c defi nition of tourism is necessary for various purposes 

such as to describe the phenomenon of tourism systematically, for statistical purposes and for legislative 

and administrative purposes. 

One of the earliest defi nitions of ‘tourism’ was given by an Austrian economist, Hermann V. 

Schulard, in the year 1910, who defi ned it as ‘the sum total of operators, mainly of an economic nature, 

which directly relate to the entry, stay and movement of foreigners inside and outside a certain country, 

city or region’. The concept of tourism found expression, however, in a more technical defi nition of the 

Swiss professors, Hunziker and Krapf, in the year 1942. They stated that, ‘tourism is the totality of the 

relationship and phenomenon arising from the travel and stay of strangers, provided the stay does not 

imply the establishment of a permanent residence and is not connected with a remunerated activity’. This 

defi nition was subsequently adopted by the International Association of Scientifi c Experts in Tourism 

(IASET). The defi nition brings out the following three distinct elements of tourism:

 Involvement of travel by non-residents

 Stay of temporary nature in the area visited

 Stay not connected with any activity involving earnings

Tourism, therefore, acts as a compound confrontation that holds close the incidence of a mobile 

population of travellers who are strangers to the places they visit. The increasing importance of the 

quantitative aspects of tourism for marketing decisions has led to various attempts by experts in the fi eld 

to arrive at an internationally accepted defi nition of the term ‘tourist’ as the basic unit of measurement 

for tourism statistics.

Geographical Components of Tourism

 1. Accessibility and location

 2. Space

 3. Scenery:

 (a) Landforms, e.g. mountains, canyons, coral reefs and cliffs

 (b) Water, e.g. rivers, lakes, waterfalls, geysers, glaciers and the sea

 (c) Vegetation, e.g. forests, grasslands, moors and deserts 

 4. Climate: sunshine, clouds, temperature conditions, rain and snow.

 5. Animal life:

 (a) Wildlife, e.g. birds, game reservations and zoos

 (b) Hunting and fi shing

 6. Settlement features:

 (a) Towns, cities, villages

 (b) Historical remains and monuments

 (c) Archaeological remains

 7. Culture: Ways of life, tradition, folklore, arts and crafts, etc.

Source: A Geography of Tourism, H. Robinson, 1979, p. 42 .

Basic Elements of Tourism

As tourism cannot exist in isolation, it consists of three basic elements—transport, location and 

accommodation.
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Transport, location and accommodation

A mode of transport is necessary for the tourist in order to reach his/her destination. It may be a motor car, a 

coach.  an aeroplane, a ship or a train. The location may be used to include the holiday destination and what 

it offers to the tourist. Natural attractions like sunshine, scenic beauty or sporting facilities are offered by 

the holiday destination. Accommodation is another basic component, which provides food and rest. Loca-

tion, along with its attractions and facilities, is the most important element as it forms the basic of tourism 

because unless there is an impressive location tourist will not be provoked to visit the place. Because of 

the varied interests and tastes of tourists, they have a wide variety of locations to choose from all over the 

world. Fashion also plays an important role in various attractions and amenities. 

According to Robinson, geographical features are responsible for a tourist getting attracted to a loca-

tion. The factors like physical space, scenery and landscapes play a vital role. Climatic conditions also 

play a signifi cant role in attracting tourists along with the factors like animal life, sporting alternatives, 

historical monuments, archeological remains and, last but not least, the cultural features like folklore 

and artistic expressions.

Along with the three basic elements, there are other elements that infl uence the development of 

tourism. These are

Pleasing weather

Scenic attractions

Historical and cultural factors 

Accessibility

Amenities

Accommodation

 GROWTH AND DEVELOPMENT OF  HOTEL INDUSTRY IN INDIA

In India too, the development of  hotel industry is closely linked to travel. In India, in ancient times, ani-

mals (such as mule, horse and camel) were the main modes of transmport and for rest during the travel at 

strategic points, dharmashalas,  sarais, chaupals of panchayats, chowthry (in South India),  temples and 

religious places were provided by rich people such as rajas, kings and zamindars. Usually, free accom-

modation and food for travellers was offered at these places. During medieval period, it was mandatory 

for the state authorities to provide food and shelter to the wayside traveller.

Musafi r Khanas and Sarais

These were developed during the Muslim period. Many famous and well-known musafi r khanas and

sarais were made in the Sindh province during the Arab invasion, and also at Peshawar and Lahore. 

Mohammad Tughlak and Feroz Shah Tughlak made inns in the northern India. Later, Sher Shah Suri, 

Akbar, Jahangir and Shah Jahan made inns in different parts of India. Jahanara Begum built a very 

beautiful sarai at Sahibabad (Begamabad) and its beautiful garden is still there and is called the Queen’s 

Garden or Azad Park. The fountain in the upper garden has the inscription ‘Gar Firdaus Bar Rui Zami-

nast—Haminhastu, Haminhastu, Haminastu’.`

Delhi has always been traditionally hospitable, and we fi nd overwhelming evidence of this in the 

innumerable sarais and rest houses of this ancient city. Delhi has been built seven times in the area 

spanning from Mehrauli to Shahjahanbad. Delhi is believed to be one of the oldest living capitals of 
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the world. During their reigns, rulers of Delhi built sarais throughout their kingdom for the comforts 

of travellers. The sarais afforded a baoli or a talab (a bathing tank), a stable, a dargah for prayer and, 

sometimes, a bimarkhana—a place for sick and ill travellers. A Sufi  or saint also lived often in the 

sarai. Many rulers such as Allauddin Khilji banned the selling, consumption and drinking of spirits in 

the sarais. Most of the sarais in Delhi belong to the Slave Period. As per Shiab-al-din Alumrai, there 

were 2000 khangabs and sarais in Delhi and its suburbs. Most of these have not survived. Some of the 

famous sarais are mentioned below.

Qutub Sarai At the entrance of the tomb of Kamali Jamali, there is a 50-feet deep baoli in its courtyard.

Ladha Sarai: Also called the Baghi-Nazir, it is 300 yards south of the tomb of Jamali. It was built in 

1748.

Lado Sarai: Also in the same vicinity, it was originally a caravan sarai.

Sarban Sarai: It is in Kamlapati Garden, very close to Delhi-Qutub Road.

Daud Sarai: It is situated about 500 yards south of the tomb of Maulana Quli Khan in the Qutub area.

Kallu Sarai: Built during Tughlaq period, it is in the vicinity of Sarvpriya Vihar area. Its main feature, a 

rubble masonry building, is called as Bijay Mandal.

Arab ki Sarai: It was built in 1560–61 by Hamida Banu Begam, wife of Humayun, as a settlement of 

300 Arabs (whom she had brought with her while returning from a pilgrimage to Mecca).

Sheikh Sarai: It was named after a popular saint, Sheikh Allauddin, who lived there and had built his 

tomb during his own lifetime.

Some other popular sarais of Delhi are Sarai Shahji built in Mughal period, Gur Ki Sarai on the 

eastern side of Karnal Road with its mosque of Hyrewali, Sarai Bangash near Fatehpuri mosque, Sarai

Topkhana, the Dargha Shah Sabi Baksh with its musqfi r khana on Faiz Bazar road, Jai Sarai on south-

east of Hauzkhas village, Katwaria Sarai in the centre of the village, Phus ki Sarai, Ghatu Sarai, Nepa 

Sarai and the famous Yusuf Sarai.

During the British rule, the sarais started developing into inns and western-style hotels in important 

cities like Kolkata and Mumbai. During this period, boats were kept ready at ports. Agents took care of 

travellers and their luggage.

Private carriage would take them to the hotel on their arrival at the shore. As early as 18th century,  

there were excellent inns (taverns) in India. Some famous inns were Portuguese Georges, Parsee Georg-

es and Paddy Georges. Some famous hotels of that time were Albion Hotel, Victory Hotel, Hope Hall 

(available at Rs 6 per day for room and meals).

Records are available showing that Philip Stanhope (1778), a traveller, stayed in a luxurious and 

excellent tavern in Bombay. David Prince, who visited India, stayed at Mac Farlanes Hotel. A dinner to 

commemorate the capture of Shrirangaparnam was served at Maclean’s Hotel in 1800 at Bombay. The 

same remained a resort for many years of Sans Souci Club, which entertained Duke of Wellington, Lord 

Nelson and Sir Arthur Wellesley.

Pallanjee Pestonjee (1840) started the fi rst luxurious hotel in Bombay. It was famous for its excel-

lent cuisine, beers and wines and its excellent management. Later, he opened another hotel at the fort in 

Bombay. Auckland Hotel (1843) was established in Calcutta. Later, it was renamed as the Great Eastern 

Hotel in 1858 and later renovated for a sum of Rs 10 lakhs. Esplanade Hotel (1871) was built in Calcutta 

by John Wakson (Britisher), a silk drapery merchant (also believed to be an architect and builder). The 

hotel had 130 rooms. Later, some Swiss and other families also owned hotels in India. One such example 

was Hotel Fonseca in New Delhi, which was later demolished and Hotel Taj Mahal at Mansingh Road 

was built there.
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In 1903, J.R.D. Tata constructed the Taj Mahal Hotel in Bombay. It was the fi rst hotel of international 

standards and repute, built by an Indian for Indians. The government realized the importance of tourism 

in 1962 when there was a decline in tourist arrivals from 1,39,804 to 1,34,360. Incentives were offered 

by the Department of Tourism (DOT). Hotel Corporation and Tourism Corporations were established. 

Ashoka Hotel Ltd and Vigyan Bhawan were made in 1956 in a record time of one year. Later, the Union 

Ministry of Housing and Welfare constructed three hotels—Lodhi Hotel, Hotel Janpath and Ranjit Hotel. 

In 1963, an ad hoc committee (Jha Committee) was set up by the Government of India to give recom-

mendations about the development of Hotel and Tourism Industry and one of its major recommendations 

was that ‘if adequate hotel accommodation of the right type for the kind of growth of tourism .... is to be 

provided, public sector will have to play a major role in this fi eld’. Later, the Dewan Chaman Lall Com-

mittee was set up by the Government of India (Hotel standard and Rate Structure Committee) to

Lay down criteria for classifi cation of hotels in view of international standard

Suggest guidelines for the promotion of tourism to India and within India

Suggest improvements on the existing arrangements and availability of sources for the pro-

motion of national and international tourism

Suggest a rate structure keeping in view the existing price structure in hotel industry. 

Till 1963, hotels were  mainly run by private operators and only rest houses and tourist bungalows 

were run by the Department of Tourism. Hotels at Puri, Aurangabad and Ranchi were traditionally run by 

the railways and state governments. Hotels at Brindaban-Mysore were also run by the state government.

Formation of Three Corporations and ITDC

In 1964, three corporations were set up by the Government of India: 

India Tourism and Hotel Corporation 

India Tourism Corporation Ltd

India Tourism andTransport Corporation

On 24th September 1966, the Government of India decided to merge these corporations and issued 

India Tourism Corporation Amalgamation Order 1966 and formed a new corporation—India Tourism 

Development Corporation (ITDC) with an authorized capital of Rs 5 crore. Soon, ITDC took over tourist 

bungalows at the following places: 

Mahabalipuram, Tanjavur, Madurai and Tiruchirapalli (Tamil Nadu)

Bijapur and Hassan (Kamataka)

Khajuraho, Sanchi and Mandhu (Madhya Pradesh)

Kullu and Manali (Himachal Pradesh)

Bodhgaya (Bihar) 

Bhubaneshwar (Orissa)

Kashi Nagar (Uttar Pradesh)

Ghana (Rajasthan) 

Major Indian Hotel Groups

Many small and big Indian hotel groups are operating in various parts of India. Some of them are dis-

cussed below. Apart from Indian, some international hotel chains such as Sheraton, Hilton, Ramada, 

Sofi tel, Meridien, Hyatt and Mariott are either operating or planning to operate in India on franchise 

basis.
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Welcome Group

It is the hotel division of ITC Ltd. The ITC entered into hotel business in 1975 with the opening of Hotel 

Chola in Chennai. The logo represents a traditional Indian welcome in the form of  namaste in an open 

doorway with the slogan: ‘Nobody gives you India like we do’. The motto of the Welcom Group is: ‘We 

enjoy people’. The Welcom Group has hotels in various cities in India, such as Agra, Delhi, Aurangabad, 

Jaipur, Goa, Gwalior and Kolkata.

Oberoi Hotels 

Rai Bahadur M.S. Oberoi started his hotel career as a clerk in 1922 at Faletti’s Cecil Hotel in Simla. Later, 

Ernest Clarke sold his share to M.S. Oberoi, who under the deed of dissolution dated August 14, 1934, be-

came the sole, absolute and exclusive owner of Clarke’s Hotel in Simla and Delhi.  Oberoi later took over 

the Grand Hotel at Calcutta on lease and by the end  World War II, the Grand Hotel became a byword for 

good service and elegant comfort in hotels. He established the Oberoi Hotel Pvt Ltd. in 1946 and later, on 

26th May 1949, established the East India Hotel Ltd (EIHL) in Calcutta. Many hotels were added to EIHL 

during this period. Later, two very important hotels were added—Oberoi Intercontinental in August 1965 

in New Delhi and Oberoi Sheraton in 1973 in Bombay. The EIHL is now one of the largest and one of the 

most reputed hotel chains of India with hotels not only in India but also abroad. Oberoi has a hotel training 

institute at Delhi known as the Oberoi Centre for Learning and Development (OCLD).

Hotel Ambassador, New Delhi 

This is one of the fl agship hotels, which belonged to Lala Ram Parshad, one of the pioneers of the Hotel 

Industry in India (now managed by Taj Hotel in Delhi). In 1946, he purchased two hotels in Mussoorie, 

and operated one hotel in Bokaro.  Lala Ram Parshad was appointed the technical director of Hotel 

Ashok, New Delhi, while it was being constructed. He was also the fi rst Asian to be elected as an execu-

tive member of International Hotel Association (IHA) in 1969. He was amongst the fi rst few hoteliers 

to realise the importance of trained workforce in hotel industry, and was associated with various hotel 

management institutes and food craft institute in India.

UP Hotels and Restaurants Ltd

Famous as Clarke’s Group of Hotels, it was established on 13th February, 1961. It started with its fl ag-

ship hotel Clarke Shiraz  in Agra. Later hotels—Clarke’s Awadh, Clarke’s Amer, and Clarke’s Varanasi 

in Lucknow, Jaipur and Varanasi, respectively, were added to this chain.

Ritz Chain

This chain belonged to the R.N. Kapoor family with hotels at Mumbai, Hyderabad, Kolkata and 

Coonoor (in South India). It specialises in Italian cuisine.

Spencers

The Spencers started hotel business in 1912 in Calcutta. They purchased the Connamera Hotel in Madras 

and opened the West End in Bangalore, Malabar in Cochin and Trivandrum, Blue Mountains in Kotagiri 
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in 1942 and Savoy in Ooty in 1943. They also opened vegetarian hotels in Madras (Geetha, Ashoka and 

Ajanta) and Hotel Arakua in Bangalore.

Sinclairs

Sinclairs is a chain of hotels operating in the eastern part of the country with hotels at Darjeeling and 

Takdah.

Hotel Corporation of India (HCI) 

A corporation set up in 1971, HCI started with its fi rst hotel at Bombay in 1974. Later, hotels in 
Delhi, Srinagar, Rajgir and other places were added to this group. 

Leela Group

It has hotels at Mumbai and Goa and has plans for many hotels in other locations.

Asian Hotels 

The group has tied up with Hyatt chain and has two hotels in Delhi. It plans to create property in Jaipur 

and Agra.

Apeejay Surendra Group (Park Hotel) 

It started with its fi rst hotel Park Calcutta in 1967. Later, a large hotel was added in Delhi and resort hotel 

at Visakhapatnam. Hotels in other cities like Chennai and Bangalore were also added to this group.

Jaypee Group of Hotels 

The group has two hotels in Delhi and one each in Agra, Mussoorie and Noida. 

Palace Hotels 

Maharaja Hari Singh Palace was the fi rst to be converted into the Oberoi Hotel. Later, Maharaja of Jaipur 

converted his palace, Ram Bagh, into a hotel. Maharaja of Udaipur was third in line who converted his 

(Taj) Lake Palace in the Pichola Lake into a  hotel. The other palaces that were converted into hotels 

later on are

 Jodhpur Palace (Oberoi), Jaisalmer Palace and Bikaner Palace

 Lskshmi Vilas Palace of Jaipur (of Maharaja Bhupal Singh)

 Lalitha Mahal Palace of Mysore and Halcyon Castle of Travancore Maharaja

 Ushakiran Palace of Gwalior

 Hotel Jai Mahal Palace, Jal Mahal and Raj Mahal Palace in Jaipur 

 Chamundi Hill Palace 

  Bolghathy Palace near the Cochin Port, Residence of former British Resident of Southern States, 

(It is being converted into a hotel.)
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Growth of Hotel Industry Worldwide

The growth of hotel industry across the world is presented below in chronological order:

1650 Pascal opened a café in Paris and Coffee House in London

1794 City Hotel (73 rooms) at 115 Broadway, New York. First building 

specially made for hotels.

1829 Termont House. Adam and Eve of modern hotel  industry was opened at Boston 

(170 rooms)

1889 Cesar Ritz introduced luxury hotels such as Savoy, Carlton and Hyde Park hotels in 

England

1890–99 Fredrick Gordon and Sir Blundel Maple launched Gordon Hotels and Fredrick Hotels 

Ltd

Late 19th Century Famous Waldrof Astoria in New York

18th Jan, 1908 Buffalo Statler by Ellsworth Statler in the US (considered to be the birth of commercial 

hotels)

1927 Stevens Hotel in Chicago, later renamed as Hilton Hotel (3000 rooms)

1950 Two new concepts, Motels and International chain operations, emerged 

Hotel Rossia or Rossiyain Moscow (remained the largest hotel of world for sometime) 

West Inn Stanford in Singapore (remained tallest building for sometime)

1930 Depression Decline in hotel industry

World War Period       Upsurge in hotels

Some Important Development in US Hotel Industry

 1846 Central Heating

 1859 Elevator

 1881 Electric Lights

 1907 In-room Telephones

 1910 American Hotel Association began (Now AHLA)

 1927 Radio in rooms

 1940 Air Cooling

 1950 Electric Elevator

 1958 Free Television

 1964 Holiday Inn reservation system with centralized computer

 1965 Message light on telephone

 1965 Initial FO systems followed by room status

 1970 ECR (Electronic Cash Register)

 1970 POS and key-less locks

 1973 Free in-room movies (Sheraton)

 1983 In-room Personal Computers
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 CLASSIFICATION OF HOTELS

Hotels can be classifi ed according to the following three broad categories:  

Size (the number of rooms)

Location, clientele and facilities

Star classifi cation

Classifi cation According to Size

Hotels are classifi ed according to their size as follows:

Small-sized hotel: A hotel with less than 100 rooms

Medium-sized hotel: A hotel with rooms between 100 to 300 in number

Large-sized hotel: A hotel with more than 300 rooms

Classifi cation According to Location, Clientele and Facilities

Under this category, hotels are classifi ed as downtown hotel, transit hotel, resort, motel and residential 

hotel.

 1. Downtown or Commercial Hotel

Location: Heart of the city, i.e. in the busy business/commercial area

Clientele: Mostly businessmen and sometimes tourists

Facility: Modern facilities, e.g. 24-hours coffee shop, specialty restaurants, 24-hour 

room service, business centre, centrally AC rooms, discotheque, swimming 

pool, shopping arcade, travel desk.

Average duration of stay:  Three to seven days

 2. Transit Hotel

Location: Near the port of entry, e.g. seaport, airport and railway station

Clientele: Layover passengers, misconnection passengers, businessmen and tourists

Facility: Modern facilities

Average duration of stay: Few hours to few days

Layover passengers are those whose fl ight has been delayed due to technical fault of the aircraft 

or bad weather and they are accommodated in the hotel at the cost of airline company. Misconnection

passengers are those who missed their connecting fl ight.

 3. Resort Hotel

Location: Resort places like hill stations, sea beaches, forests, etc.

Clientele: Holiday makers, tourists and sometimes businessmen

Facility: Moderate to modern facilities

Average duration of stay: Few weeks to months
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 4. Motel or Motor Hotel

Location: On highways

Clientele: Motorists, tourists and sometimes businessmen

Facility: Moderate to modern facilities

Average duration of stay: Mostly overnight

Irrespective of size and facilities, every motel must have the following features:

Parking space against each room

Refuelling station

Garage facility

Swimming pool

The concept of motel or motor hotel originated in the US. Motel was meant for local motorists and 

foreign tourists travelling by road. Primarily designed to serve the needs of motorists, motels almost 

exclusively meet the demand for transit accommodation.

 5. Residential Hotel

Location: Anywhere in the city and in the suburb

Clientele: Students and small businessmen, who have to stay away from home for a long 

period of time

Facility: Basic facilities like accommodation and food

Average duration of stay: Few months to years

Feature: Rent paid monthly or quarterly

Classifi cation According to Star Classifi cation 

Star denotes the available standards or facilities in a hotel. A hotel gets its gradation of star from the 

Department of Tourism, Government of India. The Department of Tourism prescribes the facilities 

that are to be provided in various star category hotels. An autonomous body (a committee), Hotel and 

Restaurant Approval Classifi cation Committee (HRACC), formed by the Ministry of Tourism, Govern-

ment of India, is responsible for star gradation of hotels. Generally, the HRACC, after receiving an appli-

cation from hotel owners for star gradation, visits the hotel and checks out the standards and accordingly 

grades the hotel. The term for star gradation is for two years. The six grades of star are 5* Deluxe, 5*, 4*, 

3*, 2* and 1*. The categories of various star hotels have some criteria or facilities that are called END. 

E:  Essentials (must have)

N:  Necessary (should have)

D:  Desirables (may or may not have)

The following are the members of HRACC:

 Secretary Tourism, GoI

 Regional Director of Tourism, GoI

 One representative from Federation of Hotels and Restaurants Association of India 

(FHRAI), who is generally the Secretary of the respective zone (of the four zones)

 One representative of the Travel Agents Association of India (TAAI), who is generally the 

Secretary of the concerned region
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 Director of Tourism of the state concerned

 Principal of the regional Hotel Management Institute

(If any of the six members is absent on the day of visit, they are permitted to send their own repre-

sentatives.)

The questionnaire for 5-star category hotel is given below.

QUESTIONNAIRE FOR 5-STAR CATEGORY HOTEL

Form 5-Star

Government of India

Ministry of Tourism, Department of Tourism

Hotel and Restaurant Approval Classifi cation Committee (HRACC)

Questionnaire for 5-Star Category Hotel

Name of the Hotel ………………………………………………………………………………

Questionnaire to be answered by hotels applying for 5-Star category:

PART I

Name and Address of the Hotel

……………………………………………………………………………………………………

……………………………………………………………………………………………………

……………………………………………………………………………………………………

……………………………………………………………………………………………………

In order to be assessed for 5-star category, a hotel should have the following basic features and 

the absence of any one of these will disqualify it from consideration for the 5-star category.

 1. The hotel should have at least 25 lettable bedrooms. Please state the number of guestrooms:

(a) Single 

(b) Double

(c) Suite

 Total

  Note: Please furnish a list showing carpet area of each bedroom and area of bathroom.

 2. The locality including the immediate approach and environs should be suitable for a hotel of 

this category

(a) Please indicate:

(b) Distance from Airport

(c) Distance from Railway Station

(d) Distance from Main Shopping Areas 

(e) Please describe briefl y the neighborhood in which your hotel is located

3. All public rooms and private rooms should be well appointed and fully air-conditioned (except 

in hill stations where there should be heating arrangements).

  Please Indicate:

(a) Are all your public and private rooms air-conditioned?

(b) Is your hotel centrally air-conditioned? If so, please give the tonnage and also the total 

fl oor area/cubic space.
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 4. All rooms must have well appointed attached bathroom with long baths or should be equipped 

with most modern shower chambers. (In the case of cabana rooms adequate shower facilities 

will be acceptable)

(a) Do all your rooms have attached bathrooms? If so, how many have long baths?

(b) How many are fi tted with most modern shower chambers?

 5. The kitchen, pantry and cold storage should be professionally designed to ensure effi ciency 

of operation and should be well-equipped. Please state who designed your kitchen, pantry and 

cold storage and when?

 6. There should be ladies’ and gentlemen’s cloakrooms and the cloakrooms should be spotlessly 

clean and equipped with furniture and fi ttings of the highest standard available befi tting a 

luxury hotel of this category. 

Do you have ladies’ and gentlemen’s cloakrooms attached to the public area? If so, how many?

PART  II
Maximum Marks 

Marks awarded by the Committee

 1. Construction 10N

  The architectural features and general construction of the building should have the distinctive 

qualities of a luxury hotel of this category.

 2. Maintenance 20N

  Maintenance of all sections of the hotel (i.e. building, walls, gardens, surroundings, etc.) 

should be of the highest standard.

 3. Parking 5D

  There should be adequate parking space for car. Please state:

(a) How many cars can be parked in the parking space owned by your hotel? 

(b) How many extra cars can be locally parked in the capacity of your hotel?

(c) How many cars can be parked by the guests/visitors of the hotel when such space is most 

required?

 4. Swimming Pool 10N

  There should be well designed and properly equipped swimming pool (except in hill sta-

tions).

(a) Does your swimming pool have its own system for fi ltration, chlorinating and changing 

of water? 

(b) How often is the water changed? 

(c) What arrangements does your hotel have for heating the pool in the winter?

 5. Bathrooms 30E

  All bathrooms should be modern in design and should be equipped with fi ttings of the highest 

quality available befi tting a luxury hotel of this category, with 24 hours service of hot and cold 

running water. The fl oors and walls should be covered with impervious material of elegant 

design and high quality workmanship. It is desirable that sockets for electric shaver should be 

provided.

(a) Do the bathrooms have sockets for electric shavers?

(b) Do the bathrooms have running hot and cold water for 24 hours?

 6. Reception 15N

  There should be a reception, cash and information counter, attended by highly qualifi ed, trained 

and experienced personnel. Please state in detail the qualifi cation, training and experience of 
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the personnel employed at reception, cash and information counters. (Separate sheets provided 

at the end of the questionnaire may be used for answering this question.)

 7. Lobby 10N

  There should be a well-appointed lobby. 

  Please state the area of the lobby.

 8. Conference Facilities 10N

  There should be one each or more of conference rooms/banquet halls and private dining 

rooms.

  Please give the number of conference rooms/banquet halls and private dining rooms with area

of each.

9. Shopping Facilities 20N

  There should be bookstall, left luggage rooms, barber shop, recognized travel agency, beauty 

parlour, money changing and safe deposit facilities.

Note:

1. There should be a fl orist in a hotel of 100 rooms and above. 

2. A store selling toilet requisites and medicines should be available in the premise.

 (a) Is there a bookstall in your hotel? Yes/No

 (b) Is there a left luggage room in your hotel? Yes/No 

 (c) Is there a barber shop in your hotel? Yes/No 

 (d) Is there a recognized travel agency in your hotel? Yes/No 

 (e) Is there a beauty parlour in your hotel? Yes/No 

 (f) Are there money changing facilities in your hotel? Yes/No 

 (g) Do you have safe deposit facilities for guests? Yes/No 

 (h) Is there a fl orist in your hotel? Yes/No 

 (i) Is there a store selling toilet requisites and medicines in your hotel? Yes/No

 10. Lifts 10N

  There should be an adequate number of effi cient lifts in buildings of more than two storeys 

including the ground fl oor, with 24-hour service. 

(a) How many fl oors are there in the building? 

(b) How many lifts are there in the building? 

(c) Please state their speed and capacity. 

(d) Are these available 24 hours?

 11. Furnishing of Bedrooms 25E

  All guest rooms should be comfortable and spacious and well furnished with good quality, 

properly hung curtains, carpets etc. in good taste.

  Note: New hotels are advised to employ the services of professionally qualifi ed and experi-

enced interior designers of repute in the designing and decoration of bedrooms.

12. Lighting 10N

  Lighting arrangements and fi xtures in the rooms/bathrooms/public rooms/corridors etc. should 

be so designed as to ensure aesthetic as well as functional excellence.

 13. Telephones 10N

There should a telephone in each room and telephone for the use of guests and visitors.

(a) Is there a telephone in each room? 

(b) Is/are there a telephone(s) separately for the use of guests and visitors? 

(c) How many telephone lines does your hotel have on the switchboard? 
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(d) What is the maximum number of operators on duty and for how many hours? 

  Please use separate sheet provided at the end of the questionnaire for giving the educational 

background and training of the telephone operators, also stating their pay scales with allow-

ances.

14. Radios 5D

  There should be provision for radio or relayed music in each room. 

(a) Is there a radio in each room? 

(b) Is there relayed music? If so, how many channels?

15. Vacuum Jugs/Flasks 5N 

  There should be a vacuum jug or thermos fl ask with ice-cold boiled drinking water in each 

bedroom except where centrally chilled purifi ed drinking water is provided.

16. Dining Room/Restaurant 15E 

  There should be well-equipped, well-furnished and well-maintained dining room/restaurant.

(a) How many restaurants are there in the hotel? 

(b) Please give seating capacity of each.

17. Carpeting 15D 

  All public and private rooms should have superior quality carpets/rags, which should be well 

kept at all times. If the fl oors are not completely covered, quality of the following will be as-

sessed.

(a) Are all public and private rooms carpeted? 

(b) Please state the areas which are not carpeted.

18. Linen / Blankets / Towels etc. 10N 

  There should be a plentiful supply of all linen/blankets/towels etc. which should be of the high-

est quality available and should be spotlessly clean. Bed linen and towels should be changed 

every day. 

19. Crockery 10E 

  Crockery, cutlery and glassware should be of the best quality available. 

  Note: No piece of crockery in use should be chipped, cracked or crazed. The silverware  should 

be kept well-plated and polished at all times.

20. Bar 10N

  Wherever admissible by law, there should be elegant, well-equipped bar/permit room with an 

atmosphere of comfort and luxury.

 21. Entertainment 10D 

  There should be a special restaurant/dining room where facilities for dancing and provision 

of an orchestra are available. Hotels of this category should provide evidence that they have 

made a serious attempt to present specially Choreographed Indian entertainment.

22. Cuisine  30N

  The hotel should offer both international and Indian cuisine. (The preparation, proper season-

ing of dishes and presentation to customers will be assessed). What are the various types of 

cuisine offered by your hotel?

23. Food and Beverage Service

(a) Restaurant Service 25N 

 While assessing this item, the organisation of the dining room/restaurant, the waiters’ 

knowledge of the menus whether in French or English, the correct laying of tables, the 

variety and appearance of buffet services and the methods used to keep hot dishes at the 

right temperature will be assessed.
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(b) Room Service 20N

 The methods used to ensure speedy service and hot meals will be assessed. 

(c) Beverage Service  15N

 The provision and service of alcoholic and non-alcoholic beverages including methods 

used to service hot and cold beverages at the correct temperature will be assessed.

 24. Hygiene 20E 

  The kitchen, pantry and cold storage should be clean and organised for orderliness and ef-

fi ciency, scientifi c and hygienic methods should be used in working and for the washing of 

glass, crockery, cutlery etc. (a) Is there a dishwashing machine in your hotel? If so, what is its 

capacity? (b) What steps are taken to keep the place safe from all types of pests?

 25. Other Services 10E

(a) 24 hours’ service should be provided for reception, information and telephones. 

(b) There should be provision for reliable laundry and dry cleaning service. 

(c) Does your hotel have its own dry cleaning and laundry? 

(d) Does the hotel accept responsibility of the damage done in washing, dry cleaning or press-

ing?

 26. Staff 

  There should be professionally qualifi ed, highly trained, experienced, effi cient and courteous 

staff. The overall component of trained staff will be assessed and marks given accordingly 

with a deduction in marks if the supervision is done by untrained staff. 

(a) Manager 10N

(b) Executive staff 10N

(c) Other staff 20N

(d) The staff should be in smart and clean uniforms. 10N

  The staff coming into contact with guests should understand English and supervisory and 

senior staff should possess good knowledge of English. At least, one member of the senior 

staff knowing at least one of the continental languages should be on duty at all times. 

  Note: In future classifi cations, knowledge of foreign language by some of the staff will be es-

sential. Please use separate sheets provided at the end of the questionnaire for giving bio-data 

of directors directly concerned with the operation of the hotel, general manager, departmental 

manager, executive and supervisory staff including housekeeping, cooking and maintenance. 

The bio-data should include name, age, professional qualifi cations, on the job training and its 

duration and experience giving in detail the positions held and the duration of each and tele-

phones.

27. Housekeeping 10N 

Housekeeping should be of the nicest possible standard.

 28. Fire 10N

  I hereby solemnly declare that the information given above is correct to the best of my knowl-

edge and belief. In the event of any of my statements found to be untrue, I fully understand that 

my application for approval/classifi cation is liable to be rejected.

Signature of the Proprietor/Managing Director/General Manager

authorized to sign on behalf of the hotel

The Committee’s Final Assessment: 
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Other Types of Hotels

Independent Hotels

These hotels are on an ownership basis and do not have any affi liation or contract  with any other 

property. Also, they do not have any tie- up with any other hotels with regards to policy, procedures 

and fi nancial obligations. The advantage in this type of hotel is that they need not maintain a particular 

image and they are not bound to maintain any set targets, but they can independently adopt quickly to 

the changing trends.

Management Contract Hotels 

These types of hotels operate properties owned by individuals or partners. The contract is entered 

between the owner and the operator and usually as per the contract,

The owner retains the legal and fi nancial responsibilities.

The operator pays for the operating expenses and recovers from the owner.

The owner is responsible for paying taxes, insurance and debts.

Chains

There are many single-owned hotels, yet more and more hotels and motels are now getting affi liated 

to each other. This gives them the advantage of a large central organisation that provides reservation 

system, management aids, fi nancial strength, expertise, manpower, specialties, merchandises and pro-

motional help.

Affi liation

Two or more operations belonging to some organisations; for example, Holiday Inns, 

Ramada, Sheraton Corp., Trusthouse Forte, Hilton Corp., Howard Johnson, Balkantourist, 

Day Inns, Travel Lodge, Intercontinental Hotels, Hyatt, Marriott Corp,  etc. Within one 

chain, the type of affi liation may vary. 

A Referral Chain is made up of independently owned and operated hotel and motel and 

provides shared advertisement, joint reservation system and standardized quality. Virtually, 

there is no shared management or fi nancial functions.

 Another chain operation is ‘Multi-Unit Company’, usually with a head offi ce and several 

operations across the country and abroad.

Franchise Hotels—The Concept

Franchise is a system in which the franchise owner grants another hotel the right or privilege to merchan-

dise a product or service for a specifi ed return.

Franchise Agreement

It is an agreement under which the owner operates as a member of the chain, utilizing the brand image, 

name, goodwill against a certain fee. Franchise can be described as selling by the franchiser, the right to 
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market a proven product. Hence, major franchiser in hotel and motel business fi rst establish the quality 

of their product and their expertise in the fi eld by operating company-owned properties and only after 

demonstrating the success of their properties, they are able to make their franchises marketable pack-

ages. Banks and lending institutions look with favour on the better-known franchises, and are in fact 

reluctant, unless an affi liation with a referral organisation has been established. The most successful 

franchiser in the hotel industry is Holiday Inns. Other successful organisations in the fi eld of franchise 

are Hilton, Marriott, Howard Johnson, Ramada Inns, etc.

Franchising must be looked at as a two-way benefi t scheme. The franchiser provides certain ser-

vices and conveys certain rights to the franchisee and the franchisee in turn has certain obligations to the 

franchiser. For uniformity, franchised units are generally standardized in terms of specifi c standard of 

furniture and decor specifi cation, fi tting, fi xture and equipment specifi cation. 

Franchise Services

Franchiser provides services in three general categories as discussed below. 

Methods and Systems Proven systems and established operating procedures (SOP) of a franchiser 

are provided to franchisee. Training programs and sessions conducted by the franchiser to the employees 

of franchisee.

Technical Services Franchiser provides various technical assistance in various forms such as 

assistance during development and construction phases, study of potential sites and its selection in 

obtaining fi nances by introducing the fi nancers to the franchiser, making of capital budget, feasibility 

studies, architectural services, purchasing services (crockery, cutlery, furniture, equipment, linen, glass 

ware and consumables, etc.) These are provided against a fee (that may be consolidated or separate for 

each service). 

Marketing This includes marketing techniques, name of the franchiser and its goodwill, logo, signs, 

reservation system marketing, advertisement programmes, benefi ts (joint advertisement campaign) with 

franchiser, marketing packages, regional sales offi ces at strategic points.

Obligations of Franchisee

Defi nitive standard This defi nes all the physical characteristics, for example, size of room, size of 

beds, type and number of furniture, TV, etc. and also standard of swimming pool, F&B outlets, parking, 

etc.

Operational quality standard This defi nes cleanliness, behaviour and attitude of staff, quality of 

service, tariff, frequency of changing of linen, etc. The franchisee is required to maintain both the above 

types of standards as per the franchiser’s requirement.

Franchise Costs and Fees

Payment of initial fee, which is generally non-refundable in the event of termination of the 

agreement, either due to the action or as a result of violation by franchisee. It is based on the 

number of rooms. 

In addition to the initial fee, a monthly fee is also payable to the franchiser. 

Royalty based on room sales, advertising fees, reservation fees, training fees, etc.
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Methods of Computing

Fixed monthly fee

Fixed monthly fee plus an amount per reservation originating from reservation system 

Percentage of room sales 

Percentage of total sale 

Fixed Rupee amount per available room 

Fixed Rupee amount per occupied room 

A combination of two or more of these is also possible.

Franchiser rent the principal sign on a monthly basis, identifying the hotel as a member of the chain 

rather than selling it outright.

Some Common Requirements for Franchise Membership

 Minimum number of rooms required

Architectural design in conformation to hotel owner’s requirement

 Securitisation of location

 Certain services must be provided

 Centralized training programmes for management

 Established reputation in its category

 Certain standards regarding maintenance, operations, staffi ng and services.

Some Benefi ts of Franchise System

Feasibility study

Opening assistance

OJT (on the job training) for staff

Accounting services

Advertising

Central purchasing

CRS benefi ts

Financial assistance

Discount on services and supplies

Newsletters and brochures

International Hotels

These hotels are situated in metropolitan cities and provide modern western style luxury to their guests. 

They can also be called full service hotels. Many such hotels are owned by big international chains. Such 

hotels fi nd good market in commercial towns.

Casino Hotels

The focus in this type of hotels is on gambling and provision of casino. Casino hotels are not there in 

India but are very popular in America, particularly in Las Vegas-Nevada. Renowned artists are invited 

for live performances to entertain the guests. 
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Apartotel

It is an apartment building also used as a residential hotel. Purchase of the apartment entitles full services 

of the hotel and during the period it is not occupied, it can be added to the hotel pool for getting income. 

The concept was initially developed by Melia Coy of Spain in l970.

Auberge, Gasthof, Herberge 

It is the counterpart of inn in various countries. It represents a smaller unit that may have a complimen-

tary bar, restaurant and bedrooms for travellers. Here, emphasis is laid on eating and drinking facilities.

Boutique Hotels 

It is a new concept in India. In boutique hotels each room has a distinct characteristics. It is a small but 

very expensive hotel. Professional but at the same time very personal and intimate services by staff are 

prominent feature to give guest a richer experience; each restaurant of a boutique hotel has a different 

entertainment concept which include lighting that changes with the mood of the guest. For more per-

sonalized services and attention restaurant are kept small. They are theme based and everything from 

decoration to food to service must be tuned with the theme. All amenities and services are thoughtfully 

designed to cater to the guests’ needs.

 OTHER TYPES OF ACCOMMODATION

Hotels, although a very important part of the tourism infrastructure, are not the only type of accommo-

dation available for the tourists. There has been a growth and development of some other forms of ac-

commodation over the years. It can be of various types and can be classifi ed on the basis of its location, 

type of construction, type of property, type of management, etc. It is, therefore, diffi cult to classify these. 

Different terms have been used to indicate similar functions of various accommodation units. It is not 

possible to give a clear-cut defi nition of the various types of accommodation as they differ in a number 

of respects. A study of the different types of accommodation indicates that their diversity is a refl ection 

of the specifi c nature of each one and their names simply indicate the various ways in which one and the 

same function can be fulfi lled or the need can be satisfi ed.

Condominiums

Condominium development involves a joint ownership of a complex. Each owner purchases and has 

full benefi t of an unit such as a guest room, suite, apartment or a villa and shares the cost common 

to the whole complex such as taxes, maintenance and upkeep of buildings and grounds, parks, tennis 

court, swimming pools, provision of services such as security, letting and management. Each owner can 

occupy or sell his unit independently but is obliged under the terms of contract to contribute towards 

the pool of common facilities and services. Condominiums have many advantages over simply leased 

property. In a condominium, the capital appreciates with rising value, particularly on coast or lake sides. 

It relieves the owner of maintenance and upkeep worries. The owner can enjoy extensive recreational 

facilities exclusive to the complex. Condominium management looks after the unit in the absence of the 

owner and if required, can let it to provide income. In some instances, letting or leaseback conditions 
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may be written into the contract, particularly where the condominium unit in a complex may be used as 

a backup of a hotel operation, for example, to provide additional accommodation for conventions. It may 

be necessary for the developer to appoint an independent management agent in the initial stages and for 

subsequent control to be exercised by an association of owners. In some cases, the developer may act as 

an estate agent and manager.

Boarding Houses 

Boarding houses are establishments that provide accommodation usually with meals and for a defi nite 

period of time (commonly for a week or longer). The facilities are generally restricted to use by resident 

guests. A boarding house can also be called a guest house, a private hotel, and is known in Europe as a 

‘pension’ or a ‘pension de famille’, depending upon the length of stay, location, facilities and levels of 

sophistication of premises.

Holiday Villages 

These provide extensive recreation and sporting facilities on an inclusive basis. They are available in 

multiple units and provide self-catering (individual kitchen) facility. In Spain, holiday villages are locat-

ed in areas where contact with nature and sporting activities is possible. They have provision for green 

zones, playgrounds and social amenities such as library, nursery and television room.  

Holiday villages provide a convertible living room, bedroom, bathroom, shower room and kitchen 

based on the size of family units. A wide range of sports activities such as riding, swimming, skating and 

golf are also provided. The design of building and landscaping is highly sophisticated (Village Equastere 

de Pompadour, Club Mediterranee and Correze-France) retaining the village atmosphere. Typical size 

ranges between 500 and 800 beds, a 600-bed capacity being considered the optimum for effi cient opera-

tions with a density of between 150 and 200 beds per hectare or between 60 and 80 beds per acre.

Specifi c regulations apply in Spain and holiday villages are classifi ed into three categories according 

to amenities and services. In France, regulatory standards apply to commercial holiday villages and to 

non-commercial establishments like those of the association Villages Vacances Families (VVF), which 

in 1973 was responsible for 70 villages and family lodges that provide 33,000 beds.

Time Share

This concept, also known as ‘vacation ownership’ or ‘holiday ownership’ concept, is also becoming ex-

tremely popular these days. According to this concept, for a set period, which may be one week or more 

each year and for a number of years, the person gets the right to enjoy the stay and other facilities and 

services in an apartment or any other type of lodging in a tourist complex. It is like an advance purchase 

of time in holiday accommodation. The purchaser has to pay a one-time capital sum and then an annual 

contribution towards the maintenance of the property. The fee usually covers services such as cleaning 

and maintenance of apartment and public areas, electricity, gas and water, insurance, operation of resort 

facilities (like swimming pool), local taxes and sinking funds for redecoration and replacement of equip-

ment. The ‘time share’ concept started as early as 1960. Alexander Nelte, a German who was the manager 

of a hotel in Ticino, developed this concept and created a company called Hapimag based in Switzerland. 
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Further in 1967, another innovative developer introduced the concept at Superdevolur ski resort. The 

sales slogan was: ‘Stop renting a room—buy the hotel—it’s cheaper!’ Although the time share concept 

initially developed in Europe but it was soon adopted by the US. Soon, the developer came to understand 

a serious drawback of the concept, i.e., lack of fl exibility. In 1974, the solution to this drawback came 

with the development of the concept of exchange system RCI. In 1976, another company Interval Inter-

national was formed with the same concept. Subsequently, the idea trickled down to Mexico from the US 

and came back to Europe in the 1980s. The British Holiday market in Canary Islands and the Costa Del 

Sol of Spain are considered as the beginning of its success story in Europe. The concept is also being ap-

preciated in India and many companies such as Avelon Resorts and Sterling Holiday Resorts, Mahindra 

Holidaying and Nanda Tourist Corporation are promoting this concept and the growth of timeshares is at 

an annual rate of 15% since 1980. This growth can be compared with that of travel and tourism growth 

rate of 4% and hotel accommodation growth rate of 2% in the same period.

Supplementary Accommodation

Tourist accommodation need not be viewed from the point of view of hotels alone. In addition to hotels, 

the demand for tourist accommodation is met by a variety of facilities. There are a series of other instal-

lations that are able to offer to the tourists lodging, food and corresponding services. This is popularly 

known as supplementary accommodation and is in fact an important segment of tourism.

Supplementary accommodation consists of various types of accommodation, other than the con-

ventional hotel type. It may be described as premises that offer accommodation but not the services of a 

hotel. All the establishments under the heading of supplementary accommodation are designed to offer 

accommodation in the broad sense of the term, namely, the possibility of overnight stay and meals in 

return of cash payment per day and on the basis of the services provided. In supplementary accommoda-

tion, the standard of comforts is modest as compared to that of a hotel. On the other hand, however, there 

are certain inherent advantages in this type of accommodation. The biggest advantage is the price. The 

supplementary accommodation, as compared to the conventional type of accommodation, is moderately 

priced. In addition, the atmosphere in the accommodation is informal and there is more freedom with 

regard to dress, etc. There is also more emphasis on entertainment and sports resulting in an increased 

social contact among the guests.

Supplementary accommodation plays a very important role in the total available tourist accom-

modation in a country. This type of accommodation can cater to both international as well as domestic 

tourist traffi c. In fact, in some countries more tourists utilise this type of accommodation than hotels.
The main distinguishing features of supplementary accommodation are:

 (a) The standard of comfort is moderate as compared with a hotel.

 (b) It is sold at lower price.

 (c) It has an informal atmosphere.

Some examples of supplementary accommodation are given below.

Guest Houses 

These are the accommodation at very reasonable price and have very basic facilities like room and 

normal food.
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Youth Hostels 

These mainly cater to youth. Besides rooms, youth hostels also have dormitory facility. YMCA is one 

such example.

Dormitories

These are the kinds of accommodation where many people can stay together in a big hall. Toilet and 

bathroom are common for all.

Floatels

As the name suggests, a fl oatel is located on the surface of the water. It may be on sea water, river water 

or on a lake. All the facilities and services of a hotel are provided here. Floatels are very popular in many 

countries. In many countries, old luxury ships have been converted into fl oating hotels and are very 

popular among tourists. The atmosphere they provide is exclusive and exotic. 

Boatels

These are the accommodation on boat, e.g. house boat.

Rotels

These are accommodation on wheels, e.g. caravan and palace-on-wheels.

Holiday Homes

These are the simple kinds of accommodation run by different company or organisation in tourist spots, 

mainly for their employees. They are heavily subsidised by the company.

Dharamsalas

These are the accommodation at religious places mainly maintained by religious charitable trusts, e.g. 

Bharat Sevashram Sangh. Mostly it is complementary and run on donation.

Paying Guest Accommodations These are offered by family on payment.

Inspection Bungalows, Dak Bungalows and Circuit Houses

Dak bungalow, circuit house, inspection bungle and forest lodge are also called government houses. All 

these were started during British Raj in India. Dak bungalows were for postal couriers to rest while cir-

cuit houses were for higher ranked offi cers. Forest lodges were made for the forest offi cials. Inspection 

bungalows were made for the offi cials engaged in inspection of government’s ongoing projects. All these 

establishments have caretakers, who are generally multiskilled. These are still in use in independent 

India.

Sanitarium - A resort for improvement or maintenance of health, especially for convalescents.

Paying Guest Accommodations – a kind of accommodation offered by family on payment.
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 ORGANISATION OF HOTELS

A hotel is an organisation made up of different departments, all of which have to work in close coordina-

tion for the effi cient and effective working of the organisation. Some departments are more important 

as far as revenue is concerned; some do not produce revenue but are very important from the opera-

tional point of view. Thus, the departments of a hotel can be classifi ed under three main headings (see 

Fig. 1.1):

 1. Operating and revenue producing

 2. Operating and non-revenue producing

 3. Non-operating and revenue producing

Hotel

Operating and Revenue
Producing Department

Operating and Non-Revenue
Producing Department

Non-Operating and Revenue
Producing Department

Minor Major

Laundry

Telephone

Swimming
Pool

Rooms
Division

Food and
Beverage

Front Office

Housekeeping

Production Service

Kitchen

Bakery
Pantry

Restaurant

Coffee
Shop

Bar

Room
Service

Pastry
Shop

Banquet

Travel
Agency

Florist

Beauty
Parlour

Chemist

Book Stall

Engeering

Sales and
Marketing

Accounts

Security

HRD

Fig. 1.1 Organisation of a Hotel
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Operating and Revenue Producing Departments

Minor revenue producing departments

Laundry: The hotel may have its own laundry or may have a contract with an outside laundry. In any 

case, laundry of guests’ articles is a facility provided by hotels and is charged for.

Telephone: Guests are charged for local and long-distance calls, either by the telephone operator or in 

case of direct dialing, by the telephone meters. In a small hotel, there would be just a small switchboard, 

probably operated by the receptionists. In large hotels, there is a separate telephone section, where the 

operation is handled by the operators in shifts.

Swimming Pool: Though hotel guests are not charged for this facility, their guests may be charged for 

using the pool. Many hotels offer a free swim along with a buffet lunch (charged per head) set up near 

the poolside. Some hotels also have paid members for using pool facility.

Major Revenue Producing Departments

Rooms Division: Two departments constitute the rooms division—front offi ce and housekeeping. 

They are connected with the sale of rooms. Front offi ce is connected with the actual sale of rooms and 

hence comes in direct contact with the guests. Housekeeping is concerned with keeping the guests’ 

rooms clean and in a position to be sold. Though housekeeping is a behind-the-scene activity, it is 

extremely important.

Food and Beverage Department: The Food and Beverage Department has two divisions:

 Food and Beverage Production

 Food and Beverage Service

The Food and Beverage Production Department includes the kitchens, bakery, confectionary, stores 

and pantry. All these areas work behind the scene, also called the back area, and are involved in the 

preparation of food right from receiving and storing of raw materials to the fi nal preparation of the food 

items.

The Food and Beverage Service Department includes all the service outlets, where prepared food 

(prepared by the Food and Beverage Production) is sold to the guests. These service outlets are also 

called Point of Sale (POS). Some of the Food and Beverage Service outlets are discussed below.

Restaurants These include general as well as specialty restaurants and have fi xed hours of operation, 

generally 12 noon to 3 pm for lunch and 7 pm to 12 midnight for dinner.

Coffee Shop A coffee shop is open round-the-clock and serves mainly snacks and beverages. Heavy 

meals are served during lunch and dinner time. A coffee shop generally has an informal atmosphere and 

normally adopts pre-plated service.

Bar This is an outlet that serves mainly alcoholic and non-alcoholic beverages along with snacks. A 

permit is required to open a bar and it has a fi xed hours of operation. It generally operates from afternoon 

to late in the evenings. 
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Banquet It is a major revenue-producing department among all the food and beverage service outlets. It 

caters to a group of people at a time and the same menu is offered to all the guests. Some of the banquets 

functions are wedding dinners, luncheons, conferences, club meetings, outdoor catering and so on.

Room Service From this outlet, food is served in the guest rooms as per the order by the guests. It oper-

ates round-the-clock. Both food and beverages are served by them. 

Operating and Non-Revenue Producing Departments

Human Resource (Personnel) Department: This department deals with recruitment and training 

of employees and trainees. It is also responsible for staff induction, promotions, appraisal, staff welfare 

and so on.

Security: This is a department that is responsible for the safety and security of the hotel, its employees 

and guests as well. This department also deals with all unusual events in the hotel.

Accounts: This department is responsible for all fi nancial activities of the hotel. All transactions 

taking place in the hotel are either directed through this department or are intimated through various 

vouchers. It also maintains all the fi nancial records and help in budgeting and evaluation of the total 

operation of the hotel.

Sales and Marketing: This department is concerned with getting and maintaining clientele for both 

the rooms division and Food and Beverage Department of the hotel. It also maintains and improves the 

goodwill of the hotel in the market.

Engineering: This department is responsible for the total maintenance and upkeep of rooms and 

public area, which includes air conditioning, elevators, plumbing, electricity, lighting, carpentry and so 

on.

Non-Operating and Revenue Producing Departments

These departments include travel agencies and airline offi ces, bookshops, chemists shop, fl orists, bank, 

beauty parlour, etc. They may either be let out on commission basis or on rents. They are also called 

concessionaires. Extreme care should be taken before selecting these concessionaires. Their reputation 

is one of the major factors in the selection procedure as they will deal with hotel guests.

SUMMARY

In this chapter, we have highlighted the differences between industry and organization and learned how 

important facilities are being provided by hospitality organisations. We have also gained an insight into 

the important qualities that we need to develop besides our academics to succeed in this profession. This 

chapter has also discussed why in the hospitality industry customers are called guests. The service culture 

has been discussed in detail and its importance in making the guests happy and running successful hospitality 

business has been emphasized. It has also highlighted the importance of the kind of relation we maintain with 

our guests and touches upon the fallout of a spoiled relation. This chapter has also delved into the various 
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factors contributing in the growth of tourism—economical, social and technological growth. We have further 

understood the basic elements of tourism and have gained a idea about how hotel industry has grown over 

the years from musafi r khanas and sarais to modern-day hotel chains. In the later part of the chapter, we have 

learned how hotels are classifi ed according to size, location, clientele and facilities and how a hotel is graded 

according to star classifi cation. The chapter has also touched upon various departments in a hotel—operating 

and revenue producing, operating and non-revenue producing and non-operating and revenue producing.

 KEY TERMS

 Hospitality Communication skills Positive attitude

 Guest Service culture Elements of tourism

 REVIEW QUESTIONS

 1. What are the different facilities provided by the hospitality industry? Discuss with examples.

 2. Discuss various kinds of hospitality organisations and their brief operations.

 3. What are the qualities that need to be developed for becoming a successful hospitality manager?

 4. In the modern concept, why is hotel no more described as ‘a home away from home’? 

 5. Why are customers called guests in the hospitality industry?

 6. What kind of relation we maintain with our guests and what steps we should take to retain 

them?

 7. What is service culture? Why is it important? How can we develop service culture?

 8. Discuss the various reasons for modern tourism development.

 9. Elaborate basic elements of tourism.

 10. Discuss Musafi r Khanas and Sarais.

 11. Mention and discuss some of the important hotel chains of India.

 12. Discuss in brief the history of the development of hotels.

 13. How would you classify different hotels?

 14. Describe in detail the star gradation process of hotels.

 15. Discuss in detail the major and minor revenue-producing departments of a hotel.

 PROJECT WORKS

Refer to the websites of various hotel groups in India and prepare a detail presentation of each group.



Chapter    TWO
Front Offi ce in Hotels

  LEARNING OBJECTIVES

  After reading this chapter, you will be able to 

Describe different types of rooms and food plans available in hotels »

Understand basis of charging room rent and tariff structure  »

Get an idea of the functional and staff organisation of a hotel with their job descriptions »

Know the importance of interdepartmental coordination »

 TYPES OF ROOMS

Various types of rooms are available in a hotel. However, there are some common types of rooms. Other 

than these, a few special types of rooms are also available. Common types of rooms are available in all 

types of hotels, whether it is commercial hotel, resort hotel, transit or any other type of hotel. A majority 

of rooms in hotels are of common type, whereas special types of rooms are not available in all hotels. 

They are made according to the need and demand of customers with specifi c features. We will discuss 

both common and special types of rooms below. 

Common Types of rooms

There are a few standard types of rooms in a hotel. They can be categorised as follows.

Single Room
A room with one single bed, meant for only one person, is called a single room (Fig. 2.1). It is abbrevi-

ated as SGL and the symbol is minus sign ( ).



34 Professional Hotel Front Offi ce Management

Fig. 2.1 Single room

Twin Room
A room with two single beds, separated from each other and meant for two persons, is called a twin room 

(Fig. 2.2). It is abbreviated as TBR and the symbol is equal to sign (=).

Fig. 2.2 Twin room

Double Room 
A room with one composite double bed, meant for two persons, is called a double room (Fig. 2.3). It is 

abbreviated as DBL and the symbol is plus sign (+). They are normally rented to couples. 

Fig. 2.3 Double room
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Suite
This is an apartment that has one bedroom with one composite double bed, a parlour and a dining space 

(Fig. 2.4). It is abbreviated as S. Besides the room number, every suite has a name based normally on the 

colour scheme, style and decor, e.g., Jaipur Suite and Presidential Suite. In a suite, the furniture, furnish-

ings and fi ttings are posh and these rooms are the most expensive ones in the hotel.

Fig.2.4 Suite

Table 2.1 lists out standard size of different types of rooms in hotels. 

Table 2.1 Standard Size of Rooms

CATEGORY OF HOTEL AND TYPE 

OF ROOM

STANDARD AREA OF BEDROOM AND 

BATHROOM

5-star and 5-star deluxe

Single

Double

Bathroom

180 sq ft

200 sq ft

45 sq ft

4-star and 3-star

Single

Double

Bathroom

120 sq ft

140 sq ft

36 sq ft

2-star and 1-star

Single

Double

Bathroom

100 sq ft

120 sq ft

30 sq ft

Special types of Rooms 
These rooms are not necessarily found in every hotel. The following are the special types of rooms found 

in some hotels, depending on the demand and need of the targeted customer segment.

Cabana
It is a room situated away from the main building, near the swimming pool, which is used mainly for changing 

or resting purpose and is rented on hourly basis. Cabana may or may not have a bed; instead a pool chair may 

be provided. Dispense bar is optional.
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Duplex

Duplex is a room with two levels under one roof. The upper level is used as a bedroom and the lower 

level as a parlour, living or sitting room (also called salon). Both the levels are connected by an internal 

staircase. Duplex room are generally found in commercial hotels.

Effi ciency Room 

An effi ciency room has kitchen facility and is generally found in resort hotels.

Hollywood Twin-Bedded Room 

It consists of twin rooms with one common bed head (headboard).

Hospitality Room 

It is a room that can be used by the resident guests to entertain their own guests. These rooms are rented 

on hourly basis. In hospitality rooms, beds are not provided and only sitting arrangement is provided. 

They are commonly found in commercial hotels.

Interconnected Room 

An interconnected room has two rooms adjacent to each other with an interconnecting door, which al-

lows entry from one room to other without having to go through the corridor. The interconnecting door 

can be locked to discontinue its use and opened when required. Hence, interconnected rooms can be sold 

to families or to individual guests. Of the two rooms, one room is double and the other is a twin. 

Junior Suite 

It is a large room converted to a suite by a partition (preferably wooden). The family rooms of old hotels 

are now being converted to junior suites. They are not as expensive as suites but are priced higher than 

the regular rooms.

Lanai

Lanai is a room with a good view, normally of hills, sea, garden, mountain and so on.

Murphy-Bedded Room 

A room with a Murphy bed is known as a Murphy-Bedded Room (MBR). A Murphy bed is one that can 

be folded against the wall. Murphy-bedded rooms provide a larger fl oor area and are generally found in 

commercial hotels.

Penthouse Suite

Such a room is  situated at the terrace level and a part of the suite, generally a part of the parlour, is open 

to the sky. Penthouse suites are generally offered to honeymoon couples.
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Studio Room 

A room that has one single bed and a few couches or sofas that can be converted to a bed is called studio 

room. Such rooms are mostly found in commercial hotels.

Quad

This type of room has four beds that provide sleeping accommodation for four individuals.

 FOOD PLANS

Food plan is a scheme or a package in which a hotel offers accommodation as well as food to the guests 

against a fi xed rate. The following food plans are commonly available in hotels.

European Plan (EP)

Under this plan, the guest is offered only accommodation. Early Morning Tea (EMT) is optional.

Continental Plan (CP) 

Under this plan, the guest is offered accommodation along with Continental Breakfast. Early Morning 

Tea (EMT) is optional.

Bermuda Plan (BP)

Under this plan, the guest is offered accommodation along with American Breakfast. Early Morning Tea 

(EMT) is optional.

American Plan (AP)

Under this plan, the guest is offered accommodation along with two major meals and two minor meals. Early 

Morning Tea (EMT) is optional. Lunch and dinner are called major meals, while breakfast, elevenses, brunch 

and evening tea are called minor meals. But nowadays, many hotels provide breakfast, lunch and dinner and 

exclude evening tea under this plan.

Modifi ed American Plan (MAP)

Under this plan, the guest is offered accommodation along with one major meal and one minor meal. 

Early Morning Tea (EMT) is optional. The most  common is breakfast and lunch or dinner.

Go Plan 

This is not a food plan in its broad-

est sense but is a kind of service 

provided by chain hotels. In this 

plan, a guest is provided with 

temporary credit facility and they 

can settle their bills at the last unit 

(stay) of their tour programme. 

Continental breakfast

 Fruit juice (fresh/canned) ——

 Bread/toast (served with butter and preserves) ——

 Tea/coffee

  (Note: Jam, jelly, marmalade and honey together are called

preserves.)
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Guests who come through travel agents or company 

attached to the hotel as well as the regular guests can avail 

of this facility.

EP, CP, BP are the popular plans adopted by Commercial 

and Transit Hotels. They mostly have businessmen as cli-

ents, who normally have their major meals in independent 

restaurants. The Commercial hotels also get plenty of walk-

in guests and are not mainly dependent on resident guests 

for their F&B revenue, whereas MAP and AP are generally 

popular in resort hotels.

 CRITERIA OF CHARGING ROOM RENT

There are three ways of charging room rents:

24-hour basis

Night spent basis

Check-out time basis

Before we elaborate we must understand the following terms

 1. Check-in Time This is the time when a guest arrives in a hotel to stay.

 2. Check-out Time The time when a guest leaves or vacates his room is called the check-out time.

24-Hour Basis 

The guideline under this basis for the purpose of calculating the room rent is the check-in time (the time 

when a guest arrives in a hotel to stay). A guest has to pay for one day or 24 hours calculated from the 

check-in time. Under this basis and other basis as well, whether the guest stays for a full period or a part 

of it, the minimum charge will be for a day. This basis is usually adopted by Resort Hotels.

Night Spent Basis or Night Basis 

Under this plan, the guideline for the purpose of calculating room rent is the number of nights spent 

by the guest. This basis is usually adopted by Motels. The time of night is specifi ed in such a case and 

usually starts at 1930 hours or before the dinner time. In fact, only the number of nights is taken into 

consideration with respect to the check-in time. Even if a guest does not spend a night, but stays during 

the daytime, he/she still has to pay one day’s room rent.

Check-Out Time (COT) Basis

This is the most popular plan, mainly adopted by Commercial Hotels, Transit Hotels and sometimes 

Resort Hotels. Under this scheme, the guideline for the purpose of calculating the room rent is the 

check-out time, i.e., by which time a guest will have to vacate the rooms. The Check-Out Time (COT) is 

fi xed by the hotel. If a guest stays beyond COT, he/she is charged for another day. Further, the guests are 

charged for the number of hotel days only. A hotel day is a cycle of 24 hours that starts from the check-in 

time and ends at check-out time. For example, if a hotel has COT at 12 noon, then a guest checking in at 

12 noon can stay till next day 12 noon (i.e., for 24 hours) by paying one day’s charge, whereas a guest 

American Breakfast

 Fruit juice (fresh/canned)

 Cereals (cornfl akes, porridge, etc.)

  Served with hot or cold milk

 Bread/Toast

  (Served with butter and preserves)

  Eggs to Order

 Tea/Coffee



Front Offi ce in Hotels 39

checking in at 1600 hours can stay till 12 noon next day (i.e., for 20 hours) by paying the room rent of 

one day. Similarly, if a guest checking in at 1000 hours on one day and leaving the hotel at 1400 hours 

on the same day has to pay two days’ room rent as he/she has stayed in two different hotel days.

The selection of check-out time depends on the time when the maximum number of fl ights, long-dis-

tance trains and busses arrive in the city. It is popular because both guests and hotel can benefi t. It is 

benefi cial for a walk-in guest as he/she can expect a vacant room at the check-out time. Adopting this 

basis, a hotel can plan its schedule and deploy more staff during the shift so that more clean rooms are 

available for sale. 

Day Use Basis

This is also known as day basis. This is not an independent basis of charging room rent and is adopted by 

hotels in combination with some other basis of charging room rent. As per this plan, guests are allowed 

to use rooms during the daytime only and for a maximum period of six hours. Transit hotels and com-

mercial hotels use this scheme, along with check-out time basis, generally during lean season to attract 

more business, and also offer a maximum discount of 50 percent.

 ROOM PRICING METHODS

The various ways in which a room in a hotel is priced are cost based method and Hubbart formula. 

Cost-based pricing: Rule of 1:1000

This is the simplest of the cost-based systems. It states that you should charge approximately Re 1 

per night for every Rs 1000 of the room cost. It also works in other currencies. If your room cost was 

Rs 100,000, your room rate should be around Rs 100 per night. 

The rule was devised a long time ago, when rates of interest and expectations about appropriate rates 

of return were very different, but it still refl ects the fundamental importance of fi xed costs in determin-

ing a hotel’s profi tability. If you build a hotel in a major metropolitan city centre, you have to pay a high 

price for the land. This forms a major part of the room cost, which might well exceed Rs 10,000,000. 

As the 1:1000 rule indicates, you would then have to charge Rs 10,000 per night to have any chance of 

recovering your investment. This helps explain metropolitan city centre room rates.

‘Room cost’, incidentally, includes the cost of the public areas as well, which are averaged out over 

the rooms as a whole. Essentially, the calculation is

Cost of Land + Buildings + Fixtures and Fittings

Number of Roomss
 = Room Cost

The 1:1000 rule ignores infl ation, but it is obvious that this needs to be taken into account. Many rooms 

built at the beginning of the twentieth century cost a few thousand rupees each, rather than tens of thou-

sands. It would be unreasonable for such hotels to be charging just a few hundred rupees per night today. 

In applying the rule, therefore, it is better to take the current cost of building an equivalent room, rather 

than the historical cost, which may possibly be misleading.

With this reservation, the rule still offers a rough and ready guide to hotel prices. It is not at all 

precise, but if you know (say) that a group with a number of hotels totalling 1000 rooms has just been 

bought for Rs 300,00,00,000, then you can assume with some confi dence that the average room rate will 

be closer to Rs 3000 per night, than Rs 2000 or Rs 4000.
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Hubbart formula 

Hubbart formula is a method of establishing an average room rate for a new hotel. The basic calculation is

Operating Costs + Required Return - Income from other departmennts

Expected Number of Room Nights
 =  Average Room Rate

However, in practice, this formula is far more complicated and the room rate is calculated in the 

following steps:

1. Take the total amount invested in the hotel (this will include both the share capital and any long-

term loans such as debentures) and decide on the rate of return required on this investment.

 2. Estimate the overhead expenses (interest, administration, air conditioning and lighting, repairs, 

etc.) for the next year.

 3. Combine 1 and 2 to fi nd the required gross operating income (in other words, the amount you 

need to make to cover your expenses and keep your investors satisfi ed).

 4. Estimate the probable profi ts from all other sources other than rooms (i.e., restaurant, bars, health 

clubs, concessionary shops, etc).

 5. Deduct 4 from 3 to fi nd out how much profi t you need to make from room lettings.

 6. Estimate the accommodation department’s expenses for the next year.

 7. Add 5 and 6 to fi nd out how much you need to make from the rooms.

 8. Estimate the number of room nights you are likely to achieve per annum (this may be established 

by taking regional tourist offi ce averages for comparable hotels).

 9. Divide 7 by 8 to fi nd out the average room rate you should charge.

Let us now look at a practical example.

Raju Bharat has bought a plot of land in order to build a hotel on it. His architect calculates that he can 

fi t 20 rooms onto the site and the appropriate car parking and access routes, a restaurant, a small swim-

ming pool and the necessary stores and offi ces. He estimates that the land and buildings will cost him 

Rs 150,00,000, the fi xtures and fi ttings another Rs 30,00,000 and that he will need another Rs 3,00,000 

for initial working capital. He proposes to borrow Rs 15,00,000 by means of 12 per cent debentures and 

to raise the remainder of the capital required by issuing shares at a premium.

Raju decides that he wants a return of 18 percent on his investment, though he recognises that about 

a third of this will be taken in tax. He prepares estimates of the operating costs, etc. and goes on to cal-

culate the required average room rate (see the above steps).

You will notice that this average room rate bears out the 1:1000 rule. The room cost was about 

Rs 9,00,000 (total cost Rs 180,00,000 divided by 20), and the rule predicts that the average room rate 

should be around Rs 900. Our example may seem a little contrived, but we have used fairly ‘standard’ 

ratios in preparing Raju’s forecasts for him, and even if we change some of these we would still expect 

the result to be somewhere in a range of Rs 750 to Rs 1050 per night. This suggests that the 1:1000 rule 

still has some validity.

 ROOM TARIFF

Room rates of hotels are technically known as tariff. It is statutory for a hotel to display its tariff to the 

guests. There are two ways to display a tariff structure—tariff card and tariff board.

A tariff card is used in large- and medium-sized hotels. These cards have details of the rooms. These 

are available at the Reception Desk and also in each and every guest room. A tariff board, on the other 
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hand, is used in small-sized hotels. It is placed behind the Reception Counter, where it is visible to all 

the guests.

The following information is obtained through a tariff card:

 1. Room rates against each plan

 2. Government taxes as applicable, e.g. expenditure tax and entertainment tax

 3. Other charges levied by the management of the hotel, e.g. service charge

 4. Basis of charging room rents

 5. Brief description of the facilities available in the hotel

The various taxes applicable vary from place to place depending on the government policies.

The room rate printed on the tariff card/board is called the rack rate and is the highest-quoted rates 

offered generally to the walk-in guests. 

Figure 2.5 shows sample of a tariff card.

Fig. 2.5 Tariff card

Special Rates

There are certain circumstances when special reduced rates or discounts may be offered. The special 

rates are discussed below.
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Package Rate 

It covers all expenses of accommodation, food, transportation, sightseeing, entertainment and so on. 

Package rates are offered normally for a fi xed period of time, e.g., four days and three nights. 

Group Rate

Groups are given special discounted rates. Groups of 15–30 people are given one complimentary room 

for the Group Leader; groups of 30–45 pax are given two complimentary rooms and for bigger groups 

the number of complimentary rooms provided depends on the management of the hotel.

Company Guaranteed Rate (CGR) 

Companies that give regular guaranteed business to the hotel are given discounts. The percentage of 

discount depends on the volume of the agreed business given by the companies.

Promotional Rate 

For publicity and promotion, special discounted rates are offered to CIPs. These discounts are authorised 

by senior staff members.

Off-Season Rates 

Resorts usually have separate tariff for peak season and off season. The off-season rates are much lower 

than shoulder season.

Staff Discount

In chain hotels, employees may be given discounts on room rates for hotels belonging to that chain. This 

is given on space availability basis. 

Airline Crew Discount 

For their crew members, airlines are given a fi xed discounted rate.

Crib Rate 

Reduced rates are applicable for children below fi ve years.

Extra Bed 

A fi xed charge generally one-fourth of the room rate is charged.

In addition to the above rates, other hoteliers and FHRAI members are given discount, which is normally 

20 percent.

Factors for Fixing Tariff

A hotel fi xes the room tariff keeping considering the following factors.
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Competitors Price 

Rates must be competitive  with other hotels of the same standard providing almost similar services 

and facilities and situated in the same vicinity of  the city. At the same time, the rates  should be able to 

produce adequate revenue to meet fi xed obligations.

Profi le of Customers  

The category of customers coming to your hotel must also be considered. Their social status and fi nan-

cial status, i.e., paying capacity, should be kept in mind.

Service Standards

Standards of services provided by the hotel are also important while fi xing room tariff. The USP of the 

hotel should be kept in mind while deciding the room tariff. More the amenities, higher the standard, and 

so also higher the room  rate.

Price Cuts for Special Business

At times, price cuts for special business may be adopted. But  it makes sense only if, it is necessary to 

cut the price in order to get business,. The price of business is income, which you would  not get other-

wise, and it comes at a fi xed  time of the year or day of the week when you need business. It should be 

remembered that the price of business cannot replace other more profi table business.

Location

The locality in which the hotel is situated gains prominence while fi xing room rates. If the hotel is situ-

ated in a  posh locality, with all the shopping and other facilities and easy connectivity to airports and 

railway stations, the room rate would be comparatively higher than the hotels situated in far-off localities 

and in areas with less facilities. Naturally, the guests would not mind paying more if they get amenities 

and facilities to their taste and liking.

Value of Real Estate

Surroundings are also given careful consideration because the hotel proprietor spends lakhs of rupees on 

the decor and furnishing and thus needs a fair and equitable return on his/her investment.

Various Amenities 

Various amenities a hotel is going to provide to the guests may be air-conditioning in all rooms, carpet-

ing, provision of swimming pool, tennis court, fl oor shows, games, banqueting, conference halls, lawns, 

parking spaces, special arrangements of various specialty cuisine, expensive cutlery and crockery, mod-

ern equipment and machinery. These all things are considered when fi xing room rates.

Location of Rooms in the Hotel

The location of the room also matters a lot. Front rooms and rooms with better views would cost more 

than dark rooms, corner rooms or rooms not having a good view.
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Publicity and Promotion

The amount of publicity done by a hotel and special budgets prescribed for hotel publicity also mat-

ter in deciding the room rates. This type of expense has to be adjusted somehow as it has no source of                

return but is a must in popularizing the various services of a hotel.

 FUNCTIONAL ORGANISATION OF FRONT OFFICE DEPARTMENT

The ‘front offi ce’, as the name signifi es, deals with all the activities in the ‘front of the house’. As the 

front offi ce is the fi rst department that the guest comes into contact with, it is through this department 

that the guest forms his/her opinion about the hotel. So, the staff should always be on their very best 

when dealing with the guest. The front offi ce department consists of groups of brilliant, effi cient and 

ever-smiling staff that resemble and focus the organisation in the initial seconds of guest contact, giv-

ing him/her the feeling of the best in the hospitality movement that has infl uenced the modern human 

generation.

Gm's Office

Rm's Office

Bell Desk

Entrance

Toilets

Toilets
Elevator

Business
Centre

Travel
Desk

GRE
Desk

LM Desk

Front Desk

Lobby

Telephones Reservation FOM's Office

Back Office

Cash Information Reception

Fig. 2.6 Classical layout of front offi ce department
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The front offi ce department’s motivated workforce strives to achieve the highest level of performance 

in meeting the needs of their guests. With their traditional commitment to serve, the staff strives end-

lessly to ensure total guest satisfaction and loyalty. And this is the feeling that makes a whole world of 

difference. The front offi ce department is divided into eight distinct sections according to their nature 

of functions: 

 1. Reservation

 2. Reception/registration

 3. Information

 4. Cash

 5. Concierge and bell service

 6. Telephones 

 7. Travel desk

 8. Business centre
Travel desk and business centre are mainly found in commercial hotel and are not common in other types of  

hotels discussed previously.  Figure 2.6 shows layout of the front offi ce department of a hotel.

Functions of Various Sections 

Let us now discuss the functions of various sections in brief. We will discuss them in detail in 

forthcoming chapters. 

Reservation

The main function of reservation section is to receive the reservation request through various modes 

and to generate records for processing. Besides this, there are two subsidiary functions called cancella-

tion and amendment. The reservation counter also prepares the expected arrival list for the next day and 

sends it along with the correspondence fi le to the reception.

Reception/Registration

The most important function of reception is to welcome the guests when they check in at the hotel. The 

guest fi lls up the registration card with the help of the receptionist. Registration of guests is mandatory 

for all status of guests, including VIP/VVIP. Another important function of reception is to take book-

ings of the same day. Cancellations/amendments of the same day are also handled by the reception. The 

reception answers all phone calls regarding guest, restaurants and expected arrivals and so on.

Information

This section of the front offi ce is responsible for the following functions:

 Maintaining guests’ alphabetical index rack

 Handling guest room keys

 Handling guests’ mails

 Handling guests’ messages

 Handling guests’ complaints

 Organising paging
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 Providing information regarding city and hotel

Cash and Bill

This section is responsible for maintaining the guest bills and help the guest to settle their bills at the time of 

departure. This section also handles safety lockers.

Concierge and Bell Desk

This section performs the following functions: 

 Handles baggage for all check-ins and checkouts.

 Delivers messages, telex and faxes and any other items to and from the guests.

 Delivers newspapers (morning and evening).

 Gives physical wake-up calls to guests who do not answer their telephonic wake-up calls.

 Handles paging (a procedure to locate a resident guest from the public area of the hotel) in the 

lobby, restaurants and in other public areas. 

 Helps in room change of guests.

 Performs other functions like

 Opening double-locked rooms

  Placing personalised stationery in guest rooms after getting it from the hospitality 

desk

 Placing any item in the absence of the guest on the instruction of the duty manager

 Keeps baggage on hold for guest in-house as well as for the awaited arrivals

 Assists guests in packing

 Sells postage stamps

Telephones

Any call that comes to the hotel goes fi rst to the telephone section. The telephone operator accordingly 

passes the call to the various departments in the hotel. Thus, this section is responsible for handling all 

incoming and outgoing calls both for guests and management. It also gives wake-up calls. The telephone 

section also sets DND (Do Not Disturb) on the phone, if the guest asks for it, thus preventing all incom-

ing calls from going through, and carries out paging for all the executives via telephones. 

Travel Desk

This section is responsible for all travel logistics for the guests, such as airport/station pick up and drop. It 

is also responsible for organising city tour and business tour for the guests. Most of the business hotels have 

their own fl eet of cars for this service.

Business Centre 

This section is a must for any commercial/business hotel. As main clientele of this type of hotel are 

businessmen, they need  certain facilities during their stay, which is provided by the business centre. The 

facilities available in the business centre are as follows:
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A small reference library

A small conference/boardroom, which can accommodate 6 to 8 guests

A room with computer and Internet facilities

Photocopying facility

Typing and printing facility

Fax  facility

Binding of guest documents

Secretarial service

 FRONT OFFICE STAFF AND JOB DESCRIPTION

Figure 2.7 illustrates classical front offi ce staff organisation applicable for large hotels. It may vary from 

one hotel to another, depending on the size as well as the policies of the hotel.

Front Office Manager

Assistant Front Office Manager

Duty / Lobby Manager

Supervisor
Reservation

Reservation
Assistant

Trainees

Supervisor
Reception
(Sr. Receptionist)

Receptionist

Jr. Receptionist

Supervisor or
Information

Information
Assistant

Supervisor
Concierge &
Bell Services

(Sr. Bell Captain)

Bell Captain

Bell Boys
(Page Boys)

Supervis or
Telephones

Sr. Telephone
Operator

Telephone
Operator

TraineesTraineesTraineesTrainees

Front Office Staff Organisation

Guest Relations Executiv

Supervisor on
Cash and Bill
(Head Cashier )

Cashier

Trainees

Fig. 2.7 Front offi ce organisation

Qualities of a Good Front Offi ce Employee

When a front offi ce employee is asked  why did he/she decide to become a receptionist, the most com-

mon answer is ‘because I want to meet people’. We  will now try to explore the qualities required of a  

successful front offi ce employee.

To be successful in any human relationship, you must refl ect the following characteristics:

Warm personality
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Keen interest in meeting people

Poise under pressure

Desire to be helpful

Ability to listen

Willingness to refl ect management policy

Ability to get along with co-workers

Desire to be liked

Ability to help another employee without resenting it or showing irritation

Standing behind the front desk and meeting any of the dozens of problems that arise in a hotel requires 

a reserve of energy. Therefore, it is important that you keep the following rules of living to keep your 

reserve built up for better functioning:

Get plenty of sleep.

Do not drink. If you must, drink moderately.

Do not  smoke  and never on the job.

Be positive.

A receptionist  is the fi rst person a guest meets in a hotel. The fi rst impression always is a lasting one. 

Therefore, it is important to ensure that the guest gets a positive impression right from the moment he/

she walks in.

Points to remember

You must avoid all controversial questions. You cannot afford to win arguments in the hotel 

business.

You must be oblivious to the guests’ mistakes. You say ‘I am sorry, I did not make it clear’. 

On  no account, do you say,  ‘You are wrong’ or ‘You misunderstood me’. Instead you should 

say, ‘Sorry sir, I could not make myself clear’.

Do not criticise competing hotels. This never helps any one, including you.

Cancel all ‘Yeas’, ‘Okays’ and ‘Noes’ from your vocabulary.

Speak positive. Every negative reply can be rephrased. ‘One moment, please’ is a great im-

provement over ‘Wait a minute’.

Refer to male guests as gentlemen and females as ladies.

Immediate attention to the traveller is a form of respect to which he/she is entitled.

Last but not least, the sincere smile is and has been a tradition of the hotel business. However, this smile 

has to be genuine at all times and not wooden. Your personal hygiene and neatness will also help you to 

perform  better as a hotel receptionist.

Selection of Front Offi ce Staff

The following qualities are expected of a candidate who intends to be part of the front offi ce staff:

 1. General Appearance

Pleasing features

Smile readily

No apparent deformity
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Robust health (good teeth, clear bright eyes, glowing skin, hair, etc.)

Pleasant voice and evidence of good hearing

Good attention and care to body cleanliness (no bad breath, body odour, etc.)

Personal clothing (clean, modest and neat), appropriately dressed and clean shoes

Cordial attitude

2. Experience of Mental Alertness

Ability to carry on a logical conversation and reasoning

Able to make clear and concise (but complete) statement

Able to meet diffi culties intelligently

Meets the minimum educational requirements of the job

3. Evidence of Emotional Stability

Both at work and at home (assessment can be made from appraisal of reports from the last 

position held and feedback from the family).

4. Comprehensive Knowledge of Trade

Acquired by education

Learning

Training 

Practical experience

5. Administrative Qualities

Ability to control

Ability to command and make people obey

6. Organisational Ability

Daily routine work

Special work (arrival and departures of groups, VIPs, delegations, etc.)

7. Professional Attitude towards Job

Report to work on time

Positive attitude towards job

Recognises positive and negative aspects of job

8. Professional Performance

Sensitive to guest needs

Has a sense of humour

Responds and speaks intelligently

Is creative

Has good listening habits

9. Flexibility

Willing to accept different shift, if necessary

 Is not ‘set in ways’

 Understands others’ point of view

 Is a team player (works well with public and his/her staff members)

10. Professional Demeanour

 Projects maturity

 Appears to be business-like 
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 Is courteous

 Maintains control in diffi cult situations (controls temper and takes action as needed)

Job Description of Front Offi ce Staff

Front Offi ce Manager 

A front offi ce manager reports to the resident manager or general manager. The main function of a 

front offi ce manager is to direct and coordinate the activities of the Front Offi ce Operation (Front Desk, 

Reservations, Bell Desk and Telephones) to provide effi cient and courteous service to each guest and 

maximise occupancy and room revenue.

A front offi ce manager has the following responsibilities: 

Ensure that all service standards as specifi ed by the management are implemented 

Ensure all staff under his control are properly deployed and utilised

Ensure that all budget/targeted sales and occupancies are achieved and the expenditure is 

controlled  to maximise profi tability

Ensure that all forms and registers that are maintained and complete in all respects

Ensure that all laws of the land applicable to the lodging industry are strictly adhered to

Maintain and increase guest relation

Maintain control over special rates offered to various corporate houses/individuals

Prepare annual budget and forecast occupancy and room revenue

Make sales efforts at unit level as per the policy

Prepare and send all reports pertaining to MIS and data required by marketing department

Control advance reservations and room positions and ensure maximum selling

Ensure correct billing and coordinating with accounts department

Exercise credit control and implement credit policy

Coordinate with marketing department for sales promotion

Coordinate with other departments for ensuring maximum room sales and to achieve ulti-

mate guest satisfaction

Exercise control over expenditure like overtime, newspaper and stationery 

The duties of a front offi ce manager are as follows:

To conduct coordination meeting of the staff once in a fortnight

To meet all VIPs and group leaders at least once during their stay

To check guest rooms

To check and ensure that all standard procedures at the front offi ce are followed

To ensure upkeep of the front offi ce area

To ensure proper discipline with regard to conduct, work performance and to take necessary 

action

To train staff and to ensure that standard manual guidelines are followed

Besides responsibilities and duties, a front offi ce manager has the authority to:

Exercise the discounting policy carefully in the interest of business

Cancel/amend guest bills with full justifi cation as per the policy and standard procedure

Entertain commercially potential guests 
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Sanction/recommend all types of leaves for staff/executives of the department

Recommend disciplinary action against defaulting employees under his/her control

Recommend incentives to deserving employees

Authorise deployment of staff after duty hours

Recommend purchase and condemnation of articles, and indent material required for the 

department

Handle guest complaints effi ciently

Take action on behalf of RDM/RM/GM of the unit

In addition to the above duties and responsibilities, the front offi ce manager also has to carry out any 

job assigned to him/her by the superiors.

Assistant Manager/Lobby Manager/Reservation Manager

An assistant manager works under the front offi ce manager. His\her main function is to perform manage-

rial duties in order to achieve the departmental objectives.

An assistant manager has the following responsibilities: 

Help and assist the front offi ce manager in constantly organising, developing and running 

the department

Ensure that all service standards as specifi ed by the management are implemented

Ensure optimum sale of lettable rooms

Deploy staff on assigned duties

Ensure warm, courteous and friendly services to the guests

Ensure effective execution of all reservation functions to achieve optimum revenue for the 

hotel

An assistant manager has to carry out the following duties: 

Lobby

Pre-block rooms for the groups and VIP arriving during the day

Coordinate with housekeeping and F&B for complementary items to be provided in the 

rooms

Receive and escort VIP/CIP to the room. Also, to recognise dignitaries/celebrities visiting 

the hotel and to courteously deal with them

Ensure availability of information regarding hotel, city, airlines and railway schedules, 

entertainment, etc. for the guests

Coordinate with airport counter/marketing division and reservation section to ensure maxi-

mum selling of lettable rooms

Ensure that all forms and registers to be fi lled by front offi ce assistants are maintained in 

specifi ed manner

Ensure maintenance and cleanliness of the entire lobby and front offi ce area

Ensure continued training and assessment of staff

Handle all untoward incidents/situations regarding guests and staff

Ensure service standards

Handle all guest complaints personally and ensure compliance

Maintain the log book.
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Reservation

Keep trace of all room reservations, groups, FITs, crew and others

Maintain desired levels of GIT and FIT reservations to achieve maximum room sale and 

average room recovery

Study each day’s bookings and overbook to achieve maximum selling

Maintain close liaison with CRS to ensure availability of more rooms for higher paying 

clients

Prepare all statistical reports

Reply all incoming mail, fax and so on

Ensure communication of status reports to regional CRS, airport counters, etc. 

Assist FOM in forecasting

Communicate daily occupancy reports, movement list and group arrival reports

Carry out any job as and when assigned by the superiors, in addition to the above duties and 

responsibilities

Front Offi ce Assistant (Reservation)

A front offi ce assistant (reservation) is responsible to the assistant manager/front offi ce manager. The 

main purpose and scope of this job  is to ensure smooth operation of reservation section.

The front offi ce assistant has the following responsibilities:

Handle all room reservations

Maintain and update reservation data

Maintain records of segment-wise reservation and materialisation

Maintain list of VIPs and regular guests

Maintain record of group and conference bookings 

Maintain statistical data

On receipt of the CRS charts, check the latest status of each group bookings

Check and prepare the list of next day’s arrival

Record any special rate or discount on each booking

Maintain discount register and credit list

Maintain cordial relations with people making reservation like airline staff, travel agents and 

business houses

Assist the assistant manager/front offi ce manager in forecasting

Complete any other jobs as assigned from time to time

Front Offi ce Assistant (Reception)

This position reports to the assistant manager/front offi ce manager. A front offi ce assistant (reception) 

is responsible for ensuring overall smooth reception operation during his/her shift as per laid down 

standards and has the following responsibilities:

Ensure that room position is checked, verifi ed with housekeeping and rooms are available 

for all guests

Effective utilisation and deployment of staff under his control

Conduct daily briefi ng of the staff
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Ensure maintenance and upkeep of his/her work area

Ensure maintenance of all records and registers such as 

 o Arrival register

 o Departure register

 o C-form

 o Information panels

 o Guest mails

 o Key control

 o Log book

 o Wake-call register

 o Doctors call register

 o Occupancy statistical register

 o Amenities (FFC)

Ensure operational control measures

Ensure staff discipline

A front offi ce assistant (reception) has the following duties:

After taking charge as per the standard procedure, check the room position

Allot rooms for VIP and for the guests wherever special request has been made or the liking 

of the guest is known

Ensure that amenities voucher has been sent to the respective departments

In case room is not available for confi rmed guests, make necessary arrangements as per the 

procedure

In case of overstaying guests, inform the assistant manager (front offi ce) for necessary 

action

Check keys of vacant rooms

Ensure cordial relation with guests

Handle all guest complaints tactfully and ensure that they have been rectifi ed

Ensure that assigned work is completed as per the laid-down standards

Ensure that staff working under him/her adheres to meal timings and they are indented

Ensure that all latest general information is maintained

Work out occupancy statement

Send arrival and departure notifi cation as per the standard laid down.

A front offi ce assistant (reception) also has the following occasional duties:

Handle guest requirements/complaints during the absence of assistant manager (FO)

Confi rm/amend and cancel bookings of next day as per standard procedure when reservation 

department is closed. Future reservation requests are to be received and passed on to reserva-

tion section for suitable action.

Relieve other receptionists and bell captain as and when required

Carry out any other job assigned from time to time by the superiors

A front offi ce assistant (reception) also has the authority to recommend guests to be included in 

VIPs, deployment of staff after normal duty hours and disciplinary action in staff matters pertaining to 

his shift.
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Junior Receptionist 

A junior receptionist is answerable to the senior receptionist and has the following responsibilities:

Check logbook, wake-call register and update information panels

Keep stationeries as per the standards laid down

Sort out guest mails

Ensure cleanliness in the work area

Check mail and key rack for messages/location forms and to act accordingly

Keep and give keys

Report any untoward incident to senior receptionist

Maintain arrival and departure register

Type out Whitney slips

Give required information to the guests

A junior receptionist also has the following occasional duties:

Look after the work of senior receptionist in his/her absence

See that the luggage is delivered to the guest room

See that the parcels and packets belonging to the guests are delivered

Night Receptionist

A night receptionist works under the  senior receptionist. In addition to the duties specifi ed for the recep-

tionist, the following additional duties are performed by the night receptionist:

Record wake calls in the wake-call register/sheet and send them to the telephone section and 

room service

Prepare night receptionist report and give it to the night auditor for verifi cation

Prepare occupancy statistics and make entries in the register 

Prepare movement list and VIP in-house list

Prepare key control form and ensure that all keys of vacant rooms are available at the 

reception (In case of any missing keys, the same should be reported to duty manager.)

To check that all entries for arrivals and departures during the day have been recorded 

correctly

To give advance intimation to housekeeping regarding expected departures during the 

night

To block rooms for the early arrivals and inform housekeeping 

Guest Relations Executive 

A guest relations executive works under the  lobby manager. Her main job is to maintain guest relation 

with regular guests.

Her main responsibilities include the following: 

Prepare update and review of important data of regular guests, e.g. birthdays and 

anniversaries

Meet the guests personally when the guest is in the hotel for a stay, visit or for any other 

function

Ensure that amenities are sent to respective rooms on time
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Coordinate with various departments of the hotel to ensure maximum guest comfort

Ensure that special requests of guests are taken care of

Organise press meets at regular interval to update media about the available services and 

upgradations

Ensure that suffi cient advertisement and publicity is given about the hotel at exhibitions and 

fairs

Arrange for press release and briefs about various activities in the hotel 

Maintain liaison with corporate houses to improve business of the hotel

Ensure the production, publicity and printing of graphics and promotional materials

Ensure photo/video coverage of important events held in the hotel 

Responsible for newsletter/in-house magazine and its circulation

Coordinate with other department in organising festivals/shows, etc.

Prepare and maintain guest history cards

Invite various CIPs, VIPs and regular guests for special event of the hotel

Carry out any other job as assigned from time to time

Front Offi ce Cashier 

A front offi ce cashier reports to  the lobby manager. His/her responsibilities include the following: 

Receive payments from the hotel guests, issue receipts, and enter the same in the cashbook

Post all checks, vouchers, miscellaneous charge vouchers, miscellaneous credit, rebates, 

paid-outs and transfers on the guest bills

Receive payments from the hotel guests against the city ledger outstanding, issue receipt and 

prepare the cashbook

Settle the bills of departing guests

Provide change of notes and coins to the hotel guests and restaurant cashiers

Exchange foreign currency and travellers cheques of the hotel guests with Indian currency 

against currency exchange vouchers and prepare the summary of the same

Make payments for duly authorised paid-outs and enter the same in the cashbook

Issue and control of safe deposit lockers

Sort and arrange cheques and vouchers

Bell Captain

A bell captain is responsible to  the assistant manager front offi ce/lobby manager. His/her job is to plan, 

organise, direct, coordinate and control the overall bell desk operations.

His/her responsibilities include ensuring 

That all service standards as specifi ed by management are implemented

That all staff under his/her control are properly deployed and utilised

That all guest baggage is properly handed in time and records maintained

That all forms and registers required are fi lled up and maintained

Guest baggage in the left luggage room and for the record thereof

Distribution of newspaper, record and account thereof

Overall staff discipline with regard to conduct and work performance
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His/her duties include the following: 

Give correct and relevant information to the guest as required

Ensure maintenance, receiving and welcoming guests into the hotel, upkeep of the entire 

lobby and work premises

Ensure that suffi cient stock of stamps and stationary is always maintained

Ensure that the baggage of guest is sent to the guest room as per the specifi ed standard

Ensure proper billing and maintenance of baggage kept in the left luggage room

Ensure that attendance and other leave records are maintained

Handle all untoward incidents regarding guest and staff

The bell captain also has the following occasional duties:

To ensure that messages and other documents are delivered to departments and offi ces inside 

and outside the hotel.

He/she has the following authority:

To recommend all types of leaves for staff under his control.

To recommend deployment of staff after normal duty hours.

To recommend disciplinary action against defaulting employees.

To recommend cancellation of bills in respect of luggage in left luggage room.

Bell Boy/Page Boy/Porter

The bell boy or page boy works under the bell captain. He/she is responsible for the following 

functions:

Receiving the guests and welcome them into the hotel

Carrying the luggage from the vehicle into the hotel and deliver it to the guest room

Delivering messages and other documents in the hotel and outside the hotel

Paging guests in the hotel

Keeping the luggage in the left luggage room as per the standard procedure

Doing all errand jobs of guests and offi cers

Keeping the entire lobby and front offi ce clean

Maintaining public telephones

Relieving the assistant bell captain

Carrying communication from the front offi ce to the various departments in accordance to 

the standard procedure

Carrying out any other job assigned from time to time

Telephone Supervisor 

A telephone supervisor works under the assistant manager front offi ce. His/her main job is to ensure the 

overall smooth operation of the telephone section as per the standards laid down. He/she is responsible 

for ensuring: 

 That the telephone equipment is in perfect working condition

 Cleanliness and upkeep of work area

 Effective utilisation and deployment of staff under his/her control

 That all bills from P&T are verifi ed promptly and submitted to accounts department well in 

time
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 That all records and registers are maintained

Proper and prompt billing of all outgoing calls.

 Maintenance of daily and monthly records defi ned in the standard procedures and wake-call 

register

 Maintenance of  information regarding hotel and the city

 Maintenance and display of all important telephone numbers for the information of the monitors 

and operators

A telephone supervisor has the following duties:

 Check the telephone equipment and the work area and to take immediate action if faults and 

defects are noticed

 Check every day whether the call register is properly maintained by all shifts

 Check whether the billing is complete and correct 

 Check whether the daily summaries are correct

 Handle guest complaints personally

 Arrange for the special requests made by the guests such as providing parallel line or extension

 Ensure continued use of polite and courteous conversation between operators and guests

 Train and assess the staff

 Check that the outgoing calls are well controlled

He/she also has the following occasional duties:

 Maintain liaison and cordial relation with P&T authorities, telecommunication companies and 

maintenance agencies

 Sort out disputes with the P&T

 Check personally whether complaints relating to VIPs are attended to and rectifi ed immediately

 Carry out any other duties assigned from time to time

A telephone supervisor  is also authorised to

 Recommend all types of leaves for staff under his control

 Recommend deployment of staff beyond their duty hours

 Recommend disciplinary action against defaulting employees of the section

 Cancel and amend bills after giving full justifi cation in keeping with the standard procedures and 

policies and then to get them approved by the assistant manager front offi ce or manager front 

offi ce

Telephone Operator 

The telephone operator is under the telephone supervisor. His main job is to handle the telephone and to 

assist the guests politely and with warmth and courtesy. He/she has the following responsibilities: 

 Operate a position on the console

 Facilitate internal and external calls of guests, managers and the staff

 Facilitate local and long-distance calls for guests, visitors and management staff whenever

 required and follow the standard procedures

 Maintain all records defi ned in the standard procedures

 Maintain and provide information about the functioning of the hotel and other related services to 

the guests

A telephone operator also has to take on the following duties:

 Console the area of work and inform the telephone supervisor of area requiring attention
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 Ensure that all pending work receives priority and pending calls, etc. are checked upon

 Ensure that all types of calls are recorded/entered in the register after the bills have been raised

INTERDEPARTMENTAL COORDINATION

The front offi ce department plays a very important role in delivering warmth and hospitality to the 

guests. The department is responsible for delivering pleasant or unplesant memory to the guests. The 

impression about the hotel start get registered in the mind of guests from the doorman, bellboys, tele-

phone operators, front desk assistants, cashires, etc. because these employees are the most visible to the 

guests and are perceived to be more knowledgeable and helpful. These employees are considered the 

frontliners who maintain direct contact with the guests. Their responses to the guest queries regarding 

hotel facilities, transportation, special functions in the hotel, etc creates an impression of the professional 

services provided by the hotel.

The front offi ce manager should be active in collecting information that are of guests’ interests and 

must ensure that they deliver the required information accurately and timely to the guests. The front of-

fi ce manager must develop a relationship with other departmental heads as well as with the staff in order 

to gather all the information and execute better guest service.

This section will help you understand the importance and the process of building of interdepartmen-

tal coordination. The objective of interdepartmental coordination is to help departmental heads to organ-

ise their operations and not only meet, but exceed the overall goal of delivering professional hospitality. 

However, in reality, it requirs constant effort to manage the details of employees, materials, procedures 

and communication skills to produce acceptable products and services.

Fig. 2.8  Coordination of front offi ce with different departments
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The Front Offi ce Staff coordinates with the following departments (Fig. 2.8):

 1. Sales and  Marketing

 2. Housekeeping

 3. Food and Beverage

 4. Financial Controller

 5. Engineering and Maintenance

 6. Security

 7. Human Resource

Sales and Marketing Department

The sales and marketing department depends on the front offi ce to obtain data on guest histories and the 

details of each guest’s stay. This information is usually recorded on the basis of pin code, frequency of 

visit, corporate affi liation, special guest needs, market segment, etc.

The guest history records are valuable and useful resource to spot marketing campaign, develop 

promotions, prepare mailing labels and select appropriate advertising media. The front offi ce depart-

ment must maintain this database accurately and update it regularly. The fi rst guest contact with the 

marketing and sales department is usually through the telephone operator. A competent telephone 

operator, who is friendly and knowledgeable about hotel operations and make a good fi rst impres-

sion, conveys to the prospective guest that the hotel is competent. When the guest fi nally arrives for 

the function/stay, the fi rst contact with the hotel is usually through the front offi ce staff. 

The front offi ce department provides information regarding future room availability so that sales 

and marketing can make reservation for groups, travel agents and corporate. The front offi ce depart-

ment maintains close coordination with sales and marketing department for room sales forecast, revenue 

management and preparing the budget. It is interesting to note that nowadays in many hotels, reservation 

section is attached to sales and marketing, rather than the front offi ce department.

Housekeeping Department 
The front offi ce department coordinates with the housekeeping very closely. The following are the ac-

tivities that are closely coordinated by both the front offi ce and the housekeeping departments:

1. Information that fl ows from front offi ce to housekeeping:

 Daily departures

 Stay over rooms

 Over stay rooms 

 Special request by guests in terms of amenities and service

 VIP , CIP, group and FIT arrivals

 Room change of guest

 Discrepancy report—to compare with the housekeeper’s room report 

 Room sales projection—a weekly report made by the front offi ce department that indicates 

the number of departures, arrivals, walk-ins, no shows that help the executive housekeeper to 

schedule staff in operations, planning leave and vacation for employees 

2. Information that fl ows from housekeeping to front offi ce:

 Change of room status (e.g., vacant, dirty, out of order and under maintenance)

 Housekeeper’s room report—a report that is prepared by the executive housekeeper that consists 

of room occupancy status such as vacant/occupied/dirty/out of order. 
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 Report of any unusual incident, e.g., suspicious guest, fi re and unusual sound for taking the nec-

essary action with proper authority

Figures 2.9 and 2.10 show samples of a housekeeper’s room report and a discrepancy report, 

respectively.

INDIAN HOTEL

Housekeeper's Room Report

Date: 20th January 2011

ROOM NO NAME NO OF

GUESTS

CHECK IN CHECK OUT STATUS

2101 Mr. David 02 20/1 22/1 Stay over

2102 Mr. Khanna 0 0 0 Vacant Clean

2103 Ms.Dewan 02 18/1 20/1 Vacant Dirty

2104 Mr. Lamose 01 0 0 OOO

Executive Housekeeper

Fig. 2.9  A housekeeper’s room report 

INDIAN HOTEL

Discrepancy Report

Date: 20th January 2011

ROOM NO AS PER FRONT OFFICE AS PER HOUSEKEEPING REMARKS

1201 Vacant Occupied Checked out

1207 Occupied Vacant Checked in

1323 Vacant Out of order AC not working

1412 Vacant Blocked Blocked for carpet shampooing

Night Auditor    Duty Manager    Receptionist

Fig. 2.10 A discrepancy report 

Food and Beverage (F&B) Department

Proper coordination between the front offi ce and the food and beverage department is essential for the 

following aspects:

 Information on transfers, i.e. a charge to resident guest’s account for the service provided in F&B 

sales outlets on credit.

 Information on projected house count, so that F&B department can get ready for their sales in 

their outlets.

 Information on group arrivals so that F&B department can schedule manpower planning 

according to the shift.

 Food and beverage department must update the front offi ce department about the banquets and 

other events taking place in the hotel, so that the front offi ce can guide guests properly for these 

functions. The banquet guest who is unfamiliar with the hotel property will ask at the front offi ce 

for directions. This service might seem minor in the overall delivery of service, but it is essential 
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to a lost or confused guest. The front offi ce staff must know how to direct guests to particular 

meeting rooms or reception areas and which functions are being held in which rooms.

Financial Controller

In hotel business, credit sales are a normal phenomenon. It is the responsibility of the fi nance department to 

recover the payments from various corporate, travel agents and sometimes from individuals as well. So, it is 

the utmost responsibility of the front offi ce department to provide a daily summary of the fi nancial transaction 

through a well-prepared night audit in terms of credit card ledger, city ledger and so on.

Daily summary of the fi nancial transaction also helps the fi nance department to measure the man-

agement ability in order to meet the budget targets.

Engineering  and Maintenance Department 

The engineering and maintenance department and the front offi ce department work in close coordination 

in the following manner:

The front offi ce provides information on the room status and request for maintenance service in 

coordination with the housekeeping.

Before attending the maintenance service such as plumbing, heating and air-conditioning. The main-

tenance department must obtain information about occupancy status from the front offi ce.

If the room is reserved, the two departments will work out a time-frame so the guest will be able to use 

the room or be assigned to another room.

 The requests from guests for the repair of heating, ventilating, and air-conditioning, plumbing, 

televisions and other room furnishings are directed to the front desk. These requests are then 

communicated to the maintenance department. The front desk assistant must keep track of the 

repair schedule, as guests want to be informed of when the repair will be made.

Security Department 

Coordination between the security and the front offi ce department is very important in providing safety 

and hospitality to guests. These departments work together very closely in maintaining guest security. 

Fire safety measures and emergency communication systems as well as procedures for routine investi-

gation of guest security concerns require the close cooperation and coordination of these departments. 

These days, terrorist threat is a big concern for the hotel and, therefore, the security department has to 

work very closely with the front offi ce department in planning security measure, scanning guest baggage 

and so on.

Human Resource Development 

The human resources development department depends on the front offi ce staff to act as a contact point 

of potential employees for all departments. Sometimes, the HRD depend on the front offi ce to distribute 

application forms and other personnel-related information to job applicants. Potential employee may 

ask for directions to the personnel offi ce at the front desk. The human resources development depart-

ment may also develop guidelines for the front desk assistant to use initial screening of candidates. For 

example, the guidelines may include concerns about personal hygiene, completion of an application, 
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education requirements, experience, etc. This information helps the executives in the human resources 

development department to interview potential job candidates.

SUMMARY

In this chapter, we have learned various types of common and special types of rooms that exist in a hotel 

along with their features. We have discussed various types of food plans that are offered by various kinds of 

hotels. A detail discussion on different criteria of charging our guests has been provided. The importance of 

different tariff plans prevailing in hotels has been highlighted along with special rates and different factors 

for fi xing tariff.

This chapter has also elaborated how the front offi ce department is divided into eight sections according to 

their nature of functions. A brief overview of the functioning of each section has been provided. The need 

for coordination of the front offi ce with different departments has been emphasised. In next chapters, we will 

learn the detail functioning of all sections in a systematic manner. This is how we will learn operation and 

management process of entire front offi ce management.

 KEY TERMS

 Single room Twin room Double room

 Suite Cabana Duplex

 Effi ciency room Lanai Quad 

 Bermuda plan Go plan 24-hour basis

 Rule of 1:1000   Hubbart formula Tariff card 

 Tariff board Front offi ce department

 REVIEW QUESTIONS

 1. Name ten special types of rooms and explain them.

 2. Draw diagram of single, double, twin and suit and explain their features.

 3. What is CP? Explain in detail.

 4. What is the difference between AP and MAP? Explain.

 5. ‘Go plan is not a food plan.’ Comment.

 6. Explain different criteria of charging room rents.

 7. Explain basic principles of room pricing and Hubbart formulae.

 8. What is tariff card? Explain the factors you will consider for fi xing tariff.

 9. Describe ten various kinds of special rates.

 10. Briefl y describe the functions of various sections of front offi ce department.

 11. Draw a classical layout of front offi ce department and discuss.

 12. What are the guidelines will you follow to select entry level staff for front offi ce?

 13. Write job description for front offi ce manager and guest relation executive.

 PROJECT WORK

Visit three 5 star and two 3 star hotel and compare their staff organisation in Front Offi ce department.



Chapter    Three
Reservation Functions

 LEARNING OBJECTIVES

  After reading this chapter, you will be able to 

Understand reservation process and its importance »

Get acquainted with the basic tools required for reservation operations »

Get an idea of the diary system and Whitney systems of reservation »

Know the cancellation and amendment procedure »

Understand report and statistics generated by the department »

 RESERVATION AND ITS IMPORTANCE

When you plan to travel by train and decide your date of travel in advance, you make an advance reser-

vation with the railway booking offi ce, perhaps a week or a month or even two months prior to the date 

of travel. On the actual date of travel, you fi nd that your name appears in a list that is displayed at the 

railway station and a copy of the same list that is displayed on the trains compartment in which a seat 

or berth has been allotted to you. Now, the question that arises is: How has your name appeared on this 

list and what happens if you do not fi nd your name on the list? The answer lies in the word ‘processing’. 

The reservation request made by you has been processed and the fi nal outcome of the processing is that 

your name appears on the passengers list.  In case the processing had not been done correctly, your name 

may not have appeared on the list. 

As you intend to travel, you also intend to stay in a hotel because of various reasons. When you 

decide in advance, you make advance reservation for rooms. Just as in the railways, the reservation 
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requests are processed in the same manner in the hotels and the names of the expected arrivals appear on 

a list called Expected Arrival List or Movement List.  Making advance reservation for rooms in a hotel 

is, however, a little different from making railway bookings.

An advance reservation request in a hotel can be made by choosing any of the following modes 

(see Fig. 3.1), which are in fact different modes of communication: 

Telephone

In   person 
Letters

Fax

Internet

Modes of receiving
reservation request

Verbal Written

In Person Telephone

Fax Letter Internet

Fig. 3.1 Modes of receiving reservation request in a hotel

The term ‘reservation’ means booking of rooms at least 24 hours in advance. Once the reservation re-

quest is received by the hotel, it is then processed.  Figure 3.2 illustrates the various tasks that are under-

taken in the reservation section of a hotel.

Receive
reservation
request

from guests

Processing
at reservation

section

Expected arrival
list or

movement list

Made by
reservation
section

Distributed to
various

departments and
sections

Reservation

Processing OutputInput

Fig. 3.2 Tasks undertaken in reservation section 
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Table 3.1 shows the various activities that take place during the reservation process under various modes 

of reservation.

Table 3.1 Reservation Activities

INPUT ACTIVITIES

Mail Sorting

Distribution

Opening

Reading

Taking action (reply)

Telephone Answer

Give information

Accept/regret reservation request

Fax Process

Plan reply

Send reply

In person (Verbal) Receive guests

Ascertain requirements

Give information

Accept/regret reservation

Take advance (if necessary)

Some Important Terms

No-Show

The term ‘no-show’ refers to those guests who, due to some reason, fail to arrive on the day of arrival 

in spite of having confi rmed the booking and also do not cancel their booking in time. This situation 

increases the availability of rooms for sale and may cause loss of potential revenue for the hotel.

It is preferable to keep a record of no-shows in the hotel for each day. This record is maintained in 

the no-show register. This record is available to guide the reservation manager to

Raise retention bill

Revise policy for the travel agents whose no-show is higher

Calculate no-show factors that are used to determine future room availability

Decide overbooking percentage for future

Time Limit

Time limit means specifying a particular time by which the prospective guest with reservation must 

check in at the hotel, failing which the room may be allotted to chance or walk-in guests. Generally, 

the time limit is fi xed for a guest who does not pay any advance, and at the same time he/she does not 
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provide any guarantee in terms of travel agent booking. Normally, a time period of six hours is set by 

the hotels as the time limit.

This is done to avoid total loss of revenue, in case the guest does not arrive and become a no-show.

Guaranteed Reservation

It means that even in the event of no-show of a guest, the hotel does not lose any revenue, as the payment 

has been guaranteed and the hotel will get its retention amount. This kind of guarantee is given by com-

panies booking rooms for their executives and travel agents booking rooms for individuals or groups.

Overbooking

Overbooking is a process of accepting more booking than the number of rooms available in the hotel. 

All the prospective guests are sent confi rmation letters. This is one of the most trickiest situations and 

involves a lot of  legal and moral  responsibilities on the part of the management.

The purpose of overbooking is to compensate for 

Early departures and no-shows 

A large number of cancellations at the last moment

Walkout

The objective of overbooking is to achieve 100 percent occupancy or at least the maximum possible 

occupancy and hence it is not a situation that arises due to any error on part of the reservation assistants, 

but a deliberate action of the reservation assistants to help the hotel attain the desired occupancy, rev-

enue, knowing that there would always be a certain number of no-shows, cancellation and under-stays.

The front offi ce should make the record regarding no-shows and early departures available for a 

specifi c period of time in the past. This period can be same month of the last year or the same week of the 

last month. The source of reservation and its past history should also be made available for calculating 

the forecasted overbooking fi gure. 

The front offi ce manager must keep good relation with other similar standard hotels of the town. At 

times, the hotel front offi ce manager may fi nd himself/herself in great diffi culty when there are complete 

arrivals and/or when there are a number of overstays on a particular day. In such cases, the manager is 

left with only one choice—of sending some guests to some other hotel of similar standard in the town. 

This is known as walking a guest.

The following factors are to be considered while deciding  the overbooking percentage: 

Past statistics of no-show

Time gap between date of booking and date of arrival

Special events in the city

Season of the year

Profession of the guest

Source of booking

segment (type of clientele)

Purpose of visit

situation

of business (Lean/Shoulder)

Experience of front offi ce manager
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Walk-in/Chance-Guest 

This is a very common term that refers to those guests who arrive without prior booking in the hotel. 

These guests, who are not able to plan their holiday or programme in advance, arrive at the last minute 

hoping that there will be some room available for them. 

Turn Away 

Turn away guests are those guests who come to hotel without a prior reservation hoping that there may 

be a room available, but the hotel is unable to provide them with accommodation for various reasons. 

Some of the reasons for turn away are 

Unavailability of rooms 

Blacklisted guests

Guest not in a state to accommodate

Scanty Baggage 

A guest with light or no baggage is called a scanty baggage guest. As a precaution, a substantial amount 

is taken as advance, because such a guest may turn out to be a skipper or walkout (a guest who leaves 

the hotel without settling the bills).

Stay Over 

This term refers to the total number of guests who stay in the hotel on a particular night and further 

continue staying in the hotel for at least the next night. In other words, stay overs are those guests who 

have been registered in the hotel and are not leaving the next morning at the check-out time, but instead 

continue to stay for another or many more nights.

Overstay

Overstay refers to overstaying of a guest in the hotel. This refers to those guests who are scheduled to 

leave or check out of the hotel on a particular day as specifi ed by them at the time of arrival or book-

ing, but due to some reason do not leave the hotel and continue staying further, may be for one or more 

nights.

Understay/Early Departure 

Early departures or understays are those guests who due to some reason may not want to continue stay-

ing further. The problem that is caused in such a situation is that it creates more rooms available for sale. 

Hotels are able to sell such rooms at the last minute to walk-ins.

Early Arrival 

Early arrival refers to those guests who check in at the hotel before their schedule date and/or time of 

arrival as specifi ed by them. Although an early arrival guest cannot claim a room before the check-out 

time, yet every effort must be made to accommodate such guest as soon as possible.
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Basic Tools of Reservation

In order to smoothen the reservation procedure, certain tools are put to use. These include

 Room Status Board (RSB)

 Advance Letting Chart (ALC)

 Density Control Chart (DCC)

 Room Reservation Form (RR Form)

Room Status Board (RSB) 

It is a tool by which you can check the room availability position against the requested month. The RSB 

is a whiteboard or a chalkboard that is hung in the reservation section in front of the reservation assistant. 

The following are the terms used to update the room status board:

(a) Free Sell (FS) or Open (OP) It means that rooms are freely available for selling and the reserva-

tion request can be accepted.

(b) On Request (OR)  It means that rooms are not available for selling, but the reservation request 

can be accepted onto the waiting list, hoping some cancellation in the future. At the time of ac-

cepting the reservation request, the prospective guest is informed that the reservation status is 

tentative. In this case, the reservation assistant requests the guest to enquire about the confi rma-

tion near to the date of arrival.

(c) Sold Out (SO)  It means that rooms are not available and requests are not accepted even onto the 

waiting list.

Figure 3.3 shows a sample of RSB.
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Fig. 3.3 A sample of room status board

Advance Letting Chart (ALC) 

This is also called an Advance Reservation Chart (ARC). This is a tool by which the room availability 

position can be known against the requested period of a particular month. The reservation section main-

tains one ALC for each month separately. Twelve ALC for a particular year are kept in a fi le in serial 

order. The ALC is used only by small hotels because of some disadvantages. The main disadvantage 

being, the types of rooms cannot be located easily on the chart. Rooms being allotted in advance on the 
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ALC do not allow the management of the hotel to make any alteration in the planning. The ALC should 

be updated with a pencil only to maintain neatness during cancellation and amendment. A sample of 

ALC is shown in Fig. 3.4.

Fig. 3.4 A sample of advance letting chart

Density Control Chart (DCC) 

The density control chart is also called the density chart. It is a tool by which the room availability position 

can be known against the requested period of a particular month. The reservation section maintains one 

DCC for each month separately. Twelve DCCs for a particular year are kept in a fi le in the serial order. The 

DCC has many advantages in respect to ALC and can be used by hotels of any size. The DCC should be 

updated with a pencil for the same reason explained before. A sample of DCC is shown in Fig. 3.5.
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INIDIAN HOTEL

Density Control Chart
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Fig. 3.5 A sample of density control chart
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Room Reservation Form (RR Form) 

It is a tool that is optional in the procedure of room reservation in some hotels and by which the reservation as-

sistant can record all the necessary and relevant information regarding the prospective guest for the purpose of 

processing the reservation request, but it is recommended to use this form for better accuracy in processing.

Table 3.2 gives a brief description of the different heads of the room reservation form and a room 

reservation form is shown in Fig. 3.6.

Table 3.2 Details of information fi lled up in a room reservation form 

DATE: DATE OF RECEIVING RESERVATION REQUEST

Name: Name of the prospective guest; the surname to be written fi rst

Pax: Number of person

Address: Address of the prospective guest

From: Date of arrival

Arr. Time: Time of arrival; instead of writing the time, the fl ight number or the train 

number. is mentioned 

To: Expected date of departure 

Dep. Time: Expected time of departure 

Rate: The room rate or tariff, including discount, if any 

Plan: The food plan that is applicable

Booked by: Name of the person/travel agency/company who has booked for the guest 

Address: Address of the person who has booked for the guest 

Dated: Date on which the reservation request letter / fax has been dispatched 

Deposit: Amount of advance payment taken from the guest 

Vide Receipt No.: Money receipt number (for advance payment) 

Billing Instructions: How the guest will settle the bill (mode of payment) 

Remarks: Additional information or special request 

Confi rmation Required: Whether the guest needs confi rmation in writing 

Reply sent on / by: On which date and by whom the confi rmation was sent to the prospective 

guest.

Signature: Signature of the reservation assistant.
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Fig. 3.6 A sample of room reservation form

Modes of Payment

A guest can pay his/her bill in the following ways.

1. Direct Payment (DP)

Direct payment is made when the guests settle the bills directly by cash, credit card, demand draft, 

traveler’s cheques and so on. However, personal cheques are not accepted, expect in cases of acute 

emergency.
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2. To Company (To Co)

This is the mode of payment used when the bills are settled by the guest’s company.

3. Holding Voucher (HV)

In HV mode, the guest holds an exchange voucher and the bill is settled by the concerned travel agent. 

Exchange voucher is also called a travel voucher or travel agent’s voucher. Through this voucher, the 

travel agents give written instructions to the hotel regarding the services to be rendered to the guest. 

Figure 3.7 shows an exchange voucher.

Eastern Travels

Exchange Voucher

Date:SI. No.

M/s Hotel

Please provide Mr./Ms.

With Room. Plan

Date of Arrival

Time of Arrival

Date of Departure

Time of Departure

Please also provide the following services:

1.

2.

3.

4.

Other services will be charged extra.

Distribution: Guest / Hotel / File
Signature

Fig. 3.7 A sample of exchange voucher

 DIFFERENT SYSTEMS OF PROCESSING RESERVATION

Different hotels adopt different systems of processing reservation that suit them. The various systems of 

reservation are:

 Diary system

 Whitney system

 Computerised system  
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Diary System of Reservation

The system is known as diary system because in this system, the concept of ‘diary’ is used. In this 

system, the hotel maintains a diary in which the name of the guest is written on the diary page, as per 

the date of arrival. Every page of the diary has a date as per the calendar. Thus, all the guests who have 

requested reservation are enlisted date-wise (according to the date of arrival) onto the respective page of 

the diary. Thus, checking and preparing the movement list becomes easier. The diary system is used only 

in small hotels and cannot be used in medium- or large-sized hotels because of some disadvantages. 

Tools Used

The tools required for the operation of the diary system and their uses are discussed below.

1. Room Status Board

While a reservation request is received, fi rst the RSB is referred, which gives an idea of the room avail-

ability position against the requested month.

2. Advance Letting Chart

By referring to ALC, the room status can be known against the requested period of a particular month.

3. Room Reservation Form

This tool is used to record all the necessary and relevant information regarding the prospective guest by 

the reservation assistant.

4. Hotel Diary or Booking Diary

This is another tool used by the reservation section to record all necessary and relevant information re-

garding the prospective guest for the purpose of processing. The information is recorded on a particular 

page of diary according to the date of arrival. The hotel diary is a bound book register containing 365 

(366) pages arranged in serial order as per the date of arrival. The Room Reservation (RR) forms are 

optional, but hotel diary is a permanent record. To avoid untidy work on the diary, it is recommended to 

use the RR form. 

5. Movement List or Expected Arrival List

By using the movement list, the reservation section intimates the reception section and other depart-

ments about the arrivals for the next day (Fig. 3.8).

Reservation Procedure

The reservation procedure through the diary system is carried out in the following manner:

 1. As soon as the reservation request is received, the room availability position is checked by refer-

ring to the RSB and subsequently the ALC, if required.

 2. If the reservation section is in a position to accept the reservation request, the ALC is updated and 

subsequently the RSB, if required.

 3. Then, the RR form is fi lled up with the information, if in use.

 4. An entry is made in the booking diary on the proper page according to the date of arrival of the 

guest.
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(BI - Billing Instruction)

Fig. 3.8 A sample of movement list

 5. Before closing the section, the movement list is prepared for the next day and distributed to the 

following sections/departments:

Reception

Housekeeping

Room Service

General Manager

F&B Manager

Executive Chef (in case of group arrival)

Security (in case of VIP arrival)

File

Disadvantages of Diary System 

The diary system has the following drawbacks: 
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 1. Reservation cannot be taken far in advance in the diary system of reservation.

 2. The booking diary is bulky, so it is diffi cult to handle.

 3. The diary cannot be maintained neatly because of continuous use.
 4. The entries in the diary cannot be made in an alphabetical order.
 5. Guest status is not known at a glance from the diary.
 6. The diary system is not a scientifi c system because, if a page is lost, then the entire information 

on the page is lost.
 7. Diary system cannot be used in large hotels because of limited availability of space on each 

page.
 8. Cancellation and amendment becomes diffi cult as entries are made permanently on the diary 

pages.

Figure 3.9 shows a sample of hotel diary.

INDIAN HOTEL

HOTEL DIARY

Day _________ Date ________ Month _______________ Year ______________

SI

No

Room

No

Name & 

Address

Pax Room

Type

Booked

on

Rate & 

Plan

Duration

of Stay

Arr.

Time

Booked

by

Advance

Details

BI Signature Remarks

Fig. 3.9 A sample of hotel diary

Whitney System of Reservation

Whitney system of reservation is a well-accepted system worldwide because of its simplicity. This is a 

foolproof system as double checking is done. It was developed by a company called Whitney Duplicating 

and Check Company of New York and the system had been named after the company. This system can 

be used by hotels of any size. 

Tools Used

Various tools required in this system are discussed below.

1. Room Status Board

When a reservation request is received, fi rst the RSB is referred, which provide the room availability 

position against the requested month.

2. Density Control Chart

By referring to DCC, the room status can be found against the requested period of a particular month.
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3. Room Reservation Form 

This tool is used to record all the necessary and relevant information regarding the prospective guest by 

the reservation assistant.

4. Whitney Slip 

It is used to record some of the vital information that is taken from the RR form. The Whitney slip is 

3” × 1½” in size. Name of the guest, pax, arrival date and time, departure date, room rate and plan, 

billing instructions, booked by and signature of the reservation assistant are the pieces of information 

mentioned on the Whitney Slip (see Fig. 3.10). The Whitney Slip is always prepared in duplicate and is 

always typed.

Walker Mr. C. H.                                                                              2X

13/04/06                                                                                     10/04/06

Arr: IC239

Rate: Rs. 8000.00 MAP

Bill. Eastern Travels

Resv: Mr. A. Chawla

                                      9810056548

AB

Fig. 3.10 A sample of Whitney slip

5. Whitney Carrier 

It is used to hold the Whitney slips in the Whitney rack and is made of metal (usually made of

aluminium).

Reservation Procedure

The reservation procedure under the Whitney system entails the following steps: 

 1. As soon as a reservation request is received, the room availability position is checked by referring 

the RSB and subsequently the DCC, if required.

 2. If the reservation section is in a position to accept the reservation request, the DCC is updated and 

subsequently the RSB, if required.

 3. Then, the RR form is fi lled in with the information provided by the guest and is kept in the correct 

slot of the rotary rack according to the date/month/year of arrival, as the case may be.

 4. During the day, whenever free time is available, the fi lled-in RR forms are taken out from the 

rotary rack and the Whitney slips are prepared in duplicate with the required information.

 5. The original Whitney slip is placed on a Whitney carrier that is then placed on the proper Whitney 

rack in an alphabetical order.

 6. The duplicate Whitney slip is attached to the RR form.

 7. The RR form is then kept in the RR form fi le. The Reservation Section maintains 43 RR form 

fi les that are maintained in the same way as that of the Whitney racks. The RR form fi les are kept 

under lock and key which is under the supervision of reservation supervisor.
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Fig. 3.11 Single Whitney rack

Fig. 3.12 Multiple Whitney racks
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 8.  At the end of the day, before closing the reservation section, the RR forms as well as the Whitney 

rack for the following day are taken out. The movement list is made by referring the Whitney 

slips and RR forms. While distributing the movement list, next day’s Whitney rack is handed over 

to the reception. The empty Whitney rack that was handed over to the reception on the previous 

day is taken back. The Whitney rack acts as guest alphabetical index rack at reception. This is 

how the Whitney rack moves ahead each day.

 9. Every last but one day of the month, the Whitney rack of the following month is taken out and the 

Whitney slips are arranged in the Whitney racks that are empty, according to the date of arrival 

in an alphabetical order and are placed against the wall in serial order.

Whitney Colour Code 

Whitney slips of different colours are used to denote the status of the guest. This helps the reservation 

section to fi nd out various guests of any status at a glance. For example,

 White: FIT Yellow: Group  Blue: VIP Pink: CIP

The colour of the Whitney slips for denoting guest status may vary from hotel to hotel.

Advantages of Whitney System 

The Whitney system has the following advantages:
 1. Reservation can be taken far in advance.

 2. Reservation can be maintained in an alphabetical order.

 3. Guest status can be known at a glance.

 4. It is scientifi c, as an option for double checking is established.

 5. It can be handled very easily.

 6. Maintenance is very easy.

 7. Cancellation and amendment is very easy.

 8. The system can be used in hotels of any size.

Cancellation and Amendment

Cancellation is obliterating a reservation that had been done by a guest with a hotel while amendment is 

a change in the reservation. The change can be regarding any one or all of the following:

 Date of arrival

 Date of departure 

 Duration of stay

 Type of room

 Number of rooms

 Number of person

 Food plan, etc.

For any cancellation of room reservation, a minimum of three days’ notice is required for FIT guests. 

This is known as cut-off date or cut-out date. If this condition is not fulfi lled, a retention charge is taken 

from the guest. The cut-off date for a group reservation is normally 30 days.
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Cancellation Code

When a cancellation is accepted, a cancellation code is developed and given to the guest, which can be 

used as a reference in future. An example of cancellation code is given below: 

0980610AS153

With the help of the cancellation code given above, we will now understand how different digits and 

characters  of the cancellation code denote different pieces of information:

The fi rst three digits (0980610AS153) represent the day of a particular year. Here, 098 stands for 

the 98th day of the year, i.e. 8th of April. 

The following two digits (0980610AS153) stand for the year, i.e. 2006.

The sixth and the seventh digits (0980610AS153) together stand for the property code that is 

applicable for chain hotels only. The reason is that in chain hotels, booking and cancellation of 

rooms of one of the hotels can be done from another hotel of the same chain.

Next two characters (0980610AS153) are the initials of the reservation assistant who takes the 

cancellation.

The last three digits (0980610AS153) is the serial number of the cancellation, which is main-

tained in the cancellation register, kept in the reservation section. (Figure 3.13 shows a cancel-

lation register.) 

Indian Hotel

Cancellation Register

SI No Date of

Cancellation

Cancellation

Code

Times of

Guest

Type of 

Room

Date of

Arr.

Source

of Resv.

Signature Remarks

Fig. 3.13 Sample of cancellation register

Cancellation Procedure

The cancellation procedure is carried out in different ways in the diary and Whitney system.

In the Diary System 

 1. As soon as a cancellation request is received, a cancellation code is developed and informed to 

the guest.

 2. The cancellation form is then fi lled up, if in use, and is stapled with the RR form.

 3. The cancellation code is written clearly on the cancellation form and kept in the cancellation fi le 

together with the RR form.
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 4. The entry in the hotel diary is cancelled by drawing a line across, and is marked as cancelled.

 5. The ALC is updated and then the RSB, if required.

 6. The cancellation code is noted down in the remarks column of the hotel diary along with the 

signature of the reservation assistant.

 7. The cancellation register is then fi lled in.

In the Whitney System 

 1. As soon as a cancellation request is received, a cancellation code is developed and informed to 

the guest.

 2. The cancellation form is then fi lled in and the cancellation code is mentioned on it.

 3. Original Whitney slip is then taken out and marked as cancelled.

 4. Cancellation form, RR form and the original copy of the Whitney slip along with the duplicate 

copy are stapled together, and kept in the cancellation fi le.

 5. Cancellation register is then fi lled in.

 6. The DCC is updated and subsequently the RSB, if required.

Amendment Procedure 

The amendment procedure in the diary and Whitney systems is discussed below. 

In Diary System

1. As soon as an amendment request is received, the room availability position is checked by refer-

ring the RSB and subsequently the ALC.

 2. If the amendment request can be accepted, then an amendment form is fi lled in, if in use, then 

kept in the RR form fi le after being stapled with the RR form, generated at the time of reserva-

tion.

 3. The ALC is updated followed by the RSB, if required.

 4. The previous entry in the diary is cancelled by drawing a line across and marked as ‘AMENDED’. 

The reservation assistant signs on it.

 5. A fresh entry is made in the diary as per the date of arrival.

In Whitney System

 1. As soon as an amendment request is received, the room availability position is checked by refer-

ring the RSB and subsequently the DCC.

 2. If the amendment request can be accepted, then an amendment form is fi lled in.

 3. The DCC is then updated followed by the RSB, if required.

 4. A new Whitney slip is made as per the amendment in duplicate.

 5. Old original Whitney slip and the RR form are then stapled together.

 6. Original Whitney slip is placed on the Whitney rack after mounting on a carrier, in an alphabeti-

cal order.

 7. The duplicate Whitney slip is stapled with the amendment form and the RR form and then placed 

in the proper RR form fi le in alphabetical order.
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 REPORTS AND STATISTICS

Reports and statistics are prepared to keep track on the business activities. Daily analysis of reports 

reveals the health of the business. It shows whether or not the staff members are working as per the 

budgeted standards. Any deviation from the budgeted standard will indicate to take corrective measures. 

Following are commonly maintained reports and statistical data in the front offi ce department:

 Room Occupancy Percentage = 
Number of Rooms Sold

Number of Lettable Rooms
¥100

(Lettable rooms are the rooms that can be sold to the guests or against which revenue could be 

earned.)

 Protential Room Occupancy Percentage = 
Number of Rooms Sold

Number of Available Rooms
¥ 100

(Available rooms are the total rooms that exist in a hotel.)

If statistics reveal that there is a big difference between room occupancy percentage and potential room 

occupancy percentage, it indicates more number of rooms being occupied by the in-house managers, 

more out of order rooms, more complementary rooms, etc. and calls for an action to be taken. 

Double Occupancy (Multiple Occupancy) Percentage = 
House Count Number of Rooms Sold

Number of Rooms Sold

--

¥ 100

(Multiple occupancy occurs when a room is occupied by two or more person.)

 Bed Occupancy Percentage = 
Number of Beds Sold

Number of Lettable Beds
¥100

(Lettable beds are the beds that can be sold to the guests or against which revenue could be 

earned.)

 Profential Beds Occpancy Percentage = 
Number of Beds Sold

Number of Available Beds
¥ 100

(Available beds are the total beds that exist in a hotel.)

House Count = Brought Forward (Previous Day’s Number of Guests)  

+ Arrivals of the Day – Departures of the Day

Average Room Rate (ARR) or Average Daily Rate (ADR) = 
Room Sales (in terms of revenue)

Room Count
A decrease in the ARR (ADR) means that too much discount is being given or more number of rooms 

are given out on a complementary basis.

 Average Rate Per Guest (ARG) = 
Room Sales (in terms of revenue)

House Count

 Local Occupancy Percentage = 
Number of Indians in House

House Count
¥100

 Foreign Occupancy Percentage = 
Number of Foreigners in House

House Count                
¥1000

The above formulae help to fi nd out several statistics. These fi gures and statistics are stored and help 

in understanding the past conditions, based on which several criterions are being met in the future. For 
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example, the foreign occupancy shows the number of foreign visitors at any one time of a season. Thus, 

for evaluation of reports and statistics, the formulae are quite important.

SUMMARY

In this chapter, the entire function of the reservation section of the front offi ce department has been discussed in 

a systematic manner. We have learned the importance of the reservation section, different modes of receiving 

reservation request and fl ow chart of reservation process. We have also come across some important terms 

used in the reservation process and learned their meanings. The importance of overbooking and factors 

required to determine overbooking percentage has been emphasised.

A detail discussion on different basic reservation tools and their applications has been provided. The chapter 

has also touched upon the procedure of different reservation systems (diary, Whitney, etc.) along with their 

advantages and disadvantages. Towards the end, we have discussed cancellation and amendment procedure 

of already made reservation. Last but not least, we have learned the formulae to generate different reports 

and reasons for the same.

 KEY TERMS

 Reservation request No-show Overbooking

 Walk-in guest Turn away Stay over

 Understay Room status board Advance letting chart

 Density control chart Room reservation form Exchange voucher

 Diary system Whitney system Cancellation code

 Room occupancy percentage

 REVIEW QUESTIONS

 1. Describe and compare the different modes of reservation.

 2. Explain the following terms:

 (i) NO-show

 (ii) Time limit

 (iii) Guaranteed reservation

 (iv) Overbooking

 (v) Chance guest

 (vi) Turn away

 (vii) Scanty baggage

 (viii) Stay over

 (ix) Over stay

 (x) Understay

 3. Explain the following with neat diagrams:

 (i) Room status board

 (ii) Advance letting chart

 (iii) Density control chart

 (iv) Room reservation form
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 4. Explain various modes of payments.

 5. Discuss in detail the process operation of diary system in reservation.

 6. Elaborate the process operation of Whitney system in reservation.

 7. Compare the advantages and disadvantages of diary and Whitney systems.

 8. Explain how cancellation and amendment procedures are carried out in both diary and Whitney 

systems.

 9. Write the formulae for fi nding out the following:

 (i) Room occupancy percentage

 (ii) Double occupancy percentage

 (iii) Bed occupancy percentage

 (iv) Potential room occupancy percentage

 (v) Potential bed occupancy percentage

 (vi) Average daily rate

 (vii) Average rate per guest

 (viii) Local occupancy percentage

 (ix) Foreign occupancy percentage

 PROJECT WORK

Meet a few people working in well-known hotels and ask them about the reservation system used there. 

Carry out a comparative analysis and try to fi nd out which system is popular these days. 



Chapter    Four
Front Desk Functions

 ROOM POSITION

The term ‘room position’ refers to the number of rooms of different types, available for sale to chance 

arrivals, at any given time. Room position is critical for the smooth functioning of the reception.

The room position is prepared at midnight for the following day, but this can keep changing from 

time to time due to the following factors:

  No-show

  Overstay

  Unexpected or early departures

  Unforeseen maintenance in rooms

Therefore, it is important to keep on updating the room position during the day as well, as it helps 

the front offi ce manager to decide whether or not to offer discounts to chance guests.

  LEARNING OBJECTIVES

  After reading this chapter, you will be able to 

Calculate room position and appreciate the importance of registration of room guests »

Learn how to deal with various kinds of guest arrival and maintain relation during their stay »

Know about room change procedure, mail and message handling, manual key control proce- »

dure, handling departures and handling safe deposit lockers

Understand different payment methods, accounting procedure and night auditing function  »

adopted in the front offi ce department
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Calculating Room Position at Midnight

The following steps are involved in calculating room position at midnight: 
Count the number of rooms occupied of each type.

Count the number of rooms expected to be vacated during the following day, in each category.

Count the number of rooms required for expected arrivals for the following day, category-wise.

Next, the number of rooms expected to be occupied the following day is calculated by using the 

following formula: 

Number of rooms occupied  Expected departures (number of rooms) during the following day 

+ Expected arrivals (number of rooms) during the following day.

This helps one arrive at the expected room count for the following day. Now, if we deduct the expected 

room count from the total number of lettable rooms, we get the number of rooms that will be available for 

sale to chance guests.

Example A hotel has 200 double rooms, 50 single and 50 suites. On the 24th of November, the status at 

midnight was as follows:

 Rooms occupied:

  150 Doubles

  45 Singles

  35 Suites

Room requirement for the next day:

  70 Doubles 

  20 Singles

  25 Suites

Number of rooms expected to be vacated:

  30 Doubles 

  15 Singles

  5 Suites
Calculate the room position for 25th of November.

Solution

Double Single Suite

No. of rooms occupied on 24th November 150 45 35

Less: Expected Departures (Rooms) on 25th Nov. 30 15 5

120 30 30

Add: Expected Arrivals (Rooms) on 25th Nov. 70 20 25

Expected Room Count 190 50 55

Total Number of lettable rooms 200 50 50

Less: Expected Room Count 190 50 55

Room Position + 10 0 – 5
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Thus, the room position is as follows:

Double: Plus ten (+ 10)

Single: Neutral (0)

Suite: Minus fi ve ( 5)

Plus Position

When the position calculated is positive (+), it indicates that certain rooms of that particular category are 

available for sale after meeting the commitments for all confi rmed bookings. In the example given, 10 

double rooms are available for sale to chance arrivals.

Minus Position

When room position calculated is negative ( ), it indicates that the hotel will fall short of a certain num-

ber of rooms in meeting the commitment towards guests with confi rmed reservation. It means, in the 

example above, that the hotel is overbooked by 5 suites.

Neutral Position

This is the situation in which the number of rooms available for sale is equal to the number of rooms 

required to accommodate expected arrivals.

Updating the Room Position

Once the room position for the day has been worked out at midnight, it is necessary that a track of the 

day’s arrivals and departures be kept. It is also essential that a note of the expected time of arrival of the 

guests is kept in order to spot any possible no-show before it is too late. A watch is to be kept for over-

stays also. All cases of overstays must be referred to the lobby/duty manager for approval. 

The following formula can be applied to calculate and update the room position during the day:

Vacant Rooms

Add (+) Expected Departures

Less ( – ) Expected Arrivals

Add (+) No-Show

Add ( + ) Understay

Less ( – ) Overstay

Less ( – ) Out of Order Rooms

Equal ( = ) Room Position

 REGISTRATION AND ITS IMPORTANCE

The process of registration is very important for a hotel as it not only contributes signifi cantly to the 

basic information the hotel needs to monitor its business, but it also serves to establish the front desk as 

the focal point for guest service. The registration of guest is also a legal requirement. It is an essential 

process for the creation of a legal hotel-guest relationship. It signifi es the guest’s consent to abide by 
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the rules and regulations of the hotel and at the same time is a proof of his stay in the hotel for a certain 

period of time. It also satisfi es many other diversifi ed purposes concerned with the following:

 (a) Creating and collecting guests’ personal data

 (b) Satisfying the guests’ room and rate requirement

 (c) Generating a registration record of transaction

Types of Registration Records

Various types of registration records are discussed below. 

Bound Book Register

Normally used by smaller hotels, this register has all pages bound and can be used for a long period of 

time. This is also called the red book or F-form.

The bound book register has the following advantages:
 1. All records are available in one book.

 2. No fi ling is required.

 3. There is minimal wastage. 

However, the bound book register also has disadvantages such as given below:
 1. Only one guest can be registered at a time.

 2. It is bulky and diffi cult to carry.

 3. It cannot be maintained neatly.

 4. Privacy cannot be maintained.

 5. Pre-registration cannot be done.

 6. If misplaced, all records might be lost forever.

Loose Leaf Register 

This is the same as the bound book register in its contents, only that its pages are not bound. Separate 

leaves are used everyday.

The merits of the loose leaf register are:

 1. Privacy maintained, to some extent.

 2. Easier to hand over to guests, as only one page used at a time.

 3. If a leaf is lost, only one day’s information is lost.

The demerits of the loose leaf register are:

 1. Leaves can be easily misplaced.

 2. An incomplete leaf (less number of registration) means the whole is wasted. 

 3. Only one guest can be registered at a time.

 4. Filing becomes an additional job.

 5. Pre-registration cannot be done.

Guest Registration Card (GRC)

These well-designed cards are used by various hotels. A separate card is used for each registration, They 

may be used in duplicate or triplicate depending on the policy of the hotel. These are handed over to the 

guest on arrival for completion of registration. 
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The merits of this system are as follows:
 1. Multiple guests can be registered at the same time.

 2. Privacy can be maintained.

 3. Easy storage.

 4. No wastage.

 5. Guests can be pre-registered.

 6. Easy to carry.

Its demerits are as follows:
 1. It is expensive.

 2. It can be lost if not stored properly.
A guest registration card is shown in Fig. 4.1.

INDIAN HOTEL

Guest Registration Card

Name Mr./Ms. _____________________________

(Surname first)

Organization ______________________________

Designation __________________________________

Permanent Address _________________________

_________________________________________

__________________________________________

City _______________Country _________________

Number of Person ________ A ________C

Purpose of visit:

Conference/Convention q Business q

Religious/Cultural q Vacation q

Others (Pls. Specify) ________________________

Arrived From _________________________________

Room No.______________ Rate: ______________

Mode of Payment:

Direct

Bill to Company

Voucher

Receptionist

Nationality _______________________________

Certificate of Registration/Passport No. _________

________________________________________

Date of Issue _____________________________

Place of Issue ____________________________

Date of arrival in the country _________________

Proposed duration of stay in the country________

___________________________________________

Next Destination _____________________________

Remarks ___________________________________

Arrival Date _____________Time _______________

Departure Date _________

I agree to release my room by 1200 noon on:

____________________________________________

Guest’s Signature

Management will not be responsible for valuables left in the rooms.

Safe Deposit Lockers are available to resident guests on request.

q

q

q

Time _______________

 Note: Columns are the same in red book and loose leaf register.

Fig. 4.1 A guest registration card

Pre-Registration Procedure
Pre-registration generates all necessary documents required for registration before the guests’ arrival, 

such as the guest registration card, key card, etc.  This is only possible for guests who have a prior 
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reservation. On arrival, the guest is given the registration card to check that the information is correctly 

recorded. If further information is required, the receptionist must complete that on behalf of the guest.

The key card is also kept fi lled, leaving the column for the guests’ signature. The key card serves as 

an identity card for the guest during his/her proposed stay in the hotel.

The pre-registration procedure is mainly performed in the case of VIP, CIP, Groups and SPATT 

guests. Complementary items are placed in advance in the rooms. Keys of those rooms are kept aside. 

The procedure reduces registration time on arrival and enables the guest to be registered without delay. 

Also, rooming of guests can be done faster. Hence, the hotel can deliver better guest satisfaction.

 HANDLING GUEST ARRIVALS

Dealing with a Reserved Guest on Arrival
The process of registration of the guest at the hotel is the fi rst impression of the quality service they will 

receive during their stay at the hotel.

Procedure

Check-in process 

 1. As the guest approaches the counter, you should make eye contact, smile, and wish him/her ac-

cording to the time of the day, and by name, if you happen to remember it. ‘Good morning Mr 

Smith, May I help you?’ It is important to remember that even though you might be busy attend-

ing to another guest or a phone call, you must acknowledge the presence of the check-in guest 

with: ‘I will be with you shortly, please give me a moment’.

 2. As the guest expresses his desire to check-in, you say, ‘Welcome to the Indian Hotel, would you 

be kind enough to give me your last name sir?’

 3. Check for the name in the system and locate the correct reservation. 

 4. While you are interacting with the guest, it is important to remember the following: Always 

smile. Your body language should be welcoming and show warmth. Use proper English and do 

not have discussions between yourselves. Once the guest has given you his/her name, every sen-

tence should be prefi xed/suffi xed with his/her name.

 5. Make polite conversation with the guest, e.g. ‘Is this your fi rst visit to India?’, ‘How was your 

fl ight Mr Smith?’ or ‘You must be here on a business trip’.

 6. If you cannot fi nd the reservation, call the duty manager and say,‘Please give me a few moments, 

Mr Smith, as I am asking for some assistance from my Duty manager’. The guest should never 

be informed that there is no reservation for him. The duty manager should handle the issue.

 7. If the reservation record has found, obtain the registration card, put the same in the registration 

card folder properly, and present the same to the guest along with the open pen, and say, ‘May I 

have a few details please, Mr Smith?’

 8. While the guest is fi lling the registration card, please remember the following: Assist the guest 

with the registration card, and do not just give him the same and ignore him.

 9. The following details must be taken during a guest’s fi rst visit: 
Full name in detail 

Passport details

Payment instructions 

Departure date and fl ight number

Coming from and going to 

Obtain a business card (must for fi rst-time corporate guests)



Front Desk Functions 91

 10. Take his preference of room, (non-smoking, high fl oor, near elevator, etc.), but do not confi rm 

the same to the guest. While checking for preferences, say: ‘Do you have any preferences with 

regards to the room as we will try our best to meet them during this visit as well as the future 

ones’.

 11. While fi lling in the registration card, see the billing instruction, and depending upon the billing 

instruction, please repeat the billing instruction to the guest. In case it is to company or travel 

agent, please repeat the same to the guest: ‘Mr Smith, the billing instruction as of now is that the 

room and breakfast will be sent to the company for payment and the other charges will be paid by 

you directly. Is that alright, sir?’

 12. On the guest expressing his choice for the payment mode, you ask: ‘How would you like to settle 

the bill, Mr Smith?’

 13. Obtain the credit card/other billing documentation (voucher, letter etc.), and process the same. In 

case advance needs to be taken, process the credit card for an amount equal to the room charges 

for the proposed duration of stay plus one night’s charges.

 14. Depending upon the guest handling, you may choose to identify a room for him while he is fi lling 

his registration card (which is the ideal situation), or now is the time to say: ‘Please give me a 

moment while I locate a room of your choice’ (In case a room has not been pre-blocked).

 15. Identify the room. After blocking a room, as per the guests’ request, mention the room number on 

the registration card and make a key card. Handover the same to the guest.

 16. Handover the room key to the concierge, informing the guest that the concierge will help you 

with your luggage and will escort the guest to the room.

 17. Wish the guest a pleasant stay.

 18. Show the check-in in the system. Sign on the registration card along with the time and update the 

guest profi le. Attach the correspondence and give it to the duty manager for signature.

 19. In case you are unable to obtain a room of the choice of the guest, in spite of having prior infor-

mation, please call the DM. 

 20. After about 10 minutes, call up the room and check with the guest if all is well, and say: ‘Mr 

Smith, this is Sonia speaking from the front desk. I hope the room is to your liking’. (after hearing 

from guest). Say ‘If there is anything that we can do, please do call us. Have a pleasant stay with 

us.’

 21. In case the guest makes a remark or comment about the room or any other issue, immediately 

update the DM who will resolve the issue after speaking to the guest.

Situations

In case the requested room is not available, do not upgrade immediately. Try to obtain a room in other 

fl oor. Depending upon the profi le of the guest, the DM may request a few moments to obtain a ‘suitable’ 

room. However, if you have to upgrade, say: ‘Mr Smith, we are upgrading you to a…………room which 

has the additional facility of………….’

Important Issues

 1. A walk-in guest must be taken only after informing the DM and obtaining a secure form of pay-

ment. In case it is cash, a suitable amount must be taken along with an identifi cation mark, like 

business card, etc.

 2. All VIP check-ins have to be handled with extreme care, and the DM has to be called/paged so as 

to escort him to his room. 
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 3. Your product knowledge is the key to good guest service. If you are not sure about something, 

do not promise or advise the guest. It is better to say: ‘May I get back to you on this within a few 

moments’, rather than give him wrong information.

Handling FIT (Free Individual Traveller) Arrival 

On-Arrival Procedure

 1. Welcome guests.

 2. Ascertain room requirements and cross-check with the movement list.

 3. Hand over Guest Registration Card (GRC) to the guest along with an open pen. Assist the guest 

in fi lling up the GRC.

 4. While guest fi lls up the GRC, select a room from the list of ready rooms, keeping the following 

in mind:

 (a) Guest choice, if any.

 (b) Room is free for entire duration of guests’ stay, i.e. it is not blocked for any other guest 

during the period, or is not likely to be put under maintenance. 

 (c) Key is available at the reception, along with the key tag.

  Prepare the Resident Card/Welcome Card/Key Card.

 5. Ensure that all the details are fi lled in properly in the GRC by the guest. Pay special attention to 

the following:

 (a) Spelling of the guest’s name.

 (b) Complete postal address of the guest.

 (c) Expected date and time of departure.

 (d) Complete passport details of foreigners.

 (e) Certifi cate of registration details of foreigners who have stayed in India for more than  

 three months; in case of nationals of Pakistan and China, on arrival.

 (f) Guest signature.

 (g) How the guest will settle his bill.

 6. In case the guest wishes to settle the bill directly at the time of departure, and he/she is a scanty 

baggage (SB) guest, then, request the guest to make ‘On Account’ payment. Be diplomatic while 

doing this. Do not let the guest feel that his fi nancial position or integrity is being challenged.

 7. Hand over the resident card to the guest and request him to sign on it. Also, hand over any letter 

or message that has been received before the arrival of the guest. 

 8. Announce the room number and brief location of the room to the guest.

 9. Introduce the guest to the bell boy, handing over the key to the bell boy, and wish the guest a 

pleasant stay.

Post-Arrival Procedure

 1. Sign the GRC.

 2. Make the Arrival Notifi cation Slip (Fig. 4.2) and update room rack and information rack.

 3. Dispatch Notifi cation Slip to the following section/department: 

 (a) Telephone

 (b) Room Service 

 (c) Housekeeping

 4. Get the telephone connection released.
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 5. Put a tick mark against the guests’ name on the movement list and write down the room number 

of the assigned room against the name of the guest.

 6. Make an entry in the Arrival-Departure Register.

 7. Open the Bill Folio and note down the billing instruction on it.

 8. Update room position.

 9. Make C-Form in case of foreigners.

Handling FIT Guest Baggage on Arrival

It is the responsibility of the concierge that the bell attendants collect and deliver all guest baggage to 

the guestroom on time.

Reason

This will ensure that the all guests’ baggage is delivered effi ciently and promptly.

Procedure

 1. All guests to be greeted and their baggage off-loaded from the vehicle (by the bell attendant).

 2. The luggage should be brought inside and kept at the bell desk counter.

 3. The guest name from the baggage tag is referred with the computer system and accordingly bag-

gage is sent to the guest room by the service elevator (The guest elevators should not be used for 

carrying luggage).

 4. In case the guest baggage does not have a name tag, then after check-in formalities the bell boy 

checks the room number with the front desk and again the delivery is done by service elevators 

to the guest room.

 5. On reaching the room, the baggage is to be placed on the baggage rack and bell attendant must 

explain room facilities to the guest, i.e. AC control switch, usage of telephone for hotel services 

like room service, butler switch/curtain control panel, etc. (room facilities must be explained to 

guests).

 6. Check if the guest requires any further assistance e.g. laundry or a drink.

 7. Wish the guest a very pleasant stay and leave by closing the door very gently and proceed back 

to the bell desk.

 8. Make proper entry of check-in, in the errand card.

Handling Chance Arrival

On-Arrival Procedure

 1. Welcome the guests.

 2. Ascertain room requirements and check for the availability from the room position.

 3. If not available, suggest alternate accommodation and offer assistance to arrange accommodation 

in another hotel of the same standard.

 4. If available, give a choice of rooms to the guest with brief description of rooms. After the guest 

has made his choice, hand over the GRC.  Assist the guest in fi lling up the GRC.

 5. While guest fi lls up the GRC, select a room from the list of ready rooms, keeping the following 

in mind:

(a) Guest choice, if any.
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(b) Room is free for entire duration of guests’ stay, i.e. it is not blocked for any other guesduring 

the period, or is not likely to be put under maintenance. 

(c) Key is available at the reception along with the key tag.

 6. Prepare the resident card for the chance arrival (normally a different coloured card is given to 

chance guests).

 7. Ensure that all the details are fi lled in properly in the GRC. 

 8. Ask the guest, how is he going to settle his bill. 

 9. In case he wishes to settle the bill directly at the time of departure, and he/she is a scanty baggage 

(SB) guest, then, request the guest to make ‘On Account’ payment. 

 10. Handover the resident card to the guest and request him to sign on it. 

 11. Announce the room number and brief location of the room to the guest.

 12. Introduce the guest to the bell boy, handing over the key to the bell boy, and wish the guest a 

pleasant stay.

Post-Arrival Procedure

Same as that of an FIT arrival, except that you pass on instructions regarding credit check if any, to the 

various sales outlets, if in-house credit facility to the guest is withdrawn (PIA—Paid in Advance Guest), 

but ensure that the guest is informed about it before he is refused in-house credit facility.

Handling VIP Arrival

Pre-Arrival Procedure

 1. Block room, after checking from housekeeping that room is fi t to be allotted to a VIP; keeping in 

mind guest’s choice of room, if any.

 2. Ensure that original and duplicate key of the room is available.

 3. Send amenities voucher that may include complimentary fruits, fl owers, cookies, soft-drinks, 

printed stationary of the guest, etc. to the concerned departments at least one day before the 

arrival of VIP.

 4. On the day of arrival, ensure that all complementary items are placed in the room before the guest 

arrives.

 5. Check for any mail, message or packets already received, and keep them handy.

 6. Inform the bell captain the name of the guest, the allotted room number and the expected time of 

arrival.

 7. Pre-register the guest.

 8. Prepare the welcome card.

On-Arrival Procedure

 1. Welcome the guest.

 2. Present the pre-registered GRC for the guest’s signature and obtain missing details, if any.

 3. Hand over the welcome card to the guest, requesting him to sign it, and also hand over any mail 

or message if already received for him.

 4. Announce the room number and location of the room.

 5. Introduce the guest to the lobby manager/GRE, and hand over the room key to the person escorting 

the guest to the room.
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 6. Wish the guest a pleasant stay.

Post-Arrival Procedure

 1. Check with bell captain that the guest’s luggage has been sent to the room.

 2. Inform housekeeping, telephones and room service immediately over phone about the arrival of 

the VIP guest. Other procedures are same as that for FIT arrival.

VIP Escorting

All the guests who are classifi ed as VIP’s, or are suite arrivals are met with and escorted to the room/suite 

assigned, by the duty manager or the GRE for the check-in.

Reason

The purpose of this policy is to make the guest feel recognised and important at the hotel. This will also 

ensure that the guest is roomed comfortably in the minimum possible time.

Procedure

 1. The front offi ce assistant on identifying the guest as a VIP, calls the duty manager on duty to 

welcome the guest.

 2. The duty manager welcomes the guest and introduces him and the services offered by the hotel 

while he/she takes the guest to the room.

 3. The guest is shown the room and his registration formalities completed by the duty manager in 

the room/suite.

 4. In the meanwhile, the front offi ce assistant informs the bell captain regarding the guests room/

suite number so that by the time the check-in formalities are  completed, the bell attendant can 

wait to deliver the baggage outside the guestroom/suite.

 5. In case the guest is reserved for the Club Floor, the front offi ce assistant or the duty manager 

should escort the guest to the fl oor, where the fl oor manager or his assistant greets the guest, helps 

to register and escorts the guest to the room.

 6. In case the duty manager is occupied, the GRE or front offi ce assistant will escort the guest to the 

respective room/suite. However, this should only happen during exigencies.

Indian Hotel

Arrival/Departure Notification

Sl No.: 56885 Date ________________

Name: ___________________________________ Room No.: ________________________________

Number of Persons: ________________________ Time of Arrival: __________________________

Length of Stay:_____________________________ Time of Departure: ______________

___________________

Receptionist’s Signature
RS/HK/Telephone/File

Fig. 4.2 Arrival/departure notifi cation slip
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Indian Hotel

Amenities Voucher

Sl No. 3745 Date _______________

From: Front Office

To: Housekeeping/Room Service/Pantry

Please Supply:

¨ Fruit Basket Small/Medium/Large

Flowers Small/Medium/Large
Soft Drinks

Cookies

Chocolates

Others

Guest Name Room No. __________ At ___________

Authorised by: ___________________________ Card to be attached of ______________

__________

Signature

¨

¨

¨

¨

¨

Fig. 4.3

Indian Hotel

Errand Card (Arrival)

Bell Boy

Name:

Number:

Arrival Date: Time:

Room Number:

Name:

Description of Luggage

_________________

Signature

Fig. 4.4
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Kolkata

Phone: 0091 33 23474744
Fax 5: 0091 33 2347474

INDIANHOTEL

RESIDENT CARD

123, KP Road

Backside Frontside

Inside

CAFÉ
The Coffee Shop

DARBAR
The Indian Speciality
Restaurant

PATAKA
Bar

Mr./Ms. ___________________________
__________________________________

Guest’s Signature ___________________

Room No. _________________________

Rate _____________ Plan ____________

Arrival Date ________________________

Departure Date _____________________

Departure Time _____________________

Receptionist ‘s signature

* For your security this card must be
produced while obtaining your key or while
signing your bills

Deposits all valuable with our cashier

Kindly return this card at check-out

We wish you a comfortable stay

Fig. 4.5
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Indian Hotel
Bill Folio

Sl No.:34555 Date:

Name: ____________________________

Arrival Date: Time:

Room No. ______

Dep. Date: ______

Rate: _____________

Time: _____________

Plan: _________________________ Billing Instruction _________________________

Date

Amt. Amt. Amt. Amt. Amt. Amt. Amt. Amt.

b/f

Room

Food

Tobacco

Miscellaneous

Business

Centre

Laundry

Telephone

VPO

E. Tax

L. Tax

Serv Charge.

Total

Checked & Found Correct

Please Forward the bill to

M/s. _________________________

_____________________________

Account Rendered Bill No.

Grand Total

Less Payment Rt. No.

Allowance

Net Payable

____________________

Signature of the Guest

_________________

Billing Clerk

Drink

_____________________________

 Arrival side of the A D Register

Fig. 4.6
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Indian Hotel

Arrival Departure Register

Day: Date:ARRIVALS

GRC
No.

Name of
Guest

Nationality Room
No.

Pax Rate
Time
of Arr.

Arr.
From

Purpose
of Visit

Dep.
Date

Date of
Arr. In
India

PP.
No.

Date of
Issue

Place
of

Issue

C-form
No.

Passport Details

Sign

Fig. 4.7 Arrival side of the Arrival/ Departure Register

 Handling Group Arrival

Pre-Arrival Procedure

 1. All documents pertaining to the group are taken out and stapled together.

 2. Room requirement of the group is checked from the voucher or confi rmation letter and any spe-

cial requirement is noted down.

 3. Rooms are blocked in the room rack or room plan chart and housekeeping is informed to make 

the rooms ready before the arrival of the group. A room plan chart is used generally for groups 

and VIP’s.

 4. It is ensured that electronic card keys of all rooms are available at the reception or keys along with 

their key tags, in case of manual keys.

 5. The concerned person is informed to make arrangements for traditional welcome.

 6. The barman is informed to keep the welcome drink ready.

 7. Final room-clearance is taken from housekeeping.

 8. Three copies of rooming-list is made ready and tentative room allocation is done with pencil.

 9. Three copies of the passport list is made ready in case of foreigners.

 10. Key cards are prepared and put in key envelopes along with room keys.

 11. Complimentaries placed in the room of the group leader is checked by the receptionist. 

 12. Bell captain is informed about the expected time of arrival of the group.

 13. Mails and messages of the group are checked and kept ready.

 14. A locker is reserved for the group leader with the cashier.

 15. Pre-registration is done for the group.
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On-Arrival Procedure

 1. Traditional welcome or welcome is extended to the group.
 2. Barman is asked to serve the welcome drink at the lobby.
 3. The rooming list is handed over to the group leader for his approval. Changes are made, if any,  

on all three copies.
 4. All the envelopes containing key and key card are handed over to the group leader. Receptionist 

assists the group leader in distribution of keys to the group members.
 5. Baggage count is checked by the bell captain and informed to the group leader for approval.
 6. One copy of the rooming list is handed over to the bell captain for marking the luggage.
 7. Pre-registered GRC is presented to the group leader for his signature. The number of baggage 

(baggage count) is noted down on the GRC.
 8. The original exchange voucher is taken from the group leader and meal instructions are noted 

down. It is always preferable to have the F&B manager introduced to the group leader.
 9. Wake-up call time and baggage-down time are checked with the group leader.

 10. The group leader’s room key is handed over. 

Indian Hotel

Group Arrival Notification

Date: ____________

Name of the Group Time of Arrival

Name of the Group Leader Room Number

Room Numbers

Name of Indian Agency

Name & Address of Foreign Agency

Date:

Breakfast:

Lunch:

Dinner:

Voucher Number: Plan:

Morning Tea at _____________________ hrs. on

Wake Up Call at ____________________ hrs. on

Baggage Down at ___________________ hrs. on

Expected Departure on at hrs.

Special Instructions

Signature

Date:

Breakfast:

Lunch:

Dinner:

Date:

Breakfast:

Lunch:

Dinner:

Date:

Breakfast:

Lunch:

Dinner:

 Distribution: GM / Ex Chef / Ex Housekeeper / F&B Manager / Bell Captain / Telephones / 

Group Leader / File

Fig. 4.8 Group arrival notifi cation slip 
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Post-Arrival Procedure

 1. The GRC is signed by the receptionist.

 2. The receptionist ensures that the baggage is sent to the rooms.

 3. Group arrival notifi cation is prepared and distributed to GM, executive chef, executive house-

keeper, F&B manager, bell captain, telephone exchange and group leader.

 4. An entry is made in the arrival-departure register.

 5. One copy of the group rooming list is kept in the group fi le.

 6. Room rack and information rack are updated.

 7. C-form is made in case of foreigners.

 8. Wake-Call time is noted in the wake-call register.

 9. Room position is updated, if required.

 10. A tick mark is put against the group name on the movement list and the group leader’s room 

number is mentioned next to it.

 11. Two bill folios are opened; One for the bills to be raised as per the exchange voucher, and another 

for the extra charges to be collected directly. Original and duplicate vouchers and the rooming list 

are attached to the bill folio.

 12. An entry is made by the name of the group in the alphabetical register, if in use.

Handling Group Baggage on Arrival

Reason

To ensure that all group baggage is delivered to the correct rooms within stipulated time of the guest 

arrival at the hotel.

Procedure

 1. Before group arrival at the hotel ensure group rooming list is available for marking luggage by 

the bell attendants (3 copies need to be made for groups) 

 2. On arrival of a group for check in ensure that all pieces of baggage are removed from the coach 

and accurately counted.

 3. Get the number of pieces verifi ed by the group co-coordinator/leader.

 4. Baggage is to be tagged immediately after verifi cation.

 5. Mark room numbers on the baggage tags only according to the rooming list (confi rm the same 

with reception/group leader if there has been no change).

 6. Deliver the baggage to the guest room immediately by the service elevators.

 7. Upon arrival at the guest’s room, ring the doorbell and announce yourself.

 8. Greet guest by name and place baggage on the baggage rack.

 9. Offer assistance with room facilities.

 10. Wish the guest a very pleasant stay and take his leave.

 11. Make entry in the arrival errand card.
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Indian Hotel

Wake Call Sheet

Time

Room

101

102

103

104

105

106

107

201

202

203

204

205

206

207

301

302

303

304

305

306

307

401

403

402

404

405

406

407

0430 0445 0500 0700 0715 0730 0745 0800

Date:

Fig. 4.9 Wake call sheet

Registration of Foreigners

The Registration of Foreigners Act, 1939, Section 3(E), Rule 14, makes it obligatory on the part of the 

hotels to send information of the foreigners registered in the hotels.

In metro cities and big towns, the hotels are required to send the information to the Foreigners Re-
gional Registration Offi ce (FRRO) within 24 hours of the foreigners’ arrival.
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In other cities and towns, the information is to be sent within 24 hours of the guests’ arrival to the of-
fi ce of the superintendent of police of the area or town. The format for sending information is laid down 
in the Act as Form-C. This information in C-Form is to be sent in duplicate in case of small cities and 
towns, since offi ce of the police superintendent keeps one copy and sends the other copy to the FRRO. 
The Foreigners Regional Registration Offi ces are situated at Delhi, Kolkata, Mumbai, and Chennai for 
North, East, West and South zones. 

For nationals of Nepal and Bhutan, it is not required to fi ll in C-Form as they can visit India without 
a passport.

C-Form for Foreigner Free Individual Traveller (FFIT)

At the time of check-in, a foreigner guest is required to fi ll in his/her passport details in the column pro-
vided in the Guest Registration Card of the hotel. The receptionist should ensure that the details provided 
by the guest tally with the passport. These details are the basis for making C-Form. For every FFIT, a 
separate C-Form is to be fi lled as in Fig. 4.10.

At the reception, it is absolutely essential that the receptionist obtains the passport details of all the 
guests registered to stay in one room. For example, if a foreigner couple checks into a double room, the 
passport details of both of them is required to be noted, unless they have a common passport. It is also 
important to note that; person of same nationality can be included in one C-Form. If a couple has same 
nationality, then a single C-Form, mentioning both names and passport details will be suffi cient, but in 

case if their nationalities are different, then two separate C-Form will have to be prepared.

The Registration of Foreigners Act 1939

Sec - III (E) Rule 14

Hotel Arrival Report
Sl No. 5623

1. Name of the Hotel/Guest House/ Dak Bungalow

2. Name of the foreign visitor in full

3. Nationality

4. Passport Number

5. Date and Place of Issue of Passport

6. Address in India other than tourists

7. Date of Arrival in India

8. Arrived From

9. Proposed Duration of Stay in India

10. Whether Employed in India

11. Number, Date and Office of issue of Certificate of Registration (if any)

____________________________________________________________________

Date __________________
Signature

Fig. 4.10 C-form

Group C-Form

The group leader on arrival at the hotel provides the passport details of all the group members and signs 

the Guest Registration Card on behalf of the group. If the group members are of same nationality, then 
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a single C-Form for the entire group is suffi cient along with which the passport list is attached. But, in 

case if the members are of various nationalities, then separate C-Forms as per the number of different 

nationalities shall be required.

C-Form Control

To ensure that forms for all foreigners checking-in to the hotel have been prepared on time, a serial 

number is given to the C-Forms. This serial number is mentioned in the C-Form column of the arrival-

departure register so that at a quick glance one can check whether all C-Forms are ready or if there is 

any one missing.

Dispatch of C-Forms to FRRO

A register is maintained at the reception where all details of the C-Forms being dispatched everyday to 

the FRRO are mentioned (Fig. 4.11). A pageboy is deployed to take this to the FRRO every day in the 

morning. It is important to take the acknowledgement of the receipt of these C-Forms from the FRRO.

Indian Hotel
C - Form Dispatch Register

Sl No. Name Nationality C - Form No.

Delivered By:

Name _____________________________

Designation ________________________

Signature __________________________

Received By

Name _____________________________

Designation ________________________

Signature __________________________

Fig. 4.11 C-form despatch register
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Single Lady Guest

Whenever a single lady checks-in the hotel, in order to protect her privacy call back or screen calls pro-

cedure is offered to the guest. If she confi rms her acceptance, then all her calls are put on to one of these 

procedures. This procedure must be followed only after the guest has accepted. The single lady should 

be preferably roomed in areas that are easily accessible by lift or closer to the lobby and not at the end of 

corridors, secluded corners, etc. Nowadays, renowned hotels have one or two dedicated fl oors for single 

lady guests.

Reason

It is important to provide the highest level of security and extra attention for the single lady guests and 

see that they feel comfortable and secure in the hotel.

Procedure

 1. When there is a reservation for a single lady, the front offi ce assistant blocks a room closest to the 

lobby/lift, unless stated otherwise.

 2. The front offi ce assistant should check whether the reservation has an attribute that the guest is a 

single lady at the time of room assignment.

 3. When the guest check’s in, her calls are routed through the operator who announces the caller’s 

identity and reconfi rms whether the guest knows the caller, unless she refuses for the same. This 

procedure is a precautionary measure against any hoax-calls that may upset the guest in any way, 

and can have an adverse effect on the hotel’s reputation. This is called the call-back procedure.

 4. The identity and the room number of a single lady are to be never disclosed to any caller by the 

hotel staff.

 5. A courtesy call is given to the guest, preferably by the lady staff to check if the guest is comfort-

able.

The single lady guest’s identity and the room number is not disclosed to any body and all her calls 

are put on the call-back procedure or all her incoming calls are checked with her if she wants to take that 

call or not. A discreet secrecy is maintained for the benefi t of all.

Room Assignment

The front offi ce assistant in the morning shift checks tentative room blocking done by the night shift, 

and amend wherever necessary and if required. This is done so that each guest’s room is ready one hour 

prior to arrival, to ensure a smooth check-in without the guest having to wait.

Reason

The rooms assigned to the guests must be done according to the guest preference and requirement.

Procedure

 1. The front offi ce assistant, while going through the arrival list for the day, marks the special re-

quests of the guests.

 2. The front offi ce assistant should then look for the available, the vacant and dirty rooms that can 

be pre-assigned to the guest, by checking the system.

 3. The rooms should be blocked in the order of requests and preferences of the guests.

 4. If in case the requests of the guests cannot be met, it should be seen that the guest gets the best 

alternative available, and the same explained to him/her on arrival.
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 5. It should be ensured that the individual guest profi le of the guest requesting specifi c type of rooms 

is updated and the information used as a benchmark, for the further visits of the guest.

 6. Room assignment should be done according to the time of arrival of the guest.

For all arrivals, rooms should be pre-assigned one hour in advance according to the requirement and 

preference of the guest. This reduces check-in time and ensures speedy and personalised service.

Room Not Clear

It should be the policy of the hotel to honour all reservations. However, on rare occasions due to booking 

situations, it may not be possible to honour all reservations. In such cases, the hotel must act responsible 

to meet the needs of the guest. Such actions as are appropriate should be taken at the expense of the 

hotel.

Purpose

The purpose of this to ensure that if a guest with a booking has to be relocated, this guest be made as 

comfortable as possible so that the guest might return to the hotel in future.

Procedure

When it is not possible to accommodate a guest with a confi rmed reservation, immediately upon arrival, 

the hotel will adhere to the following procedure:

 1. If no rooms are ready on arrival, the DM will inform the guest of the duration of delay. The DM 

will escort him to the restaurant/bar of his choice and offer him meal/drink depending on the time 

of the day.

 2. The reception to carry the guest name as registered at the hotel with a note concerning the guest’s 

present location so that the persons attempting to contact the guest can be put through to him.

 3. The duty manager will ensure that a room is made ready at the earliest.

 4. During the morning hours when the guest is in the hurry and wishes to leave immediately for 

business appointments and requires wash and change facility, he may be offered use of fi tness 

centre. Guest baggage should be stored at the bell desk and when a room is allotted, it should be 

placed in the room.

 5. Once the room is ready, the DM should inform the waiting guest and accompany him to his room 

and express appropriate apologies.

 6. A wine bottle, chocolates or fruit basket is sent to the guest room with an apology letter from the 

rooms division manager.

Any guest who is a RNC is immediately deemed as important. A signed card should be sent to the 

guest along with the amenities as service recovery.

Wash and Change Room

Usually hotel offer wash and change room to some important guests in case the hotel is full and/or late 

departure.

Purpose

The purpose of this policy to give room to guests for a maximum of three hours based on the guest needs 

keeping in mind the guest profi le and the immediate and future business.

No wash and change room is to be given without FOM/DM authorization. The following details are 

necessary for showing check-in:
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Name of the guest

Name of the company

Reason

Duration

Authorized by

Complimentary Stay

The hotel extends courtesies like entire stay complimentary or room only complimentary to many of 

their valued guest; all such cases need to be authorized by the general manager, resident manager or the 

sales and marketing manager.

Purpose

The purpose of this policy is to ensure that no charges are to be taken from the guest at the time of settle-

ment of bills.

Procedure

 1. All the complimentary rooms have to be authorized by the GM, there is a special form called the 

complimentary room slip which needs to be fi lled.

 2. The staff requesting for a complimentary room must fi ll this form and send the same to the GM’s 

offi ce for authorization.

 3. Once the form is signed, it is sent to the reservations to make the booking.

 4. At the time of departure, the cashier must check for the billing instructions, if the whole stay is 

complimentary, then the guest is asked to sign the bill only.

 5. If a part of the bill is to be charged to the guest, then the same is presented to the guest for settle-

ment.

Suite Check-in

It is the policy of many hotels to do all the suite check-ins in the suite itself by the GRE or the duty 

manager.

Reason

The purpose of this policy is to ensure that VIP guest are given the highest standard of attention on 

check-in.

Procedure

 1. The FOA must check for the suite arrivals at the beginning of each shift.

 2. Make sure the registration card is ready with all correct details.

 3. Keys must be ready.

 4. Check if any welcome letter from the GM needs to be placed, check for the letter heads placed in 

the room in the stationary folder.

 5. Keep the GRE and the duty manager informed of any details as and when known.

To ensure that the guest feel special by offering fl awless service. All suite arrivals are to be treated as 

extremely important guests as in most cases they are very senior people from important corporate.

Handling Corporate Guest

It is the responsibility of the hotel to receive all corporate guests on arrival by the GRE on duty, and due 

courtesies extended. For corporate guests and suite arrivals, all guests have to be met and escorted to 

their rooms and check-in is to be done in the room only.
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Reason

To ensure that all corporate arrival are provided with due courtesies and are met by hotel personnel to 

provide recognition and importance as appropriate.

Procedure

 1. The front offi ce assistant must go through the arrival list and identify the corporate arrivals in 

his/her shift and ensure that rooms are pre-blocked and  have been checked. He should liaise 

with GRE that the registration cards with all relevant details are ready along with the keys for all 

corporate arrivals, especially guests whose arrival details are known and who are availing of a 

pickup from the airport/station on arrival.

 2. The duty manager must be informed as soon as a corporate guest checks-in.

 3. In case the general manager of the hotel has sent a welcome note for the guest, the same has to be 

presented to the guest on arrival.

 4. All corporate guests should be provided airport assistance (subject to fl ight details being avail-

able and an airport representative being on duty). The airport representative must meet the guest 

on arrival, welcome him/her and provide all necessary assistance until he/she is seated in the car 

to depart for the hotel.

 5. The car driver must call the hotel from a designated point to inform of the guest arrival.

 6. On arrival at the porch, the doorman should greet the guest, as per the standard arrival address to 

guests.

 7. The bell desk should be aware of the same and should provide priority service.

 8. Before the arrival of the corporate guest, the GRE should acquaint herself with the guest prefer-

ences and general background so as to have a positive conversation with the guest and provide 

personalized service and recognition to the guest.

 9. On arrival at the hotel, the guest should be met and greeted by the GRE in the lobby and escort 

the guest to the room and take the check-in the room itself.

Handling Arrival of Layover Passenger

As per the policy of the hotel, any layover passenger carrying a STPC voucher (stopover travel passen-

ger coupon) is to fi rst ensure its validity, only then the room is given to the guest. In case of a complete 

fl ight as a layover, all the boarding passes are checked for their validity and the guests are roomed ac-

cordingly.

Reason

To ensure that layover or STPC passenger are roomed comfortably by checking the valid vouchers or 

boarding pass and convey information about meal schedules, extra charges, telephone charges, etc.

Procedure

STPC ( Stopover Travel Passenger Coupon is a coupon) is issued to a guest who had been delayed by the 

airline due to the delay of his fl ight/fog, etc. This is issued by the airline, which is the cause of the same 

delay. The airline holds itself responsible for the same and ensures that the guest is roomed in a good 

hotel till the time his next fl ight is organised.

 1. On arrival, the guest presents the STPC voucher and the front offi ce assistant on duty ensures its valid-

ity and accordingly room the guest (You must ensure that the airline is on the hotel’s credit list).

 2. A walk-in check-in is to be taken and the voucher number along with the details mentioning the 

meals or transport etc. to be appropriately recorded.
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Group layover : In case of an entire group checking in, the boarding pass acts as an identifi cation tool. 
A layover sheet that helps in taking the details of all the guests is used and the keys that are taken out 
in bulk are handed over. The airport representative informs the duty manager about the fl ight delays 
and with the consultation of the same offers, the number of rooms that can be sold to the airline for the 
purpose of layover.

 1. Rooming and billing instructions for this kind of layover is given to the duty manager by the 
airline directly.

 2. A group movement report is taken out for distribution to different outlets.
Pointers

The STPC voucher should be checked carefully, i.e., date and stamp of the airline and the 
services provided.
Inform guest about the services provided by the airline.
Inform guest that extras to be paid directly.
Inform the guest about the meal timings and the venue.
The layover group is then provided with a drafted letter giving the details about the services 
given by the airline and the departure details.

Standard

All layover passengers are guests who due to some reason have not been able to fl y out, so they need to 
be handled carefully. As a standard, it is important to room these guest quickly but also a check needs to 
be maintained for the same.

Check-in of Guests Holding Discount Voucher and Coupons

If a guest at the time of check in presents a card or a voucher or a discount coupon, the same is to be 
honoured and after proper verifi cation the applicable rate and inclusive are to be given.

Reason

The purpose is to ensure that vouchers, discounts coupons honoured by the hotel as per policy are ac-
cepted and the rate and inclusive pertaining to the vouchers are appropriately given to the guests.

Procedure

 1. The cards/vouchers/coupons are the benefi ts provided to the user by the issuing company for the 
purpose of retention of the customer. It could be issued from within the hotels or issued from a 
company that has a liaison with the hotel with regards to the same. 

 2. Once the guest presents the same, the front offi ce assistant taking the check-in verifi es it and ac-
cordingly informs the guest about the facility that is being offered.

 3. The guest is then roomed accordingly and the normal check-in procedure is followed.

Examples: FHRAI card, upgrade or discount coupons, frequent fl yer program certifi cates (promotions), 
credit card promotions, food and beverage invitations, inner circle card, etc.

Note: No two discounts are to be given together. No two certifi cates or vouchers are valid together. Only 
one benefi t can be obtained at one time. A guest carrying benefi t cards/vouchers/coupons is a guest who 
is a frequent user of the hotel or the airline in question, thus is an important customer. It is important to 

ensure that this customer is given all the benefi ts he is entitled to and is well looked after.

Dealing with Turn-away Guest

The guests holding a confi rmed reservation and is being refused accommodation on the day of arrival 

due to reasons like overbooking or extended stays are turned away. The turn away guests are given 

special attention and arrangements for the stay made in the similar type of hotel at a similar price.
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Reason

The purpose of this is to give special attention and make arrangements for the guests who are refused 

accommodation to get them back to the hotel.

Procedure

 1. Guests being turned away must be handled only by the DM or any other senior manager.

 2. When the rooms are not available for the guests with the confi rmed reservations, alternative ar-

rangements in the similar type of hotel are made.

 3. The front offi ce manager or the DM scans the arrival list and identifi es the guests who could be 

turned away.

 4. The guests who are to be turned away to the other hotels are informed of the same on their arrival, 

preferably at the airport and sent to the hotel where the arrangements for their stay is made.

 5. If the guest insists for a room in the hotel, the guest is asked to wait and given the room as soon as 

one is available. However, if there is no possibility of any availability, the guest must be informed 

of the same.

 6. Make arrangements for a transport for him/her to go to another hotel. Ask the time he/she would 

like to come back to the hotel the next day.

 7. A dummy room check-in is done to keep a track of any messages or queries.

 8. The telephone operator, FOA and DM must be informed about the guest’s movement, to give 

correct information to incoming calls and queries for the guest.

 9. The guest is called and informed about the room availability and a room is blocked for the guest, 

if the guest agrees to shift back.

 10. A complimentary pick up from the hotel is provided to the guest to bring him back to the hotel at 

his convenience and an offi cer/concierge is sent to escort the guest back to the hotel.

 11. The special amenities along with the apology note are placed in the guestroom as a service recov-

ery.

 12. A courtesy call is given to the guest by the DM to ensure the highest level of satisfaction.

Whenever guests with guaranteed reservations are not accommodated and turned away to competi-

tive hotels, on return and for future visits, they should be given priority over others in terms of accom-

modation.

Upgrading a Guest

The guests with confi rmed reservations are given the next higher category of room, when the preference 

of the room category reserved for is not available. 

Reason

To maximize guest satisfaction and exceed guest expectations. 

Procedure

 1. The FOA, at the time of the check-in, must look for the room with the attributes specifi ed in the 

reservation.

 2. In case the room with the desired attributes is not available, then the room closest to the one re-

quested by the guest is offered to the guest.

 3. In case it is felt by the FOA that the guest is unlikely to accept the alternate, a room of the next 

higher category with the knowledge of the DM is offered to the guest at the rate confi rmed to 

him.

 4. In case the upgrade is due to the unavailability of the category the guest was booked for, he/she 

must be informed that he/she has been upgraded to the next category for the stay.
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 5. The guest is roomed in the upgraded room and within ten minutes, the guest is called to check if 

the room is comfortable.

 6. System is updated with the reason for the upgradation. 

 7. Great care must be taken to ensure that the rate is correct and the guest is not being over-

charged.

The guest with the confi rmed reservation is not to be refused accommodation even if the guest has 

to be upgraded.

Downgrading a Guest

This pertains to giving rooms, which is of lower category than the category the guest is originally re-

served for. This is done only in case of non-availability of the particular category in sold-out situations. 

It is to be ensured that the guest is explained of the same and apologized for the inconvenience.

Reason

This will ensure that whenever such a situation arises in the hotel, the guest is handled professionally and 

service recovery measures for the mistake taken immediately.

Procedure

 1. All efforts must be made to prevent a downgrading of arrival.

 2. In case of non-availability, the guest must be met and apologized by the DM and a time ascer-

tained to shift the guest to the originally reserved category the following day.

 3. In case of more than one guest from the same organisation, sensitivities of designation, status 

must be kept in mind before downgrading.

 4. Guest relations to obtain a print out of all downgrading the following day and initiate action for 

shifting to respective categories.

 5. Rate to be adjusted accordingly.

 6. All such rooms to be checked for all amenities.

 7. Letter of apology to be sent from the front offi ce manager.

Downgrading must be avoided as far as possible, only the DM or the FOM must decide on the guest 

that need to be downgraded, DM must meet him/her on arrival and explain the matter. An apology note 

must be sent.

Miscellaneous Responsibility of the Front Desk

The front desk not only handles the guest queries but also has to understand the need of maintaining 

records, issuing complimentary orders, taking reservations (room + table), providing information and 

interacting with the guest.

Reason

To ensure all the guests queries and needs are met.

Records

Front desk log gives brief information about the front desk position in terms of VIP arrival, group arriv-

als, parcels and packets at the reception, room shifts that need to be done. 

Reservation

 1. All reservations pertaining to either room or table that come directly to the front desk should be 

handled as per the request (such happens only when the either sections i.e., Reservation and F&B 

outlets are closed).

 2. In case of room reservation, an immediate reservation is created on the computer system and all 

future reservations are handed over to the reservation section on the reservations form.
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 3. While in case of table reservations, all needs to be done with coordination of the operator is to 

ensure no overbooking is done.

Information

 1. The front desk staff should be aware of the city and the hotel facilities.

 2. Detailed information on the computer systems also is one source of information.

 3.  In the manual system, a ‘Service Directory’ is extremely helpful.

Complimentary Order Form

All amenities that are sent for the purpose of VIP arrivals, special requests, and guest birthdays and wel-

come drinks are to go through the front desk authorized by the duty manager.

Note: A set standard needs to be followed for all the above activities keeping in mind the liaison depart-

ments.

Handling Request for Late Check-out

The late check-out is given to the guest only if he/she is extending his/her stay for three to four hours 

beyond 12-noon check-out time. In case the guest is extending his stay beyond six in evening, then half-

day or full day charge is offered. Late check-outs during sold-out periods should be subjected to room 

availability and strictly at DMs discretion.

Reason

The purpose of this policy is to provide an extra convenience of staying beyond the time of check-out, 

extended to regular/VIP guests without any room charges.

Procedure

 1. Check with the guest till what time he/she requires the late check-out. Offer late check-out if ex-

tended stay is just for three to four hours. In case if the late check-out is beyond 1800 hours, then 

offer half a day rate.

 2. Note down the late check-outs and half-day charge in the appropriate column.

 3. Inform the lobby manager about the late check-out or half-day charges extended to the guest.

 4. In few cases, the late check-out till a certain hour is extended to the company/VIP guests. 

 5. While extending or refusing a late check-out, the following must be considered:

Profi le of the guest

Designation of the guest

Profi le of the company

House position

Next day’s arrivals.

Late check-outs should be allowed only to the guests who extend their stay by three to four hours 

beyond the check-out time. Company profi les must be checked and DM must be informed before giving 

late check-outs and half-day charges.

Precaution for Scanty Baggage Guest

The bell desk has to notify the DM if any guest checks-in having a scanty baggage (light or no baggage) 

to avoid having potential skippers (a guest who checks out without settling the bill).

Reason

The purpose of this responsibility is to avoid having guests who can be a potential skipper.

Procedure

 1. In case of scanty baggage, the security has to be informed about the room number allotted to the 

guest.
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 2. Mode of payment to be confi rmed from the guest.

 3. If guest settling by credit card signed imprint to be taken, in case of cash settlement advance equal 

to twice the number of room nights to be taken and deposited with front desk cash.

 4. In case of doubt, the DM to be informed immediately.

All scanty baggage guests must be informed to the DM. Advance to be taken after due authorization 

by the duty manager or after ascertaining that guest is not a VIP/corporate or a regular guest. Always 

check guest history.

Guest Stationery

For all the premiere fl oor and suite guests checking-in, four pages of personalized stationery printed on 

the guest service letterheads shall be kept in the pre-assigned room.

Reason

The purpose of this policy is to provide exceptional recognition to the guests and give them a feel of 

being a VVIP.

Procedure

 1. All the stationery is to be printed on the respective hotel letterheads by the business center as-

sistant.

 2. These four sheets are then placed in the stationary folder of the pre-blocked room for the guest.

Four to six letterheads should be printed for a guest with initials of the fi rst name and family name 

on the top right side of the sheet. Font style and the size should be according to the pre-determined hotel 

standard. It should be ensured that the letterheads used are clean and presentable.

Handling Request for Rental Equipment

Any request for the rental of equipment should be treated well in advance to avoid any inconvenience to 

the guest. All such requests have to be routed through the departments concerned and it is always best 

that they deal with the guest directly. However, the front desk has to be aware of all that needs to be 

organised.

Reason

The purpose of this is to anticipate the guest’s business needs and exceed his expectations by coordinat-

ing with the business center.

Procedure

 1. Any guest asking for equipment such as fax machine in room, extra telephone line in room, cel-

lular phones, SIM cards etc; need to be informed about the charges related to hiring the same.

 2. The front offi ce assistant then gets in touch with the department or the agency dealing with and 

organises the same for the guest.

Requests taken for the guest’s requirements for business equipment are to be conveyed to the con-

cerned departments. Front desk should be aware of the rates of the rentals and usage rates and the same 

to be conveyed to the guest when taking the requests.

Up-selling

The guests at the time of check-in are informed of the higher categories of rooms and suites available 

along with the facilities offered, in order to make the guest aware of the better room and facilities offered 

by the hotel, which if accepted by the guest results in higher revenue.
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Reason

The purpose of this is to optimize the revenue by selling the added facilities offered and the guest opts 

for the higher category of the product.

Procedure

 1. The FOA, at the time of check-in, checks the room category reserved for the guest and the profi le 

of the guest from his business card.

 2. In case there is a scope for selling a category higher than the one that the guest is booked for (in 

terms of guests history and room availability), the FOA can offer the room type to be sold along 

with its add on.

 3. The sales pitch should be polite, explain the facilities clearly but in short and benefi ts stressed 

upon.

 4. Care must be taken not to be too forceful with the guests and ensure a positive brand contact.

 5. Guests with billing instructions-bill to company and some specifi ed companies must not be up-

sold. Guests to be targeted for up-selling must be earmarked prior to arrival by the DM/FOM. If 

the guest agrees to take that next category of room, it is considered an up-sell.

 6. Update system/record with suitable comments.

Only guests agreeing to pay for the next category of room is to be up-sold, otherwise the reservation 

should remain unchanged.

Materials Requisition

All the material stores are generally issued weekly on any particular day of the week. The requirement 

for the same is forecasted two days before and given to the DM for approval and the same is handed over 

to the front offi ce secretary one day before to make the indent.

Purpose

The purpose of this policy is to maintain the required stock at the front desk to ensure smooth fl ow of 

operations, and also to keep a check on the material costs.

Procedure

 1. The morning shift FOA is responsible for the material requisition and will check the par stocks 

and the requirements of the materials. The occupancies and the pattern of consumption are to be 

considered while requisitioning.

 2. The material requisition is to be counter signed by the DM.

 3. In case of any emergency, the stores can be requisitioned as and when required by the DM, after 

informing the stores manager.

Material requisitions should be done on a weekly basis, and it should be ensured that the require-

ment is well forecasted in advance and the budgets are taken into consideration. Emergency requisitions 

should be avoided as far as possible.

Shift-Briefi ng

The duty manager on duty conducts the shift hand over briefi ngs, which is attended by all staff of incom-

ing shift at the front offi ce. The outgoing shift formally hands over the charge to the next shift.

Reason

The purpose of a shift briefi ng is to see that communication is effective and the entire staffs are aware of 

all the important arrivals for the day, incidents, happenings and follow-ups.
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Procedure

 1. The front desk staff assembles for the briefi ng at the place designated by the duty manager on the 

scheduled time, which is usually the back offi ce at 07:30 hrs (for morning shift), 15:00 hrs (for 

afternoon shift), 21:00 hrs (for night shift).

 2. The outgoing shift informs the incoming shift of the occupancy, arrivals, departures, current posi-

tion and the follow-ups to be completed. 

 3. VIP arrivals for the day and VIP in-house are discussed in regard to their profi le, importance and 

preferences.

 4. All the promotions and events/activities taking place in the hotel (present and the future ones) are 

discussed.

 5. The duty manager allocates the job responsibilities to the FOA and checks with the concierge and 

business center staff for any information that needs to be shared.

 6. The duty manager also checks the grooming and appearance of the staff during the briefi ng.

 7. At least one policy and procedure must be discussed during briefi ng; also a test must be con-

ducted every quarter i.e., January, April, July and October to check the knowledge of all the staff 

in the front offi ce.

Morning and Afternoon Shift Handover 

It is the responsibility of the shift supervisor to ensure that all the jobs listed in fi le shown in Fig. 4.12 is 

completed.  At the end of the shift, the supervisor is to sign and fi le the format.

Morning Shift / Afternoon Shift

Date

Sl No. Responsibilities Remarks

1 Registration cards checked for all arrivals

2 Room blocking done until 1800 hrs and
amenities for the same informed to all
relevant departments

3 Arrival List tallied with computer

4 All arrivals for the shift checked into the
system and profiles updated accordingly

5 Billing instruction follow up done

6 All arrivals for the shift registered on the
arrival/departure register

7 Housekeeping discrepancy report done

8 Locators revised and deleted

9 Key to rack done (if required)

10 All messages are tallied and deleted from
the system

Room nos. Guests special requests/Guests complaints

Supervisor’s name:

Signature:

Date:

(The format should be improvised according to the unit requirement.)

Fig. 4.12 Morning/afternoon shift format
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Reason

To ensure that all the jobs to be done in a shift are completed before the shift ends. Also, the shift supervi-

sor accepts the responsibility of having checked all the work done by the shift.

At the end of every shift, the shift supervisor must complete the above format with comments (if 

any) in the remarks column and fi le in the shift handover fi le.

Night Shift

Date

Sl
No.

Responsibilities Remarks

1 Registration cards checked for all arrivals and
requisite correspondence i.e. mails and information of
billing instructions attached to each card

2 Checked for all await arrivals

3 Arrival / Departure register updated for next day

4 No-Show is recorded in the system

5 Locators revised and deleted

6 Registration cards compiled and filled

7 C-form report printed and tallied and given to morning
Bell Captain for sending to FRRO

8 Arrival list is tallied with the computer & updated

9 All arrivals for the shift checked into the system &
profiles updated accordingly

10 Billing instruction follow up is handed over

11 Room blocking done until 1200 hrs and amenities for
the same is informed to all relevant departments

12 Room cleared by Housekeeping for arrivals until
0900 hrs

13 All messages are tallied and deleted from the system

14 All arrivals for the shift registered on the arrival/
departure register

15 Retention report submitted to cashier and retention
charged to guests after approval from Duty Manager

16 Key to rack done (if required)

Room nos. Guests special requests/Guests complaints

Supervisor’s name:

Signature:

Date:

(This format should be improvised according to the unit requirement.)

Fig. 4.13 Night shift format
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Night Shift Handover 

It is the responsibility of the shift supervisor to ensure that all the jobs listed in the format shown in Fig. 
4.13. At the end of the shift, the supervisor is to sign and fi le the format.
Reason

To ensure that all the jobs to be done in a shift are completed before the shift ends. Also, the shift supervi-
sor accepts the responsibility of having checked all the work done by the shift.

At the end of every night shift, the shift supervisor must complete the above format with comments 
(if any) in the remarks column and fi le in the shift handover fi le.

GUEST RELATIONS

Anniversary and Birthday

It is the responsibility of the GRE to acknowledge the birthdays and anniversaries of all in-house 
guests.

Reason

This will ensure that the loyal guests are acknowledged to ensure continuous patronage and retention of 
these guests at the hotel.

Procedure

 1. The GRE, on a daily basis, should print a birthday/anniversary list, not later than 1700 hours for 
the next day.

 2. One copy should also be given to the FOM.
 3. Based on the list, the GRE shall then make a note of it.
 4. The concerned department should place the amenity in occupied rooms, before 1200 hours, and 

for expected arrivals, the same must be placed at least 2 hours before the expected arrival time of 
the guest, for the next day. 

 5. The morning GRE/DM should call the guest not later than 1000 hrs. The GRE/DM must call in 
the evening, not later than 2000 hrs in case the guest has checked in at late hours, and wish the 
guest accordingly. 

 6. The GRE/DM should also inquire if the guest would like any special arrangements in any of the 
restaurants for the evening so that the same can be passed on to food and beverage department.

 7. All front offi ce staff should be made aware of the guest birthday/anniversaries during shift brief-
ings so that they wish the guest accordingly during any interaction to ensure a personalized 
touch.

 8. The standard amenities that need to be offered are as follows:
 Birthday/Anniversary fl ower bouquet with a happy birthday/happy anniversary note. 
  Fresh chocolate cake (approximately one pound) with a small candle on top along with 

side plate, knife and napkin.
 Happy birthday/anniversary card signed by the GM/RM.

Guest birthdays and anniversaries should be acknowledged by extending greetings and appropriate 

amenities to enhance brand loyalty and develop a relationship between the hotel and the guests.

Courtesy Calls

The guest relation executives are to ensure that they give courtesy calls to all guests in-house with the 

exception of groups and conference guests during the course of the morning and evening shift. Also, to 

call the long staying guests on Sunday morning and/or afternoon.
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Reason

This is done to make the guests feel cared for and also if they require any assistance. This is also done to fol-

low up on departure details, billing instruction and checking guest feedback on guest preferred amenity. 

Procedure

 1. The morning GRE on duty is to take out the list of all guests in-house and personally call the 
guests in the room preferably between 0900 to 1200 hrs and then the same can be done from 1800 
to 2100 hrs.

 2. Before making the calls, the GRE is to check the previous day’s list, to check on guests already 
called upon and guests having made a complaint or a request for assistance. This is done so that 
not more than one courtesy call is given to a guest. If a guest has made a complaint or requested 
for assistance, a follow-up must be done with the guest.

 3. Check with the duty manager if any follow-up is required with guests regarding departure details, 
billing instructions, etc.

 4. A standard phrase has to be used is: ‘Good morning, Mr/Ms__________, this is __________ (the 
GRE’s name). I am the guest relation executive from the hotel. I am calling to check if there is 
anything I could do to make your stay more comfortable. In case you require any assistance, do 
contact us at the guest relations desk and we will do the needful. Thank you very much.’

 5. In case a guest is unavailable, a voicemail message should be left on his phone, along with the 
extension number for him to call back. 

 6. Once the guest’s feedback is received, the same is communicated to the hotel management 
through the log book.

 7. The courtesy call report is to be given to the FOM with guest’s remarks on a daily basis.
 8. The courtesy calls are also made to update guest preferences in the system by personally meeting 

the guest to build better relations between the guest and the hotel.

Standard phrases for checking on

Billing instructions: Mr/Ms_______________ we wanted to reconfi rm the mode of settle-
ment of your bills at the hotel.
Departure details: Mr/Ms ___________________ would you like me to book a car on your 
departure from the hotel or would you require any other assistance then (hence reconfi rming 
the day and time of departure).

Room Amenity for Corporate/VVIP/CIP Guest

It is the responsibility of the GRE to ensure that the attached note is placed in all fi rst time corporate/
VVIP/CIP guest rooms, and a follow-up on the same is done with regard to the guest preference.

Reason

This will give the guest a preference/choice in amenity that is placed complimentary by the hotel to be a 
part of rendering delighted service.

Procedure

Attached format must be printed according to the unit/guest preferences at the unit and placed in rooms 
for all fi rst time corporate guests. 
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Please select one of the following:

Bottle of white wine

Bottle of red wine

An assortment of bottled fruit juice

Four cans of Heineken beer

Four cans of Kingfi sher beer

Four cans of:

 o Orange juice

 o Apple juice

 o Pineapple juice

 o Sweet lime juice

Six cans of: 

 o Coca Cola

 o Pepsi Cola

 o Seven up

 o Diet Coke

 o Ginger Beer

 o Ginger Ale

Please also select one of the following:

A selection of seasonal fruits with peanut chocolates

A platter of imported cheese

A bowl of nuts and raisins

Tea chest with banana bread

Box of assorted Swiss chocolate

Fresh canapé platter

A cluster pack of Indian nut chocolates

Fresh pastries of our pastry shop

Kindly hand over this letter to our guest relations executive. At any stage should you wish to change 

your selection, please contact our guest relations executive.

We thank you for choosing to stay with us.

With warm regards

__________________

Front Offi ce Manager 

Note: This format is meant to give corporate/VVIP/CIP guests a variety of complementary amenities to 
choose from. You may include and add on any specifi c complementary that are unique to your city or 
are key preferences of your guests.

 HANDLING GUESTS 
In hotels, you come across various types of guests. Your job is to serve them all equally well. Guests are 
different, each is unique and different from others. Your job is to keep them happy and keep them coming 

back, with good service, smile and courtesy. 

Most of the guests essentially want the same thing, i.e. to be treated like important guests. They like 

to be treated as welcomed guests, not as intruders. They also like to be treated equal and respected. 

Dear (Guest Name - hand written) till Front Offi ce Manager

The fruits and the bottle of wine placed in your room are with our compliments. However, to suite your pref-

erence, if you like us to provide you with something of your choice, kindly select from the list given below.
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If guests are looking only for speed in service, machines would have replaced humans. But they 
want something more from human beings which is smile, friendly attitude, concern and courtesy.

Our prime objective is to satisfy our guest’s need, both physical and psychological. It is not a dif-
fi cult task to satisfy our guest, provided we render services which we are supposed to render. As we 
discussed above, we receive various kinds of guests and we need to satisfy them. To handle them, we 
need to understand their nature and behavioural patterns.
Guests are categorised as under:
 1. Normal Guests –Those guests who understand logic and it is easy to deal with and make them 

happy.
 2. Awkward Guests – Those guests who do not understand logic. So, we need to be diplomatic 

while dealing with them. 
Let us discuss how to deal with few common types of awkward guests. 

Handling of Awkward Guests

Angry Guests

Apologise immediately for the specifi c inconvenience caused only. Do not try to give explanations and 
reasons. If you go on explaining, the guest will become angrier. Act immediately and do what he wants 
or needs. Do not argue. Logic does not work when one is angry.
Snob Guests

These are people, who show off and try to act smart. They speak highly about their contacts. Ignore the 
show-off but in such a way that the guest is not ignored.
‘Break the rule for me’ Guests

These are the guests who ask for favours which you are not allowed to do. For example, a guest asking 
for drink on a dry day or after the bar is closed. Be brief and do not argue. Only say: ‘Sorry, I cannot do 
this, sir’ or ‘We are not allowed to do this, sir’.
Fussy Guests

These are the guests who go on complaining and grumbling without explaining their specifi c demands. 
Try to pick what they want. Ask them questions for which they have to answer either in yes or no.
Guests with Language Barrier

If a foreigner guest who cannot speak English or the local language, and you do not understand his 
language, is seeking for some service, there could be a problem. Try to get a person who can speak his 
language, e.g. the tour leader, in case of groups. If this is not possible, try to understand his signals.
Ignorant Guests

These are the guests who are not aware of the rules. For example, they can say: ‘Why do you need my 
passport details?’ Explain briefl y and to the point, e.g. ‘In India, legislation requires passport details’.
Impatient Guests

Deal with such guests as you would deal with an angry guest.
Socialiser

These are the men, who try to invite the female staff members like receptionists, hostesses, etc. out. 
In these cases, do not act offended, angry or surprised. Humour eliminates the problem easily. Say, 
for example ‘I can go out provided my family can come along’ or say: ‘Sorry, I have a date with my 
fi ancé’. If easing out this sort of situation is impossible, be fi rm but polite. Tell him politely that you will 
call the manager. If he continues, call the manager, whose appearance will put him in place.
Chatterbox

These are the guests who can take lot of your time. Be polite, considerate and courteous; do not be rude. 
Listen or appear to be listening. Look for a short break, make a short comment and say: ‘Excuse me sir, 
I will be back in a moment’ and move off. If one of your colleagues can give you a call on telephone, 
this will be ideal solution.
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Timid Guest

These are the type of guests who never complain. If unsatisfi ed, they will simply not come back to the 

hotel. This is most important that such guests do not go unsatisfi ed. Ask them about their stay, comfort 

and services. Watch for signs of displeasure like frowns, sighs, fi nger tapping, etc. Speak to them and 

draw out their feelings.

Drunk Guest

1st Stage

There is simple excitement handle him like a chatterbox. Logic is acceptable.

2nd Stage

Takes away control on emotions. The person becomes sad, depressed, and angry very easily. Deal 

with him like angry and impatient guest.

3rd Stage

Highly under infl uence of alcohol, movements are affected. Logic does not work. Try to draw his 

attention. Use your tact.

4th Stage

Totally paralysed. He can not control his limbs. He should be tactfully sent to his room or a taxi 

to be called for him and escorted. 

 ROOM CHANGE PROCEDURE
In hotels, guests are not normally shifted except if the guest wants a change of the room he is staying in; 

or the hotel might need a shift of the guest from one room to other for the following reasons:

 (a) The room might need maintenance.

 (b) The room is required for a VIP arrival.

 (c) Room was not given according to guest choice on arrival.

 (d) Some of the facilities are not according to standard and which guest is not happy about.

Procedure 

As soon as the receptionist receives a request for a change of room due to any of the reasons discussed 

above, the receptionist looks for an alternative room of the same status and makes sure that the alternate 

room is perfectly all right in all respect and especially about the specifi c complaint, if there was any. 

Then the following procedure has to be adopted:

 1. Change slip is fi lled in, which are distributed to the following departments/sections.

 (a) Housekeeping

 (b) Room Service

 (c) Bell Desk

 (d) Bill Section

 (e) Telephone 

 (f) File

 2. Room number is changed in the notifi cation slips of room rack and alphabetical rack.

 3. Room number is changed in the alphabetical register, if in use.

 4. Entry is made in the arrival-departure register, but the room number is encircled. The night recep-

tionist does not take into account these rooms as fresh arrivals as they symbolize shifting while 

making the night report.
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 5. The receptionist then informs the bell captain for shifting the luggage from the existing to the 

changed room. (Shifting luggage in presence of guest is known as Live Move and in absence of 

guest, is known as dead move) 

 6. Finally, the receptionist informs the appropriate authority for the rectifi cation of the fault in the 

room.

 7. After the room change is completed, the receptionist calls up the guest to ensure that he is satisfi ed.

INDIAN HOTEL
Change Slip

Date
From Room
Rate Rs.
Guest's Name
Reason for Shifting

To Room
Rate Rs

Time

Signature of Receptionst

Distribution: Bill Section/Housekeeping/F&B/Telephone/File

Fig. 4.14 Change slip 

The change slip (Fig. 4.14) is also called room change slip/removal notifi cation/transfer slip/move-

ment slip/notice of move.

 HANDLING MAILS
Mail handling is a very important function which the front offi ce staff has to handle in the hotel. The 

front offi ce staff has to be very careful that all mails get their due attention and are attended to, without 

any delay to avoid any embarrassment.

Procedure

Mails are of two types, Outgoing Mails and Incoming Mails. Outgoing mails are taken care by the bell 

desk. They have measuring scale and a stock of stamps to handle outgoing mails. Incoming mails ar-

rive in mail bag which is taken to the GM’s offi ce or front offi ce manager’s offi ce. There the mail bag 

is opened and the mails are date time stamped (Fig. 4.17). Then the mails are sorted into the following 

three categories:

 1. Mails for management

 2. Mails for staff

 3. Mails for guests

All the mails for management are sent to the bell desk for distribution. The mails for staff are sent to 

the time offi ce, where they are sorted department-wise and placed in the card racks of individual staff. All 

the guest mails are sent to the reservation section for further sorting. Mails of resident guests are sent to the 

front desk. From there, the receptionist sends them to various rooms through the bell boys, or is kept in the 

mail and key rack, if the guests are not in the rooms. Mails of those guests who are yet to arrive are kept 

in the reservation section as per the date of arrival. They are handed over to the reception everyday with 

the movement list. Mails for departed guests are separated out; mail forwarding slips are prepared, entry is 

made in the mail forwarding register and sent to the guest at the address mentioned in the GRC. Rest of the 

mails is marked with expiry date, which is one month from the date of receipt. After they are retained for a 

month, the front offi ce manager issues instructions to send them back to the sender.
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A mail forwarding register and a mail forwarding slip are shown in Figures 4.15 and 4.16.

INDIAN HOTEL

Mail Forwarding Register

Sl. No. Name GRC No. Received On Forwarded On Signature Remarks

Fig. 4.15 Mail forwarding register 

Note: that for registered mails and courier, guests are called down to the lobby to accept them directly. 

In their absence, they are accepted at the front desk and handed over on return.

Indian Hotel

Mail Forwarding Slip

This address will be on file for 15 days, unless otherwise required.

Date ______________

Name

Address

Mails Telephone Calls

Forward Until Forward Until

Hold Until Hold Until ________________________

Signature

Front side

Record of Forwarded Correspondence
Date   

Air Mails

Telegrams

Letters

Postcardss

Newspapers

Magazines

Packets

Reg. Letters

E-Mails

Back side

Fig. 4.16 Mail forwarding slip 
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Mails

Incoming Outgoing

GM
Front Office
Housekeeping
F & B
HRD
Engineering
Others

Guests

Bell Desk

All the outgoing
mails are dispatched

through Bell Desk

Mail Bag

GM’s Office or
FOM’s Office

Date/Time Stamp

Sorting

Mails for
Management

Sent to Bell Desk
for distribution

Staf
Mails for

f

Sent to Time Office
to be placed in the

individual card slots

Mails for
Guests

Sent to Reservation
for further sorting

Mails for
Departed Guests

Mail Forwarding Slip
is prepared and sent to
the address mentioned

on GRC

Mails for
Yet toArrive Guests

Sorted as per Arrival
date at Reservation

Rest are marked
with Expiry Date

After one month
sent back to sender

Mails for
Resident Guests

To Front Desk

Sent to Rooms
or kept in the

Mail & Key Rack

Fig. 4.17 Handling incoming and outgoing mails

 HANDLING MESSAGE AND PAGING
One of the most important services which the information section of the front offi ce provides to the 

guests of the hotel is handling and delivering of messages. The most important aspect of this is that the 
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message is delivered without delay and to the right person. During the stay of the guest in the hotel, he 

may receive visitors or phone calls. If he/she is available in the room, then the call is transferred to the 

room. When the guest is out of the room and has not left any location, then it becomes the duty of the 

front desk staff to collect message for him and deliver the same as early as possible.

Procedure for Telephone Calls 

At times, the guest may not be in the room and might go out for his/her own work. In normal procedure, 
the guest is supposed to leave the room key at the front desk and the key is kept at the mail and key rack. 
When there is a call for the guest, the telephone operator transfer the call to the room and in case of no 
reply, the call is transferred to the information section. The person responsible at the information section 
notes down the message on a message slip (Fig. 4.18). Message slip is made in two copies; the fi rst copy 
is kept in the mail and key rack and the second copy is slipped under the door. When the guest arrives, 

the message is handed over along with the key.

Hotel Indian

Kolkata

Message Slip

Name: Room No.

Date: Time:

During your absence

Mr./Ms.

Telephone No.

Called up

Came to see you

Wanted to see you

Please call back

Will return

Message:

Received by:

Fig. 4.18 Message slip

Procedure for a Visitor

Any visitor of a resident guest necessarily should come to the front desk to enquire about the guest. The 

front desk staff enquires and informs the visitor whether the guest is in the room or not. If the guest is not 

in the room, then the visitor is asked whether he/she would like to leave any message for the guest. If any 

message is to be taken, it is written on the message slip, and the procedure is same as stated earlier.
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Paging

To page means to locate or search, and when applied to the hotel industry, it means to locate a guest in 

the public area of the hotel. Guests, during their stay in the hotel may require paging service. If the guest 

is expecting a visitor or a phone call and does not want to wait in his room, then he leaves information 

about his location at the front desk. When any visitor or phone call comes, the guest is paged and the 

information is conveyed to the right person. In case the guest does not leave any information, then pag-

ing takes longer time and the caller or the visitor has to be kept waiting.

When a guest leaves his/her room, they should fi ll a location form and leave it at the front desk, 

which makes paging easier. A location form indicates where the guest would be available at a particular 

time and if at all he is going out of the hotel, then at what time he would be back. The fi lled in location 

form is kept in the mail and key rack and if a duplicate copy is made (as done by some hotels), is sent to 

the telephone operator.

Paging is done by the following two methods:

 1. Page Board System

 2. Public Address System

In page board system, if a visitor has come to see the guest the information assistant writes the name 

and room number of the guest on both side of the page board, which is a small board with some bells 

attached to it, and deploys a bell boy to carry that board to the specifi c area which has been specifi ed by 

the guest. It is important not to write any message on the page board as it may create embarrassment for 

the guest. While paging through the public address system, the announcement is made for the guest by 

the front desk staff through the channelled music system.

Indian Hotel

Location Form

Date:__________

If you are leaving your room and expect a phone call
or visitor, please fill in this form and hand it over to
the concierge

.

Name

Room Number ___________________________________________

I will be at (please tick )þ

Lobby

Shopping Arcade

Restaurant

Coffee Shop

Bar

Banquet Hall

q Poolside

Games Room

Fitness Centre

Garden

Night Club

_____________

Special Instructions ___________________________

_________________________________________________________

______________

Signature

q

q

q

q

q

q

q

q

q

q

ATTENTION

Name
Room No.
Date Time

In your absence we received
the following for you

A Packet
A Parcel
Registered Letter
Message

Kindly contact the Front Desk
immediately

_________________________________________________________

______________

Signature

Fig. 4.19 Location form
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Message Handing

Visitor/Phone Call

Mail & Key Rack Checked

Guest in Room Guest Not in Room

Inform Guest and
Act Accordingly

Guest in
Public Area

Guest not
in Hotel

Guest left info
at Front Desk

Guest did not
Leave Info at
Front Desk

Phone Call
Transferred

Send Visitor
To Room

Ask Viisitor
To Sit in the

Lobby Guest Easily
Located by

Paging

Paging is
Done in all
Public Area

If Not Found
Message Taken

Message Taken
on Message Slip

Kept in the
Mail & Key Rack

Handed over to
Guest on Return

Fig. 4.20 Message handling

Though paging through public address system is easier and less time-consuming than the traditional 

page board system, still the later is preferred in hotels. This is because, most of the time people do not 

bother about the announcements made in the public address system and this form of paging through the 

PA system is a crude form of paging. On the other hand, paging through page board has a traditional and 

ethnic touch, and it never goes unnoticed by the guest.
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When a guest leaves his room without depositing the room key at the front desk, and the front desk 

is not in a position to page for the guest at that point of time, then a mail advise slip is prepared and 

hung on the door knob. This is because guest must have gone out and on return will go to his room as 

he already has key with him.

 MANUAL KEY CONTROL PROCEDURE 

In hotel, the room keys of the guest rooms are of great importance because the earning of revenue and 

guest security in respect of occupied rooms depends on proper key control system. Unless a proper con-

trol system is laid down in respect of room keys, the available rooms may remain unsold or the sold and 

occupied rooms may be accessed by unauthorized person causing unwanted incidents to occur in the 

hotel which will adversely affect on the goodwill.

Steps to Key Control

The fi rst check on room key is done by the use of resident cards, which are given to guests at the time of 

arrival and is used by the guest to collect keys from the front desk.

The second check is the key control sheet made by the night receptionist through the night recep-

tionist’s report that shows vacant, occupied, and double locked (DL), not to be allotted (NTA), etc. types 

of rooms. As per the check, the vacant rooms should have keys at the front desk, and occupied rooms 

should not have keys in the mail and key racks. Those rooms, whose keys are in the rack but are occu-

pied; could be a case of sleep-out, hence these rooms are checked. If luggage is found, it means the guest 

is in. If luggage is not found, then the bill of the room is checked with the cashier. If the bill is settled, 

then departure is shown in various records as per bills and information is sent to housekeeping depart-

ment. Vacant room keys which are missing from the mail and key rack could be with housekeeping or 

the bell desk. It is checked, if not found, an entry is made in the report. 

A detail of missing keys list is made. It is also possible that the guest made a self departure and 

took the key  by mistake. Such room numbers are noted down along with the name of the guest last 

stayed, and the date and time of departure. Their address is retrieved from the GRC and a letter written 

to them for the missing key. This discrepancy report is sent to the front offi ce manager the next morn-

ing for investigation and taking corrective action. If the key is not found, then a requisition is made for 

duplicate key, which is authorised by general manager, front offi ce manager, security manager and chief 

engineer.

Computerised Key System

In present days, computer-based electronic key system is used in many hotels instead of the traditional 

method to access guest rooms. This system operates through a master control console at the front desk 

which is wired to all guest room locks.

At check-in, a front desk assistant inserts a plastic card, similar to a credit card, into the appropriate 

slot on the console. The keys have been randomly coded, and this unique code is then transmitted to the 

guest room door lock. When the next guest checks-in to that room number, a new door lock code is re-

programmed to that room. Similarly, when guest inadvertently lose their key, the lock is re-programmed, 

and that any lost keys or keys belonging to previous guests will not be functioning.
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The system also monitors the number of times the guest exits and re-enters the room, including the 

number of times the room attendant enters the room, when using their pass key. This gives an additional 

dimension to the security of a guest room. If a person tries to enter using an incorrect key, then the sys-

tem alerts the security staff.

INDIAN HOTEL

Date ________________

Time ________________

Keys of Occupied Rooms which Remained at reception:

Room No. Name Baggage Bill Amount Remarks

708 Mr. Rohit Dey In Room Rs. 86570.00 Sleep Out

Vacant Room Keys which are Not at Reception

307, 425, 528

Keys without Key Tags:

518

Details of missing Keys:

Room No. Name of Guest who 

Stayed Last

Check Out Bell Boy 

Responsible for 

Departure

Receptionist on Duty at 

Departure Time
Date Time

Signature of Receptionist

Fig. 4.21 Key control sheet
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 HANDLING DEPARTURES 

FIT Departure

Procedure at the bell desk

 1. The bell captain deploys a bell boy who in turn fi lls up the departure errand card.

 2. On the way to the guest room, the bellboy informs the reception and cashier about the departure 

taking place.

 3. On arrival at the room, the bellboy knocks at the door and announces himself.

 4. The guest is greeted by the bellboy and the number of baggage to be taken down is checked with 

the guest.

 5. Luggage is picked up and placed outside the room and then the key is collected.

 6. The bellboy takes a quick look around the room to check for any damage or loss for the hotel 

property.

 7. The bellboy checks the mini-bar consumption and inform cashier on telephone.

 8. The bellboy checks for any left-behinds in the drawers, cupboard, bathroom, etc. Draws the cur-

tains back and switches off the lights. Then he leaves the room, locking the door behind.

 9. Before approaching to the elevator, the bellboy hangs a part portion of errand card in the door 

knob.

 10. At the elevator, the bellboy allows the guest to step in fi rst and then positions himself near the 

control panel.

Fig. 4.22 Publicity sticker
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 11. The bellboy enquires politely, whether the guest had a pleasant stay, and would the guest require 

a taxi to be called.

 12. The bellboy escorts the guest to the cash counter and takes the luggage to the bell desk.

 13. The publicity stickers are put on the baggage. A publicity sticker is shown in Fig. 4.22.

 14. The bellboy checks for any fax/message for the guest at the reception/business centre.

 15. The bell boy comes back to the Cash Counter and picks up the Baggage Out Pass (Cashier’s 

Clearance Card). Figure 4.24 shows a baggage out pass.

.

Fig. 4.23 Luggage tag

Indian Hotel

Baggage Out Pass

SI No. 45768

Attendant No.: Departure Time:

Date:

Room No.: Name:

Bill No.:

Signature

Fig.4.24 Baggage out pass 
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 16. The key is handed over to the reception and an acknowledgement is taken (Key Clearance) on the 

errand card.

 17. The commissionaire is informed to call a taxi/car and after showing the baggage out pass. 

 18. The bellboy load baggage in the car and count the number of pieces announcing to the guest.

 19. The taxi/car number and the departure time are noted down on the errand card.

 20. The bellboy bids the guest a warm farewell and thanks him for staying with the hotel.

 21. The bellboy returns to the bell desk to complete the errand card and presents the same to the bell 

captain for signature. The bell captain makes an entry in the lobby attendant control sheet.

Procedure at Reception

 1. The expected departure list is checked to assess the room availability position.

 2. Housekeeping is informed over telephone so that the concerned room boy/attendant can attend 

the departure room immediately.

 3. After the room key is received, an entry is made in the arrival-departure register.

 4. Room rack and information rack are updated.

 5. An entry is made in the alphabetical register, if in use.

 6. A departure notifi cation slip is made and sent to the following department/section:

 (a) Housekeeping

 (b) Room Service

 (c) Telephone Section

Procedure at Cashier’s Desk

 As soon as the cashier receives the intimation that departure will take place, 

 1. The guest bill folio is taken out and checked for any pending posting.

 2. Room service and coffee shop are called up for any last minute billing.

 3. Bill folio is updated and the billing instruction is checked.

 4. All supporting vouchers against bill entries are taken out and arranged date wise.

 5. The bill is presented to the guest on arrival at the cashier’s desk and the billing instruction is 

reconfi rmed. Guest approval is obtained.

 6. If the guest wishes to see the supporting vouchers, then they are presented to him. He is helped 

in locating the charges on the bill and any query raised is answered by the cashier.

 7. After guest’s approval of the charges, the bill is fi nalized by the cashier by obtaining guest signa-

ture on the bill.

 8. On receipt of the cash, a money receipt is made and a baggage out pass is issued. 

 9. The money receipt is stapled with the original bill folio and placed in an envelope. The support-

ing vouchers are neatly placed in another envelope and both of them are handed over to the guest 

with a smile. The cashier bids farewell to the guest.

 10. If the mode of payment is voucher or to the company, then the original bill is kept and subse-

quently it is posted to the city ledger. At the end of the day, all bills are sent to accounts depart-

ment and in turn they collect money from the company and/or travel agents. 
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DEPARTURE

GRC

No.

Name

of

Guest

Nationality Room Pax Dep.

Time

Arr. 

Date

Room

Nights

Bed

Nights

Receptionist’s 

Code

Signature

Code Remarks

A C

Fig. 4.25 Departure side of AD register

Indian Hotel

Errand Card (Departure)

Name

GRC No.

Bell Boy No.

Room No.

Date

Call Time

Departure Time Receptionist Cashier

Description

Signature of Bell Boy Signature of Bell Captain

Room No.:Date:

Time:

To Be Cleaned

Fig. 4.26 Errand card (departure)
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Indian Hotel

Lobby Attandant Control Sheet 
 Date:

 Shift Time:     From:       To:

 Captain:

SI. No. Room No. Time Baggage Details Bell Boy Name / Number Remarks

Arr. Dep.

Signature of Bell Captain

Fig. 4.27 Lobby attendant control sheet

Group Departure 

Procedure at Bell Desk

 1. The bell captain ensures that suffi cient staffs are available in the shift.

 2. The baggage down time and wake-call time of the group are checked.

 3. Five minutes before the baggage down time, the bell captain allocates the fl oors and rooms to the 

Bellboys for bringing the luggage down.

 4. The bell boys collect the baggage from rooms mentioned on their list. Generally, the group mem-

bers are advised by the group leader to keep their baggage packed and ready for pick-up outside 

their room at baggage down time.

 5. The baggage from all the rooms and fl oors are collected quietly and brought down to the lobby, 

where they are neatly arranged in rows and publicity stickers are pasted on them.

 6. The bell captain counts the number of baggage (Baggage Count).

 7. After the tour leader settles the bill, the bell captain ensures that all the keys from the group mem-

bers are retrieved.

 8. The keys are handed over to the reception, where the receptionist checks out the room numbers 

whose keys are received. 

 9. The bell captain request the group leader to count the baggage and also request to contact those 

members of the group who have not yet returned their room keys.

 10. After all the keys are received, the receptionist gives the key clearance on the errand card.

 11. The bell captain then obtains a baggage out pass from the cashier; the baggage is then loaded into 

the vehicle.
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 12.  He then bids farewell to the group members.

 13. Only one errand card is made for group departure; however the number of all those bell boys who 

were engaged in the departure procedure is mentioned. 

 14. An entry is made in the lobby attendant control sheet.

Procedure at the Reception

 1. The reception issues a group departure notifi cation about half an hour in advance of actual depar-

ture time to housekeeping, room service, telephone and coffee shop.

 2. On presentation of the departure errand card of the group, the receptionist checks the receipt of 

the room keys by scoring out the room numbers on the rooming list, the keys of which have been 

received. The remaining room numbers are written on the baggage out pass/errand card to assist 

the bell captain in collecting the keys.

 3. After the room keys are received, an entry is made in the arrival-departure register.

 4. Room rack and information rack are updated.

 5. Entry is made in the alphabetical register, if in use.

Procedure at the Cashier’s Desk

As soon as cashier receive the intimation that group departure will take place. 

 1. The cashier takes out the group bill and the bill for extras. He calls up room service and the coffee 

shop for the last minute billing.

 2. Cashier checks the complete billing and updates it.

 3. The extra bills are taken out and separated room-wise. A small summary is made room-wise to 

facilitate cash collection.

 4. When the tour leader comes to the desk, the cashier presents the main bill for approval and also 

handovers the bill for extras.

 5. The tour leader assists the cashier in collecting all extra charges from the tour members.

 6. After ratifying the bill, the tour leader is requested to sign on it. The travel agent’s voucher is 

stapled with the main bill noting down the exchange voucher number, travel agent’s name, and 

travel agent’s reference number clearly and legibly.

 7. The cashier then issues a baggage out pass to the bell captain/group leader (only for group exclu-

sively).

 8. Original bill is kept and posted to city ledger. At the end of the day, all bills are sent to accounts 

department  and in turn, they collect money from travel agents. 

Settlement at Check-out

All in-house guests have to settle their bills before departure from the hotel. Check-out should be smooth 

and fast.

Purpose

The purpose of this policy is to accept and process various types of settlement of the guest account at 

check-out or advance settlement.

Front desk cash is the last point of the hotel where the last minute rectifi cation or addition on the bill 

can be made like inclusion of mini bar charges, transportation, etc. All the charges incurred by the guest 

from various point of sale are recorded on to his room account.
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Procedure

 1. Greet the guest according to the time of the day. Check the room number and guest’s name to 

avoid last minute confusion. Inform room service for them to check the mini-bar.

 2. Before presenting the bill to the guest, the FOA should check billing instructions carefully, mode 

of payment, any locker taken by the guest and any last minute charges incurred like mini bar or 

transportation etc.

 3. In case the guest is settling the bill by the credit card, process the charges on the EDC machine. 

Verify signature carefully.

 4. If the guest is settling by cash/foreign exchange, then count the currency twice and return balance 

amount, if any. Issue money receipt and show settlement in the record.

 5. If the payment is through foreign currency, then print out the foreign currency exchange certifi -

cate, show the amount settlement on the certifi cate and make a  receipt for the bill amount.

 6. In case of bill to company, take the guest signature and settle in company account. 

 7. If the payment is by voucher, collect the required voucher, verify and settle in travel agent ac-

count.

 8. In case the guest is departing beyond the check-out time, then charge a half day or a full day as 

informed to the guest.

Check for the room number, guest name, billing instructions and his mode of payment before pre-

senting the bill to ensure a smooth check out.

Check-Out Options

Express Check-Out

In busy hotels with high volume of business, guests normally experience long lines at the front desk at 

the prime check-out period. To ease the front desk, some hotels initiate check-out activities before the 

guest is actually ready to leave. Bill folios are printed and quietly slipped under guest room door of  ex-

pected check-out rooms before 0600 hours. The front offi ce also attach an express check-out form with 

each pre-departure folio. Express check-out forms include a note requesting guests to notify the front 

desk if departure plans change. This procedure reminds and encourages guests to notify the front desk 

about any problems in departure before the check-out time. For an effi cient and effective express check-

out procedure, the hotel must collect accurate billing instruction during registration. The front offi ce 

must inform room status information to the housekeeping department as soon as an express check-out 

form is received, as that will facilitate housekeeping to plan their work and get the room ready for the 

next guest on time. 

Self Check-Out

In some hotels, guests can check themselves out of the hotel by accessing self check-out terminals in the lobby 

area or by using an in-room system. Self check-out terminals or in-room systems are interfaced with the front 

offi ce computer and are meant to reduce the departure time and rush at the front  desk. Some of the terminals 

look similar to bank teller machines, while others have video and audio  capabilities. 

At the terminals, a guest can access his bill folio and review the content. There the guest is required 

to feed his credit card number using the key-pad or by the magnetic card reader. The check-out is com-

plete when the guest’s balance is transferred to a credit card account.
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Some hotels use the in-room television set and the telephone for this purpose. Both the devices are 

attached to the front offi ce computer system. The guest can confi rm a previously approved method of 

settlement. The front offi ce computer directs the self check-out process. Generally, guests can pick up a 

printed bill folio copy at the front desk on their way out. 

 IDENTIFICATION OF VARIOUS VOUCHERS
The front offi ce cashier maintains the bill folio for resident guests. Bill folio is maintained for credit 

transactions only of resident guest. The entries of bill folio are not maintained against individual bills; 

rather they are maintained against particular heads of transaction, e.g. food, drinks, laundry, etc. Services 

are offered by various departments and outlets to the guests such as restaurant, bar, coffee shop, room 

service, laundry, games, health club, etc. On availing the services, the guests are presented with the bill 

and they have two options, for the settlement of the bills. Either the guest can pay in cash and collect the 

bill, or they can sign on the bills and mention the room number as a token of acceptance of the services. 

In the later case, the bills are then sent to the front offi ce cashier to be posted onto the bill folio. These 

bills when reaches the front offi ce cash, are known as vouchers. In the night, the cashier totals up the 

vouchers of each room under different heads, e.g. food, drinks, laundry, etc. and posted onto the bill 

folio. The different vouchers which are received by the front offi ce cashier are as follows:

Restaurant and Bar Check

Restaurant and bar check will have the details of charges of food or drinks ordered by the guest (Fig. 

4.28). When the check is being presented, the guest signs for confi rmation that he had agreed to pay. The 

restaurant or bar check will have details such as name of guest, room number, date, name of waiter, table 

number, number of persons and the most important of all, the signature of the guest. The guest does not 

sign if he pays in cash.

Indian Hotel

Restaurant/Bar Check
23499 Date

Name Room No.

Time Table No. Pax Waiter No. KOT No.

Qty. Particulars Rate Amount

Sales Tax

Service

Charge

Total

 __________________  _______________

 Signature of Guest Cashier

(Please do not sign if you have paid cash)

Fig. 4.28 Restaurant and bar check
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Paid-Out Voucher

Whenever the hotel makes a small payment on behalf of the guest, e.g. taxi fare and fl ower, the cashier 

prepares a paid-out voucher (Fig. 4.29).

Indian Hotel23874

Room No. Date

Sl. No. Particulars Remarks

Guest’s
signature

Name of Guest

Rupees in words

Audited byAuthorized byPrepared by

Paid Out Voucher

Fig. 4.29 Paid-out voucher

Miscellaneous Charge Voucher

Guests’ miscellaneous charges may include the following:

Shoe Shine

Health Club

Barber Shop

Indian Hotel
Miscellaneous Charge Voucher

23874

Room No. Date

Particulars Amount

Signature

Name of Guest

Rupees in words

Signature of guest

Fig. 4.30 Miscellaneous charge voucher
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Beauty Parlour

Pastry Shop 

Postal Charges

Antique Shop

Figure 4.30 shows a miscellaneous charge voucher.

Allowance Voucher

When a guest is given an allowance for accommodation, telephone charges, and overcharges or for un-

satisfactory services, an allowance voucher is prepared by the staff of concerned department, authorized 

by the departmental head. The voucher is sent to the front offi ce cashier for posting to the guest account. 

Figure 4.31 shows allowance voucher.

Indian Hotel
Allowance Voucher

23874

Room No. Date

Particulars Amount

Name of Guest

Rupees in words

Signature of guestAuthorized byPrepared by

Fig. 4.31 Allowance voucher

 SAFE DEPOSIT LOCKER
In a hotel, the management advises the guest to keep their valuables in the lockers for safekeeping. All 

hotels have safety lockers of various sizes as per the need. Safety locker is a facility provided by the 

hotels wherein the guest can keep the valuables and important documents safely. The safety locker is 

located in a safe place and the locker room key is handled by the front offi ce cashier. Some lockers have 

only one key which is handed over to the guest. Some hotels have double custody lockers, where one 

key is handed over to the guest and the other key is retained by the cashier. These keys are not duplicate. 

The lockers may be locked by the guests’ key, but to open the lockers both keys are essential. Depend-

ing on the house policy, hotels may or may not charge for the lockers. Nowadays, in many hotels safety 

lockers are being provided in guest rooms with the facility of combination lock. Guests can have their 

own combination.

Allocating Lockers to the Guest

The locker keys are arranged in a key board according to the locker numbers, looking at which the ca-

shier can identify the vacant lockers.
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 1. The cashier looks for an empty locker.

 2. The safety locker registration card is handed over to the guest to fi ll in.

 3. The cashier writes down the locker number on the card.

 4. The guest is asked to sign on the card.

 5. The locker key is handed over to the guest and the card is kept in the appropriate rack as per 

number.

Surrender of Safety Locker Key

(At the guest’s demand or at departure)

 1. The cashier asks for the key of the locker from the guest.

 2. The guest is requested to open the locker and take out the valuables.

 3. The guest signs an acknowledgement of receipt of the articles and returns the locker and key to 

cashier.

Indian Hotel
Kolkata Locker No. ____________

Name ____________________________________ Room No. _____________

Permanent Address: _______________________________________________

________________________________________________________________

__________________________________________________

________________________________________________________________

Authorized Signatures

________________________________________

________________________________________

Date ______________________ Key Delivered by __________________

Note: I/We shall not hold the management of the hotel liable for any loss,
theft or of shortage in the contents of the locker which is being used by
me/us exclusively.

Front Side

Back Side

Record of Locker Opening & Closing

Date Time Signature FO Cashier

Fig. 4.32 Safe deposit locker card
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 4. Certain guests may request to retain the locker while they proceed on business tour and come 

back later. In such cases, the front offi ce manager authorizes and makes a note on the locker key 

card and the guest is made to sign on the reverse side of the card. Then the guest is allowed to 

lock the locker.

A charge as per the policy of the hotel is imposed on losing the safe deposit locker key. The man-

agement takes necessary care of the valuables kept in the safe deposit, yet the management will not be 

responsible for any loss or theft or shortage in the contents of the safe deposit box which is being used 

by the guest exclusively.

 PAYMENTS

Cash Payment

In-house guest can settle their hotel bill in cash, traveller’s cheque or foreign exchange. If the amount 

exceeds 25 thousand rupees, then the guest has to give the PAN (permanent account number).

Reason

The purpose is to provide guest with the convenience of settling bills in foreign exchange/Indian ru-

pees.

Procedure

 1. In case of payment by foreign currency, the FOA has to print-out an encashment certifi cate and 

adjust the whole amount towards his room bill. While accepting the cash, the FOA should count 

the currency correctly and return the exact balance.

 2. In case of a foreigner/NRI wanting to settle the bill with Indian currency, the encashment certifi -

cate for the currency must be updated and copy of the same taken.

 3. While accepting a demand draft and company check (should be authorized by the credit manager 

or duty manager), the FOA should check for date, hotel name, amount in words, as well as in 

fi gures and signature of company personnel or bank’s authorized signatory.

It is important to remember the following points:

Count the cash properly

Check the fi nal bill amount

Type of foreign currency

Denomination of the currency

Correct rate of conversion

Return the correct balance to guest

While accepting cash payment/traveller cheque/demand draft or company cheque, the fi nal amount 

should be checked, the cash to be counted twice and correct balance returned to the guest. In case of 

company cheque, it is only to be accepted if authorized by the hotel’s credit’s manager.

Credit Card Payment

The hotel accepts all the major credit cards issued by the various national as well as international 

banks.

Reason

The purpose is to provide a smooth and convenient service for the guest through credit card.
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Procedure

 1. The cashier must check the type of credit card; verify its acceptance in terms of credit limit 

known as fl oor limit, name of the cardholder, validity of credit card and signature on reverse of 

the credit card. After that, process the charges in EDC (electronic data capture machine). Ensure 

using the correct charge slip and verifying the signature of guest from the credit card. Then, the 

cardholder copy is to be given to the guest along with the hotel bill and other copy of the charge 

slip are to be attached with the folio.

 2. In case if there is any problem in verifi cation of card (e.g., Do not honour, expired card) politely 

request for a new card from the guest.

 3. At the time of check-out, verify if the guest would be paying by the same card, which he gave at 

the time of check-in.

 4. In case of authorization is taken from the credit card company, then card is to be processed on the 

off-line mode with approval code and bill amount fed in.

 5. Verify signature of the guest on the EDC slip with the signature on the back of the card.

Foreign Exchange Payment

Foreign/NRI guests staying in the hotel are allowed to change foreign currencies and travellers cheque. 

Foreign currencies are changed at the front desk by the cashier whose specimen signature has already 

been sent to the RBI (Reserve Bank of India). For each transaction of money change, the cashier has to 

issue an offi cial encashment certifi cate, which is valid for three months from the date of issue.

Reason

The purpose is to provide foreign currency/traveller’s cheque encashment facility within the hotel prem-

ises for the in-house guests.

Procedure

 1. Check the name of currency and its form, i.e. cash or TC.

 2. Check the denomination of currency.

 3. Currency exchanged should not be torn or soiled.

 4. Check for the rate given against that currency.

 5. Count twice while accepting foreign currency.

 6. Print encashment certifi cate; get it duly signed by the guest. Give one copy to the guest along with 

the money. Sign  and attach the second copy with currency.

 7. If travelers cheque of foreign currency is being converted, then request the guest for counter 

sign on the TC and match it with guest’s signature on the TC, which are done at the bank and his 

passport.

 8. Enter all foreign currency/TC certifi cate in RLM (restricted legal money) register and tally with 

the total of all rupee equivalents.

Foreign currency/traveller check to be exchanged for only house guests as per exchange rate appli-

cable against the given currency with certifi cate of conversion duly signed by the guest.

Travel Agent Payment

The hotel gives credit facility to IATA approved travel agents, who are on the credit list of the hotel. 

The settlement in this case is by the voucher, which is exchangeable for the facilities and the services 
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mentioned on the same. The hotel as per the agreement with the travel agent will then claim the payment 

from them accordingly.

The purpose of this policy is to facilitate the payment of the guest booked through travel agents, 

which is mainly done on voucher.

Procedure

 1. The travel agent voucher is checked for the valid dates and meal plan.

 2. The voucher is also checked for the credit status in the hotel with the credit department.

 3. The voucher is also verifi ed whether the voucher is a confi rmation of the reservation or has a 

monetary value.

 4. In case the travel agent is not on the hotel credit list, then the travel agent has to deposit an ad-

vance before the arrival of the guest/group. In case the payment is in the form of check, then the 

same has to be approved by the credit manager.

 5. Only after ascertaining the above facts, the front desk assistant will accept the voucher of the 

travel agent for the services mentioned.

The voucher is checked against date, number of rooms, number of pax, and the meal plan mentioned 

on it. In this mode of settlement, the extra charges are settled directly by the guest.

Bill to Company

The credit is given to a selected group of companies or guests, who have established a record of good 

fi nancial credentials and a long association with the hotel. In this case, the guest can sign the bill which 

is later sent to the company for settlement. The company needs to send a letter, to the reservations section 

asking for the credit facilities for the guest.

Reason

The purpose of this is to provide convenient settlement of bills for the guest’s of those companies whose 

credit is approved by the credit department.

Procedure

 1. If a guest on check-in informs that the company will settle the bill for the stay, a note should be 

made of the same. Also, the FOA must check if the said company is on the units’ credit list from 

the company profi le.

 2. In case the company is not on the credit list, the DM should be informed to come and speak with 

the guest.

 3. In case the company is on the units’ credit list, then the FOA must check on the correspondence 

of the booking in the reservation fi le and check for any instructions in the correspondence.

 4. In case there is no information regarding the billing instructions from the company, then the FOA 

must request the reservations to follow up on the full bill letter from the company. The guest must 

also be requested, if he can get the company to send written instructions regarding his bill settle-

ment at the hotel.

 5. Above follow-up needs to be kept on the reception handover, to ensure regular follow-up is done 

for the billing instructions with the reservations and the company.

 6. A follow-up must be maintained and in case of any changes after interacting with the company, 

the guest must be informed immediately regarding the same i.e., in case the company is not going 

to settle the full bill or a partial bill.

For settlement of hotel bill by the company, the company letter should be received. Only companies 

on the hotel credit list are allowed to settle bills of their guest at the hotel by this mode. Exception to the 

above rule is authorized only by the GM/FOM/sales manager of the unit.
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Bill on Hold

As the name suggests, bill on hold indicates the bill not yet settled, the reason being numerous factors 

such as a skipper, bill to company letter not received, guest disputes for hotel expenses, etc. In such 

cases, the bill has to be transferred to bill in hold mode with the approval of the GM/ EAM/ FOM or the 

DM.

Purpose

The purpose of this policy is keep bills on hold for that guest who has dispute in charges or billing in-

structions.

Procedure

 1. When the guest leaves the hotel without settling the bill because of the above mentioned factors, 

then check out are shown without the settlement.

 2. In these cases, the bill is transferred to a dummy room and held for investigation for payment.

City Ledger

City ledger records accounts that do not belong to resident guests of a hotel. At the check-out time, if the 

resident guest’s account is not brought to a net outstanding of zero, then whatever amount is outstand-

ing balance, the same is transferred from the guest ledger to the city ledger (Guests settling through 

credit card and guests whose bills are to be settled by companies, travel agents, airlines etc.). In other 

words, city ledger is a debtor’s ledger. Apart from these, city ledger will also record bad cheques account 

(bounced cheques of guests), skippers’ account, disputed bills account, and retention charges account.

Allowances

It is the policy of the hotel that allowance entries under this classifi cation are made to record rebates 

to the guests on room rates, food and beverage charges, telephones as per the guest entitlement due to 

contracts or agreements, guest dissatisfaction as well as to rectify incorrect entries.

Purpose

The purpose of this policy is to produce a correct bill folio for guests in order to ensure a smooth check 

out as well as to maintain record that are in compliance of the rules and regulations.

Procedure

 1. Once the guest approaches the counter and advises of his intentions to check-out, check the bill-

ing instructions.

 2. Entries for the contractual allowances as mentioned in the remarks column must be made cor-

rectly before presenting the bill to the guest.

 3. The FOA should also do a cursory look at the bills to fi nd any glaring mistakes in the bill and take 

action immediately.

 4. In case of any dispute amounts to the authorized limit, the FOA is authorized to take a decision 

and allowance the amount depending upon the guest profi le, the nature and genuineness of the 

complaint. This, however, has to be ratifi ed by the DM at a later stage on the allowance vouch-

er.

 5. For amounts above the prescribed limit, the DM must be called and he/she must take a decision 

based on good judgment, and advise the FOA to suitably pass an allowance, if required.

 6. He/she then fi lls in the allowance voucher legibly and neatly, and provides detailed explanation 

of the reason for the allowance. It is very important that the explanation is accurate and detailed, 

in order to avoid any doubts at a later stage with regard to internal or external audit.
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 7. Obtain signature of the DM, who is the person accountable, and thus must make sure that the 

details and the explanation is in order.

 8. Approved support document for the rebate/allowances are to be attached with folio, along with 

the fi rst copy of the allowance voucher.

Standard

Prior permission and authorization must be obtained from the DM for the allowances to be 

deducted except for the contractual ones.

All allowances must have a corresponding allowance voucher and the voucher number must 

be mentioned in the appropriate column in the system.

In case of FHRAI card discount, please refer to policy on FHRAI cards.

Foreign Exchange 

Currency 

The money in general use in a country and any other commodity (cheque, traveller’s cheque, draft, etc.) 

used as a medium of exchange. 

Foreign Currency (money or medium of exchange of a foreign country) 

There are no restrictions on the amount of foreign currency in any form a tourist may bring to India, 

provided he or she makes a declaration in the currency declaration form given to him on arrival. This 

will enable the tourist not only to exchange the currency brought into India but also to take the unspent 

currency out of India on departure. Cash, bank notes and travellers cheques up to US $1000 or equivalent 

need not be declared at the time of entry. 

Exchange of Currency 

Any money in the form of traveller’s cheques, drafts, bills, cheques, etc. which tourists wish to convert 

into Indian currency should be exchanged only through authorized money changers and banks who will 

issue an encashment certifi cate. This certifi cate is required at the time of the reconversion of any unspent 

money into foreign currency. Tourists are warned that changing money through unauthorized persons is 

not only illegal but also involves the risk of the receiving counterfeit money. Exchanging foreign money 

other than through the banks or authorized money changers is an offence under FEMA. Tourists are 

advised to get an endorsement on the currency declaration form or to get a certifi cate from authorized 

dealers while encashing their travellers cheques. This would also facilitate the re-converting the residual 

Indian currency at the time of departure. No Indian currency can be brought in or taken out of the coun-

try. This restriction does not apply to rupee travellers cheques. Banks abroad do keep Rupee balances 

with their agents in India and a recognized procedure for them to draw upon these balances is to issue 

rupees travellers cheques to intending tourists. Person holding currencies or travellers cheques which 

are not included in the currency declaration form furnished on arrival will not be permitted to take such 

currency or cheques out of India without the written permission from the Reserve Bank of India. 

Import and Export of Currency 

Indian currency notes and coins are not allowed to be imported into the country or exported out of the 

country. 

There is no limit of foreign currency notes, coins, drafts, traveller’s cheques, etc. that can be im-

ported to the country, but their export should not exceed the amount brought in and declared to customs 

on arrival. 

There is also no limit of currency brought in the form of travellers cheques from any foreign land, 

but for export the rule is same as that of foreign currency notes or drafts. 
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Foreign Exchange Management Act 

The main provisions of FEMA related to hotels are: 

All payments due from foreigners as well as Indians resident abroad should be received in 

foreign exchange. 

Foreign exchange should be in the form of the Sterling Pound, US dollars or travellers 

cheques. These currencies or any other convertible currencies may be accepted if the hotelier 

is confi dent of being able to sell such currency to any bank in India, authorized to deal in 

foreign exchange. 

A placard should be displayed prominently at the counter by every hotel informing the for-

eigners that they should pay their bills in foreign exchange. 

The bills presented to the foreigners and the receipts issued to them should bear distinct se-

rial numbers and should preferably be of a different colour so that they can be distinguished 

from other stationery. The bills should state clearly that the payment has to be made in for-

eign exchange and the receipts should indicate that it was received in foreign exchange. 

To enable all hotels, irrespective of size, tariff or categorization including hotels not ap-

proved by the department of tourism, to accept foreign exchange, the Reserve Bank of India 

has issued licenses. Under the Act, the Reserve Bank of India can inspect the books of ac-

counts of the hoteliers. 

Bookings received on behalf of foreigners through travel agents, airlines, etc. should clearly 

indicate that they have received the payment in foreign exchange. 

Foreigners should not be inconvenienced to fi ll in any additional forms by the hotels. 

In case where the foreigner insists on payment in Indian rupee, the hotel management may 

accept such payment during the initial period and inform the Department of Tourism, New 

Delhi, immediately. 

Notwithstanding anything contained above, the money in Indian rupees may be accepted 

from and on behalf of foreigners referred to in ‘Annexure A’. 

Exempted Categories 

Annexure A (persons exempted from paying in foreign exchange) 

 1. All Indian nationals resident in India. 

 2. Accredited diplomats, foreign employees and foreign offi cial guests of diplomatic missions in 

India, including offi ces of the United Nations and other international organisations. 

 3. Foreign nationals employed in India. 

 4. Nationals of Bulgaria, North Korea, Hungary, Poland, Romania, Russia and Yugoslavia. 

 5. Employees of IATA member airlines including their fl ying crew, the transit passengers and inter-

line passengers who have to be accommodated at the expense of such airlines under IATA regula-

tions.

 6. Employees of shipping companies who are specifi cally authorized to make payments in Indi-

an rupees, by the Department of Tourism or by the appropriate ministry of the Government of 

India.

 7. Foreign nationals invited to India and staying as guests of the government of India or of the 

state government or any department of the Central or state governments, or any other authority 
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or company owned by, controlled or managed by the government or any other public Limited 

company, engaged in manufacture of, or commerce in any goods exportable from the country. 

 8. Nationals of Bhutan, Nepal and Bangladesh. 

 9. Any person on whose behalf special permission for hosting has been obtained by any Indian 

company or organisation from the appropriate government department or ministry. 

Performa to be filled in by the guest of non-exempt categories who insist on payment of their
hotel bills in Indian currency.

Name and address of hotel: _______________________________________________________

______________________________________________________________________________

______________________________________________________________________________

Name of guest: _________________________________________________________________

______________________________________________________________________________

Nationality: _____________________________________________________________________

Passport number: ______________________ Date and Place of Issue: ____________________

Occupation: __________________________________

Place and date of expected departure from India: ______________________________________

Hotel bill number: ________________________ Amount: _______________________________

Period of stay in Hotel: ___________________________________________________________

The reason for payment in Indian currency (if foreign currency has been encashed elsewhere, the

full particulars of the amount encashed, receipts and the name of establishment)

:

_____________________________________________________________________________

Permanent home address: ________________________________________________________

______________________________________________________________________________

Date: _______________________________ Signatureof guest : _________________________

Remarks of the hotel: ____________________________________________________________

_____________________________________________________________________________

_____________________________________________________________________________

To be submitted to the government of India, Tourism Department, Travel Trade Division,

Transport Bhawan, Parliament Street, New Delhi -1 in duplicate.

F.X.A

Fig. 4.33 Foreign exchange—Annexure A
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Fig. 4.34 Foreign exchange—Annexure B
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F.X.C.

Total amount earned from foreign tourists during the month (a+b) + (c+d) Rs. ____________ of

the amount, please indicate the breakdown as under:

a. The amount received from tourists in foreign currency and deposited in a bank :

Rs.______________

b. Foreign exchange earned from tourists to bookings, travel agents etc:
Rs._______________

Sub-total (a+b) Rs. ______________________

c. Amount received in rupees from exempted categories of the guests with reference
to vide Annexure 'A' of the circular of this department reference number 6-THI (6) 72.
dated 1st November 1972 (as amended from time to time) Rs. _______________

d. Amount received from non-exempted categories of guests who insisted on paying
in Indian currency. Rs._________________________

Sub-total (c+d) Rs. ______________________

Total number of bed nights sold during the month.

Percentage of foreigners who paid their bills in foreign exchange.

Fig. 4.35 Foreign exchange—Annexure C

Indian Hotel

(Valid for three months from the date of purchase of foreign currency)
RBI License No.: CA/MP/59-94

Encashment Certificate

Serial No. 54673 Date _________________
We hereby certify that we have purchased today foreign currency from _______________
______________ holder of passport no. ___________ Bill No. _____________________

Nationality ________________ and paid rupee equivalent as per details given below:

Details of Foreign Currency Notes/Coins/Travellers Cheques Purchased

Currency Purchased
(indicating clearly notes/
coins and travellers
cheques separately)

Amount Rupee
Equivalent

Stamp and Signature of Authorized
Official/Money Changer

( 1 ) ( 2 ) ( 3 ) ( 4 )

Notes / Coins

Travellers Cheques

Rs.

Note : This certificate should be preserved by the holder to facilitate reconversion of the
rupee balance, if any, into foreign currency at the time of departure from India.

Production of passport need be insisted upon only while encashing travellers cheques
tendered by non-residents.

Guest Signature Stamp & Signature

Dated:______________

Fig. 4.36 Encashment certifi cate
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 FRONT OFFICE ACCOUNTING
Front offi ce accounting or cashiering is one of the most important functions of the front offi ce de-

partment. At the pre-arrival stage of the guest, the accounting system collects information on advance 

payment and billing instructions of future guests. On check-in, it documents the room rates and taxes 

applicable. During guests’ stay, it tracks various purchases made by the guests at various outlets. At the 

time of check-out, it ensures payments for various services availed by the guests. The main functions of 

the front offi ce cashier are as follows: 

a. Creates and maintains records of guest and non-guest accounts.

b. Ensures control over various guest and non-guest accounts and cash and non-cash transactions.

c. Records settlement for all goods and services provided.

Guest Account

It is a record of fi nancial transactions which occur between a guest and the hotel. It is created at the time 

of guest registration or when a guest guarantees a reservation. During the guests’ stay in the hotel, the 

front offi ce records all transactions affecting the balance of a guest account.

Non-Guest Account

A hotel may extend in-house charge privileges to local business or agencies for promotion or to groups 

sponsoring meetings at the hotel. The front offi ce creates non-guest accounts to track all these transac-

tions. They are also called house accounts or city accounts. They are also created when a guest fails to 

settle the account at the time of departure.

Folios

The front offi ce transactions are recorded on the account statements which are called folios. A folio is a 

statement of all transactions (debit or credit) of a single accounting head, which when created starts at 

zero and at the time of guest departure, the balance should be returned to zero through various methods 

of payments. The recording of transactions onto the folio is called posting. There are four different types 

of folios:

a. Guest Folio: These are accounts of individual person of guest rooms and are also called Bill 

Folio.

b. Master Folio: These are accounts of more than one person or guestrooms and are usually main-

tained for groups.

 c. Non-Guest Folio: They are also called semi-permanent folio and are the account of non-guest 

business or agencies with hotel charge purchase privileges.

 d. Employee Folio: They are the accounts of various employees with charge purchase privilege, 

and not always handled by the front offi ce.

Additional folios are also at times created by the front offi ce on special request of guests. Company-

sponsored guests at times request for a split folio, one to record expenses to be paid by the company and 

the other to be paid by the guest. In that case, a folio is opened for the posting of room charges and taxes 

and all such charges to bourn by the sponsoring company, called the Room Folio or A-Folio. Another 

folio is opened for other charges like food, beverage, telephone, laundry, etc. to be paid by the guest, 

called Incidental Folio or B-Folio.
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Vouchers

A voucher is a detail of transaction that has to be posted on to the folio. They are created at the source of 

transactions, e.g. at the restaurant, gift shop, laundry, fi tness centre, etc. Various bills that are created at 

different point of sale are called vouchers at the front offi ce. Some vouchers which are used in the front 

offi ce accounting are cash vouchers, charge vouchers, transfer vouchers, allowance vouchers, correction 

vouchers and paid out vouchers.

Ledgers

A ledger is a summary grouping of accounts. The front offi ce ledger is a collection of front offi ce account 

folios. These are part of accounts receivable ledger. The accounts receivable ledger is subdivided into 

guest ledger (for guest receivable) and city ledger (for non-guest receivable).

Guest Ledger: It refers to the set of guest accounts of the registered hotel guests who have made 

advance payment. Guest’s fi nancial transactions are recorded onto guest ledger accounts to assist in 

tracking guest account balance. The guest ledger is also called Transient Ledger, Front Offi ce Ledger or 

Room Ledger.

City Ledger: It is also called Non-Guest Ledger and is a collection of non-guest accounts. If a guest 

account is not settled at the time of check-out, the guest’s folio balance is transferred from guest ledger to 

city ledger for follow-up and collection at a later stage. At the time of this accounts transfer, the respon-

sibility for collection is transferred to the accounting division. It contains credit card payment account, 

direct billing account and accounts of past guests due for collection.

Charge Privileges

At the time of check-in, a guest is required to present a direct billing authorization or an acceptable credit 

card. In computerized system, credit is established at the time of reservation when an advance is paid by 

the guest to confi rm the room booking. After obtaining the card number and expiry date of credit card, 

information is sent to the credit card company with a request for an amount guarantee. Then the guest is 

authorized to make credit purchases. The purchases made by guests are communicated to the front offi ce 

from the point of sale for proper account posting. Guests who pay cash for accommodation at the time of 

registration or are being asked to do so (advance payment) are generally not extended charge purchase 

privilege. They are called Paid-in-Advance or PIA guests. The PIA guests are given a no-post status. No-

Post Status accounts are those accounts to which credits are not accepted. For a no-post status guest, the 

point of sale or revenue centre cashier asks the guest to settle the bills directly in cash.

Cash Control

The term cash includes coins, currency notes, travellers cheques, bank cheques, foreign currency and 

foreign travellers cheques. In small hotels, only one person handles the cash. He alone receives the cash 

and makes the payment. In large hotels, the cash is received by various departmental cashiers. Once in a 

day, all the cash received by the departments are collected at one point which is known as the Cash Of-

fi ce. It is headed by chief cashier or general cashier. The operations of cash department are to deposit the 

daily collection into the bank, withdraw cash from bank and make petty cash payments, to issue cheques 

to all suppliers and creditors and to pay salaries and wages in both cash and cheques.

From the control point of view the cash can be divided into two groups – Incoming Cash and 

Outgoing Cash.
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Incoming Cash

The money received in any form, either by the chief cashier or the departmental cashiers. The following 

are the sources of incoming cash:

Receipt from resident guests (guest ledger) and old debtors (city ledger)

Receipt from the sale of food, beverage and various services

Advance from prospective guests

Rentals from concessionaires

Sundry receipts

The cash is received by various departmental cashiers and the chief cashier. Cash is always received 

on issue of money receipt. The money receipt books are issued to the cashier by the controlling offi cer 

and it is ensured that each money receipt, which is serially numbered and has duplicate copies, is ac-

counted for. The departmental cashiers are supposed to record each receipt in the departmental cash 

book/sheet and deposit the day’s collection with the chief cashier every day. The general cashier main-

tains the main cash book and deposit in the bank the total collection on daily basis. He is not authorized 

to spend any amount from the collection. Payments are always made from the cash withdrawn separately 

from the bank.

The transactions and operations in respect of the incoming cash are continuously monitored and 

checked by a controlling offi cer of the accounts department or internal audit. The checklist for incoming 

cash is as follows:

a. Check whether receipt books in use are issued from a central point and that no money receipt is 

missing.

b. In case of cancelled receipt, the original copy is affi xed to the duplicate copy.

c. Check the entry of each money receipt in the cash book; where sales summary sheets are main-

tained, check the entry of each cash check.

d. Check the total of cash books and sales summary sheets.

e. Check occasionally the fl oating cash/imprest of cashier without notice.

f. Verify the cheques received, whether they are complete in all respect and received from the par-

ties who are on the cheques-list.

g. Check each foreign exchange voucher; whether the rates for money changing have been correctly 

applied and the calculations are correct.

h. Verify with the bank pay in slips; whether the total money collected are deposited are credited to 

the bank account. 

Outgoing Cash

It means the payment of cash, cheques and drafts. The suppliers and creditors are paid through cheques. 

Small payments are made out of petty cash imprest. Salaries are paid in cash, while senior staff mem-

bers’ salaries are paid by cheques. Petty cash imprest is recovered by way of withdrawal from the bank. 

There are two cash books which are maintained – Petty Cash Book and Main Cash Book. All payments 

are daily recorded in the relevant cash book. The check-list for control of outgoing cash is as follows: 

a. Check whether each payment is supported by a voucher duly approved by the appropriate author-

ity.

b. Verify whether every payment is supported by a separate receipt or the payment voucher is signed 

by the payee for having received the payment.

c. Check the entries in the cash book and the totals.

d. Check the physical balance in the petty cash imprest.
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e. Prepare the bank reconciliation statement every month to ensure that the cheques issued are cor-

rectly debited by the bank.

Credit Control

There are two types of credit facilities provided in hotels. The resident guests are ordinarily allowed 

credit as long as they stay. These guests pay the bills only at the time of departure. There is yet another 

type of credit facility under which the guests may not pay the bills even at the time of departure. Such 

bills are subsequently paid by the travel agents, airlines and/or any other establishment who authorize or 

sponsor the stay of such guest. The credit control measures in dealing with guests who are supposed to 

make direct payment at the time of departure are as follows:

a. In case the guest arrives without prior reservation and has scanty baggage or no baggage at all, 

he/she should be asked to make an advance payment.

b. Every hotel has credit limit for guests (known as the House Limit) with instructions of direct pay-

ment. If the guests bill exceeds the credit limit or if the guests account shows unusual accumula-

tion of credit, the guest should be asked to pay an advance/deposit till the fi nal payment of bill on 

departure.

c. Every voucher or check raised by various sales outlets for services rendered to the guest must be 

signed by the concerned guest as a token of having received service on credit.

d. Cash advance or paid outs should be extremely restricted.

e. Personal cheques should never be accepted without the proper authorisation from GM/RM/credit 

manager.

The control measure in respect of extending credit to travel agents, airlines and various other con-

cerns that authorize the stay of their clients are as follows:

a. There should be a comprehensive credit list. Every organisation who wants to be on the credit 

list of the hotel must pass through the necessary scrutiny as to their fi nancial standing, business 

prospect with the hotel, etc. The IATA approved travel agents should only be allowed credit. In 

case of airlines, members of world bodies in the airlines should be allowed credit.

b. Whenever credit is allowed to the guest or clients of parties on the credit list, there should be 

proper authority letter, travel agent’s voucher or airlines voucher authorizing the credit and the 

bill should be for those services which are specifi cally authorized. Extras should be collected 

from the guest at the time of departure.

c. Credits allowed to various parties should be properly followed up for timely recovery and their 

credit worthiness should be periodically assessed.

Credit Monitoring

The front offi ce monitors guest and non-guest accounts to ensure that they are within the permissible 

credit limit, by the credit card companies for credit cards and by the management of the hotel for the 

charge privileges extended to the guest. Though fl oor limits are set by the credit card companies, the 

front offi ce still need to take approval on the credit cards from the credit card company, if fl oor limit 

exceeds. All accounts with other approved credit arrangements are subject to limitations established by 

the front offi ce. These internal credit restrictions are called house limits. When an accounts approaches 

credit limit, it is called a high risk or high balance account. These are notifi ed by the night auditor and 

further credit is not accepted to these accounts unless the situation is resolved. In case of the accounts to 

be settled by credit cards, if the account approaches the fl oor limit or crosses it, then the front offi ce may 
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ask the credit card company to authorize additional credit, or request the guest to make a partial payment 

to reduce the outstanding account balance.

Tracking Transactions

A transaction initiates accounting activity in the front offi ce accounting system. Proper posting proce-

dures depend on the nature of transaction and its monetary value. Different types of transactions have 

different effects on the on the front offi ce accounting system. Each type of transaction is communicated 

through a different voucher to the front offi ce. Various transactions are as follows:

1. Cash Payment: Cash payments are made at the front offi ce either to decrease the balance of ac-

count, to settle an account or to prepay accommodation (advance payment). Cash payments made 

are credited on the proper folio and the front offi ce uses a cash voucher to support such transac-

tion. When cash is paid for any goods or services purchased at a location other than the front desk, 

no entry is made on the account folio. That particular account is created, increased, settled and 

closed at the point of sale.

 2. Charge Purchase: A charge purchase represent deferred payment transactions, which means the 

guest (buyer) receives goods and/or services from the hotel (seller) but does not pay them at the 

time they are provided. A charge purchase transaction (debit) increases the outstanding balance 

of an account. When the transaction does not take place at the front desk, it is communicated for 

proper posting by means of a charge voucher or an accounts receivable voucher. Ideally, a charge 

voucher should bear the signature of the guest, which acts as a token of acceptance of services or 

goods by the guest.

 3. Account Correction: An account correction transaction rectifi es a posting error on a folio. An 

account correction is made on the same day the error is made, before the close of business, i.e., 

before the night audit is done. An account correction may increase or decrease the outstanding 

balance of an account, depending on the error. A correction voucher is used to document an ac-

count correction transaction.

 4. Account Allowance: Account allowance is involved in two types of transactions. One is given 

for poor services rendered by the hotel and; the other one is given for correction of posting error 

detected after the close of business, i.e., after the night audit is done. Such an error is separately 

entered in the accounting record of the appropriate revenue centre and thus corrects the same. An 

accounting allowance is documented by the use of an allowance voucher and it normally requires 

an authorization by a managerial staff.

Indian Hotel

23488 Correction Voucher

Date:

Name: Room No:

Explanation:

Amount: Ref No:

Cashier: Authorized by:

Fig. 4.37 Correction voucher
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Indian Hotel

45787 Allowance Voucher

Date:

Name:                                                                 Room No:

Explanations Amount

Approved By                                                          Signature

Fig. 4.38 Allowance voucher

 5. Account Transfer: This involves two different accounts. This operation is supported by a 

transfer voucher and it reduces the balance of the original folio and increases the balance of the 

destination folio. This situation may arise when one guest offers to pay a charge posted to another 

guest’s folio. An account transfer may also occur when a departing guest settles his account by 

using the credit card. Here, the outstanding balance is transferred from guest account to non-guest 

account i.e., in the city ledger.

 6. Cash Advance: Cash advance is a transaction that refl ects cash fl ow out of the hotel. It is a debit 

transaction as it increases the outstanding balance of an account. It is supported by cash advance 

voucher and when paid on behalf of a guest, then it is supported by a paid-out voucher (Visitors 

Paid Out, VPO). For cash advance or paid outs, guests are asked to sign on the paid-outs vouchers 

(Refer to the format provided in the section on Identifi cation of Various Vouchers).

Front Offi ce Cash Sheet

Since the front offi ce is responsible for handling cash transactions of guest and non-guest folios, proper 

procedure and control is required to be established. The front offi ce cash sheet is a document that enlists 

the receipt and disbursement of cash. The cash sheet is used to reconcile cash at hand at the end of the 

day/shift with document transaction of the day/shift. The various transactions that are recorded on the 

cash sheet are the settlement amount on departure of a room, advance paid by a guest at the time of reg-

istration and various paid-outs given to guests or on behalf of the guest.

Cash Banks

A cash bank is an amount of cash given to a cashier in order to make handling of various transactions 

easier. Only one person, who signs for it, has access to the cash bank and is solely responsible for it. At 

the end of the shift, the cash bank amount is separated out and the remaining cash is deposited. Monetary 

differences between the money placed in the front offi ce cash envelope and cashier’s net cash receipt 

is noted on the envelope as overages, shortages or due backs. Net cash receipt is the amount of cash, 

cheques and other negotiable items in the cashier’s drawer minus the initial cash bank plus the paid-outs 

e.g. value of cash, checks and other negotiable items in the cash box (Rs 50000)  Initial cash bank 
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(Rs 5000) + Amount of Paid-outs (Rs 2000) = Net cash receipts (Rs 47000). Due back occurs when a 

cashier pays out more than the amount received as cash bank, and there is not enough cash in the drawer 

(the reason being the acceptance of many checks and large bills of companies and travel agents) to re-

store the initial bank. (Due Backs are also known as Due Bank.)

Indian Hotel
Cash Sheet

Cashier_________________________ From__________ To__________ (time) Date_____________

Cash Receipt Room No. Cash Disbursement

Misc.
City

Ledger
Guest
Ledger

Paid on
Account

Paid in
Advance

Departure

Folio
No.

Name Explanation Room
No.

Guest
Ledger

City Ledger
or Misc.

Fig. 4.39 Cash sheet

 NIGHT AUDIT 

Hotels operates round the clock, non-stop. So a system must exist to review the accuracy of the account-

ing records which can be classifi ed as of guest and non-guest. An audit process is meant to fulfi ll this 

need. The audit is a daily review of guest account transaction recorded at the front desk against revenue 

centre transactions. This routine work guarantees the accuracy, reliability and thoroughness of the front 

offi ce accounting. The front offi ce audit also includes non-guest accounts. A successful audit helps in: 

Balancing guest accounts 

Balancing non-guest accounts 

Preparing accurate account statements 

Maintaining appropriate account credit monitoring 

Timely preparation of reports 

The front offi ce audit is normally called the night audit, hotels generally perform it during the night. 

During late evening or night most of the hotel outlets, if not all, are closed and allows the audit jobs to be 

performed without any hindrance. The daily charging period of hotel is the hotel day or otherwise called 

accounting day. The night closes the books on one hotel day and opens on the other. 
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Importance of Night Audit

The night audit is the control process whereby the fi nancial activity of guests’ accounts are maintained 

and balanced. This process tracks charges and payments (debits and credits) and the departmental re-

ceipts and charges, on a daily basis. This working defi nition encompasses not only the mechanical proof-

ing of totals of charges and payments but the further review of account activity by the management . The 

front offi ce manager will be able to monitor the credit activity of guests, project daily cash fl ow from 

room sales and monitor projected and actual sales for the various departments.

Learning the process of the night audit can provide valuable information for someone who plans to 

continue in the hotel industry. It will also provide the necessary objective overview to evaluate the hotel’s 

fi nancial activity. Students will become aware of the role of the general manager, as the night audit allows 

a review of all the fi nancial activity that takes places in a hotel in one day. Based on that review, the 

general manager must determine how it should be adapted to meet the expenses and profi t goals for the 

accounting period. It also allows the general manager to see if marketing plans and operational activities 

have accomplished their stated profi t goals. The night audit provides insight into how each department 

must be monitored to produce an acceptable income statement. It pulls together the plans and operations 

of a hotel on a daily basis, not just at the end of an accounting period. Ultimately, the night audit allows 

general managers to make good fi nancial decisions based on current and cumulative data.

Functions of the Night Audit (Night Auditor) 

The night audit is concerned with the following functions: 

Verifying posted entries to guest and non-guest account 

Balancing all front offi ce accounts 

Resolving room status and the discrepancies 

Monitoring guest credit limits and identifying high balance accounts 

Producing operational and managerial report 

The night auditor should be familiar with accounting details, the operational procedure and the 

guest credit restrictions. The night auditor prepares a daily summary of cash, cheques and credit card 

transactions that occurred at the front desk. He also prepares various operating statistics like occupancy 

percentage, room revenue, etc. All these data refl ect the front offi ce’s fi nancial performance of a day. The 

night auditor summarizes and reports the results of operations to the front offi ce manager and these data 

are used to prepare various statistical analysis.

Establishing ‘End of Day’ 

Front offi ce department of a hotel must decide a time which is considered to be the end of its accounting 

day or hotel day. An ‘End of Day’ is simply an arbitrary stopping point for the business day. The front 

offi ce must establish an End of Day so that the audit can be considered complete through a specifi c and 

consistent point of time. Usually, the closing time of various revenue producing outlets or when there are 

least activities is considered to be the end of day, immaterial of the hour of the day. The period when the 

accounting day ends and until the audit work is complete, is called audit work time. 
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Cross Referencing 

Various departments of hotel classify and record all the transactions as cash, credit (charge) or paid-out. 

They are posted to guest and non-guest folios. A voucher is used to communicate transactional infor-

mation. Transactional documentation is important to have accurate records and effective control and is 

the basis for data input for front offi ce accounting system. For control purposes and accounting system, 

they should have supporting documents to verify each transaction. Various supporting documents such 

as restaurant bills, guest folio, etc. provide cross reference information. Night auditor checks room rate 

postings on bill folios against the housekeeping report of occupied rooms and front offi ce room rack. 

This is called bucket check. Similarly, F&B postings to bill folios and non-guest folios are based on 

vouchers sent to the front desk. The cross reference is done with the help of the F&B sales summary. 

The review of daily postings confi rm the accuracy of front offi ce accounts to the records of revenue 

producing departments. 

Account Integrity 

Internal control helps to perform audit job accurately. It is an internal control that no single person 

should be responsible for accounting of all transactions. If a single person is responsible, then mistakes 

will not be detected. That is why auditing is not done by the person who posts various transactions. The 

audit process is complete when the totals for all the guests, non-guests and departmental accounts are 

proven correct and all are in balance. Auditing is considered incomplete as long as it presents an out 

of balance position. In this case, a thorough checking of all accounts statement, supporting documents, 

vouchers and departmental documents are very essential.

Guest Credit Monitoring 

The credit monitoring depends on factors like fl oor limit, house limit, reputation of guest and status of 

a guest as a potential credit risk. At the close of each accounting day, the night auditor should identify 

those accounts that have reached or crossed the credit limits. These accounts are called high balance 

accounts. A report listing these accounts is called high balance report.

Audit Posting Formula

Previous Balance (PB) + Debits (DR)  Credits (CR) = Net Outstanding Balance (NOB)

PB + Charges – Payments Received = NOB 

Suppose a guest has Rs 20000 as his previous balance on a particular day. On that day, he has availed 

services and facilities worth Rs 3000, and made payment of Rs 15000 at the front offi ce cash. At the end 

of the day, the net outstanding balance of that account will be follows:

Rs 20000 + Rs 3000  Rs 15000 = Rs 8000 

Daily and Supplemental Transcript

A daily transcript Visitor Tabular Ledger (VTL) or Guest Ledger Transcript (GLT) is used as a detailed 

report of all guest accounts (see Fig. 4.40). It indicates those guests’ accounts that had some transactional 

activity during the day.  A supplemental transcript is used to record the day’s transactional activity for 

non-guest accounts. Together, the daily and supplemental transcripts detail all transactions of the day.
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Indian Hotel
Visitors Tabular Ledger

Date:_____________

Room No.
Name
No. of Person

GRC No.
Arrival Time
Departure Time

Rate
Plan

Breakfast
Lunch
Tea/Coffee
Dinner
Snacks

Soft Drinks
Alcoholic Beverages
Tobacco

Telephone
Laund ry
VPO
Miscellaneous
Transfer

Daily Total
Balance B/F Dr.

Cr.

Grand Total Dr.
Cr.

(Less)
Deposit (Cash)
Allowances
Ledger
Transfer
Balance C/F Dr.

Cr.

Total Dr.
Cr.

Fig. 4.40 Visitors tabular ledger

Night Audit Procedure

The main objectives of night auditing are as follows:

Correction of the front offi ce accounting errors, if any, and

Creation of Accounting and Management Reports

In the night audit process, various accounts are compared with the source documents and entries. 

Discrepancies found must be corrected so that front offi ce accounting system is in balance.

The various steps of night auditing are as follows: 

1. Check posting: It is the duty of the front offi ce staff to post various transactions onto the proper 

folio as and when they arrive at the front desk. The night auditor must confi rm about the post-

ing before starting the audit process. Charges posted with wrong date will confuse guests and 

complicate cross referencing. Incomplete posting will result in errors in account balancing and 
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complicate summary reporting. To verify this, the night auditor checks all vouchers and their 

postings on the proper folios.

2. Reconcile Room Status Discrepancies: Errors in room status can lead to loss of revenue, con-

fusion at front offi ce, uncontrollable room revenue or omission in posting. The night auditor 

reconciles discrepancies between housekeeper’s report and the front offi ce room status report. If 

the housekeeper’s report says that a room is vacant while the front offi ce report does not say so, 

then the possibility can be as follows:

Guest has departed and forgotten to check-out 

Guest might be a skipper 

Front offi ce cashier must not have closed the folio properly at check-out 

If such situations arise, then the night auditor closes the folio and keeps it aside for front offi ce man-

ager to review and follow-up.

3. Verify Room Rates: The night auditor completes a room revenue and count report. This shows 

the rack rates and selling prices of rooms. If a discount is given, the night auditor considers the 

following factors:

Whether the discount rate is correct or not as per the policy of the hotel.

Is that a shared reservation?

If the room is given on complementary, he checks back-up documents.

This report forms the basis for Room Revenue Analysis.

4. Balance All Departments: The night auditor balances all revenue-producing departments using 

source documents. He balances all the front offi ce accounts against departmental transaction in-

formation. Vouchers received at the front desk are totaled and compared with departmental sales 

summaries. When the front offi ce accounting system is out of balance, the correctness and thor-

oughness of accounting postings must be investigated. A detailed department audit is conducted 

and individual posting reviewed until the front offi ce account error is corrected.

  Note: Mathematical balance in guest accounts against departmental totals does not necessarily 

mean that the proper accounts were selected for posting. Posting the correct amount in an incor-

rect account would still present an in-balance total. This type of error usually goes unnoticed until 

a guest has a problem with validity of an entry in the statement.

Departmental Balancing Sequence:

1. Sort vouchers by originating departments.

2. Consider each department’s vouchers separately

(a) Separate correction vouchers

(b) Total the corrections

3. Verify corrections. The total of correction vouchers should tally with correction fi gures on 

the front offi ce shift report.

4. Consider the vouchers again.

(a) Total the rest of the outstanding vouchers.

(b) Check individual transaction values on the bottom of the vouchers against the fi gure on 

the departmental report.

5. The vouchers should tally with the department’s fi gures. If it does not tally, the error should 

be resolved.

(a) Verify date: It should be correct date (current days date).
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(b) Check individual posting against supporting document.

(c) Post any additional corrections or adjustments.

6. All of the back-up data should be for the accounting department to review.

 5. Verify No-Show Reservations: The night auditor is also responsible for fi ling and posting charg-

es to no-show account. This should be done very carefully as at times a duplicate reservation is 

done or a separate data is created as the name of the guest was misspelled at the time of reserva-

tion. At times, if cancellations are not recorded correctly, guests might be billed incorrectly.

 6. Post Room Rates and Taxes: Posting of room rates and taxes take place at the end of day. After 

these are posted, a room rate and tax report is generated for the front offi ce manager to review.

 7. Prepare Reports: The night auditor prepares reports that indicate the status of the front offi ce 

activities. The reports which are prepared by the night auditor includes the following:

Final Departmental Detail and Summary Report

Daily Operations Report 

High Balance Report/High Risk Report

Group Occupancy Report 

VIP Occupancy Report 

  Final departmental detail and summary report is prepared to check if the transactions were cor-

rectly posted. The daily operations report is very important as it refl ects into revenues, receiv-

ables, operating statistics and cash transactions related to the front offi ce. The group occupancy 

report consolidates the groups, rooms occupied by them, number of group members, revenue 

generated by them, etc. In addition to these, some other reports specifi c to the property are also 

generated.

 8. Deposit Cash: The night auditor prepares a cash deposit voucher as part of the night audit pro-

cess. He compares the posting of cash payments and paid-outs with actual cash in hand.

  (Cash payment by guests – Paid-outs = Cash in hand)

 9. Clear or Back-up the System: In front offi ce accounting system, totals must be cleared at the 

end of day. This is done by simply moving the closing balance from night audit report to the 

opening balance of the next day’s report. In mechanized system, the account is brought down to 

zero and this is controlled by the night auditor. Sometimes a separate card called the Z-Card is 

used to verify this, which is attached with the night auditor’s report. In computerized system, a 

back-up is copied on a storage device and stored safely.

 10. Distribute Report: Since the front offi ce information is sensitive, the night auditor must deliver 

reports to authorized individuals. The distribution of the night audit reports is the fi nal step of 

night audit process, and it is important to front offi ce operation. Important managerial decisions 

can be made if all night audit reports are completed accurately and delivered on time.

Goal of Preparing the Night Audit Report

Students studying hotel front offi ce management may ask, ‘Why should the night audit report be pre-

pared?’ It offers a massive amount of daily operational fi nancial feedback that provides an immediate 

opportunity for managers to react and respond. The night audit report is the key in maximizing the ef-

fi ciency of a hotel. The daily fi gures regarding room occupancy, yield percentage, and average daily 

rate provide managers with daily opportunities to improve a slow sales period. Guests who demand an 

accurate folio complete with guest charges can be helped more effi ciently as a result of this process. 
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As you begin your career in the hotel industry, take the opportunity to review the fi nancial statistics 

generated by the night audit report. It will provide a capsule review of the importance of departmental 

fi nancial activities and their role in delivering hospitality. This background will also provide you with 

an insight into the decision-making process, which in turn helps various departments adhere to their 

budgets.

Duties and Responsibilities of Night Auditor

The night auditor is an offi cial of the hotel who performs certain audit functions in respect of the revenue 

accounting. This audit function is carried out in the night and that is why the incumbent is known as the 

night auditor. The night audit is performed in the night because the guests’ accounts and the departmental 

sales accounts and records are closed and submitted at midnight. Moreover, all the restaurant bills, re-

cords, vouchers and documents become free and can be made available for auditing in the night as there 

is less of activity in the Front Offi ce at that time. The functions of a night auditor are as follows:

1. Room Audit: The room sale of the hotel is checked with the help of the following records and 

documents:

 (a) Guest Registration Card.

 (b) Guest Arrival Sheet: Arrival–Departure Register

 (c) Guest Departure Sheet: Arrival–Departure Register

 (d) Housekeeper’s Report 

 (e) Night Receptionist’s Room Sales Report

  The night auditor is to ascertain the total number of various types of rooms sold during the day 

and compare the same with the total amount of room revenue reported and accounted for. In case 

of discrepancy, he has to check each guest account to fi nd whether the room charges have been 

posted correctly. He is also to see whether each room sold has been duly charged.

2. Audit of Departmental Credits: The hotel has several sales outlets such as restaurants, bars, 

room service, telephone, swimming pool and other minor operational departments. Each credit 

sale in each of their departments is charged to the guest account in the front offi ce. Each credit 

voucher raised by the departments is simultaneously posted to guest bill folio and to the debit 

of guest account maintained through either visitor’s tabular ledger or through any mechanical 

system. At the end of the day, the night auditor should ensure that the total credits as per the de-

partmental sales summary tally with the departmental credit totals of the tabular ledger or that of 

the machine balances. In case of discrepancy, he has to check the posting of each credit voucher 

and reconcile the departmental credits. 

3. Checking the Brought-Forward Account in Guest Account: The night auditor verifi es all the 

brought forward balances of guest accounts with the corresponding carry forward balances of the 

previous day. He has to check each guest bill in the process.

4. Checking the Credits to the Guest Account: The guest account can be credited by allowances, 

cash payments or transfer to city ledger. The total amount of allowances, cash payments and city 

ledger transfers as per guest accounts (i.e., either as per machine balance or as per total of the rel-

evant columns in VTL) should tally with the allowance journal, cash collections (as per cashier’s 

report) record of daily city ledger transfer respectively.

5. Checking the Daily Trial Balance: After reconciling both the charges and credits to the guest 

accounts, the night auditor has to ensure the arithmetic accuracy of the guest billing through the 

following equation:
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(Dr)Daily Brought Forward Balance + Departmental Credit Sales

= (Cr) Allowances + Payments + City Ledger + Carry Forward Balances

  The above balances can be obtained from the departmental total of the VTL or from the memory 

of the machine under mechanized system of front offi ce accounting.

6. Preparation of the Daily Sales Recapitulation: After completing the day’s audit, the night audi-

tor has to prepare a sales recapitulation based on the departmental sales records submitted to him 

for verifi cation. The sales recapitulation shows the day’s sales under various heads like room, 

food, laundry, telephone, swimming pool and other sales or income.

Night Audit Verifi cation

Various types of posting, mathematical and clerical errors can be identifi ed through a sound night audit 

system. Among the most typical errors are those involving previous balance pick-up, transpositions and 

misplaced folios.

1. Pickup Errors: The front offi ce cashier accesses the previous balance (pick-up) of a folio, post 

the debits and credits, and calculates a new current balance. If the previous balance is picked-up 

(entered) wrongly, the current balance will also be wrong. This happens in the bill folio and not 

in the night audit. Pick-up errors are most diffi cult to locate and all the folios are to be reviewed 

to locate them.

2. Transposition Errors: These errors are easiest to identify. They occur when the numbers related 

to transactions are reversed while entering. For example, Rs 938 is entered as Rs 983. Transposi-

tion errors are identifi ed by subtracting the smaller number from the larger one and then dividing 

the result by 9. If the result is a whole number, then the error is most likely to be a transposition 

error.

  {(983  938) / 9 = 45 / 9 = 5} 

Transposition errors are also called the Rule of 9’s by the night auditors.

2. Missing Folios: Many times, the front offi ce accounting system is out balance; a folio is 

fi led incorrectly or been misplaced from the folio bucket. After check-out, the settled folios 

are placed separately in the forwarding section. At times, current folios are placed in the 

forwarding section or settled folios are placed along with the current folios. To tackle such 

a case, the front desk staff should be very cautious and aware of what is happening there. 

Sometimes some folios are kept separately for review, for example folios with high risk bal-

ance or folios with some disputes. In that case a note should be left behind so that others may 

come to know about the situation.

Formulas for Balancing the Night Audit Report

The following formulas will provide you with an understanding of how to balance the night audit:

Formula to balance Guest Ledger

Total Revenue – Paid-outs and non-collect Sales = Daily Revenue – Total Cash Income  

– Today’s Outstanding Income (A/R Income) = 0 (zero)
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Formula to balance City Ledger

Yesterday’s Outstanding (A/R) + Today’s Outstanding (A/R) Income 

= Total Outstanding (A/R)  – Credit Card Received and Applied to A/R 

 – Cash Received and Applied to A/R = Balance of A/R

Formula to balance Bank Deposit

Total Bank Deposit – Total Cash Sales – Credit Card Received (A/R) – Cash Received A/R = 0  

(A/R: Accounts Receivables)

SUMMARY

In this chapter, we have learned and understood what room position is and how it is important for us to 

calculate in each shift, so that we can take decision on the discount to be offered to chance guest. We have 

also discussed the registration process and its importance. Various kinds of registration records have been 

explained such as bound book, loose leaf and guest registration card along their merits and demerits.

This chapter has also dealt with important aspects of handling different kinds of guests. As different guest has 

different needs, we need to be careful while handling guests. To create fi rst impression is very vital. Various 

guest segments and ways to deal with them are touched upon in this chapter instead of a common arrival 

procedure. Like arrival procedures have been discussed for reserved guest, FIT, chance guest, VIP, Group, 

single lady guest, corporate guest, layover passengers and foreigner guest.

Special discussion was made to make the reader understand how to deal with turn away guest, when and why 

we need to upgrade and downgrade a guest how to handle late checkout request, equipment rental request, 

etc. We have also discussed how to take precautionary measure for scanty baggage guest, handling guest 

stationary, material requisition procedure and most importantly how to up sell rooms.

Then we switched over to the discussion on importance of shift briefi ng and different shifts handover 

procedure. We have also seen how we maintain guest relation during their stay, how to make courtesy calls 

and ideal room amenities needs to be provided for corporate, VVIP, CIP and Spatt guests. As occasionally 

we come across with different kinds of awkward guests, we have also discussed different kinds of awkward 

guests and how to deal with them.

This chapter further has discussed how to deal with various other functions of front desk, which includes 

reception, information and cash section. Other functions include room change procedure where we discussed 

why and how we change guest from one room to another. The reader has also been introduced to ways to 

handle mails for both guests and employees as well as message handling and paging procedure.

Gradually, we switched over to one of the most important activities of front desk—key control procedure, 

which is particularly required in case of manual keys. Computerised key system has also been discussed 

here.

Once the guest leaves the hotel after their stay, the most important activity is to handle their departure 

because the last impression is the lasting impression. The departure function has been elaborated in this 

chapter both for FIT and group along with various modern options of departure, such as express checkout 

and self-checkout, keeping in mind the business clientele. 
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In the later part of this chapter, we have discussed functions mainly of cash and bills section of front offi ce 

department. Here fi rst we have learned identifi cation and use of various vouchers such as restaurant & bar 

check, paid out voucher, allowance voucher etc. Safe deposit lockers ha s also been discussed though now 

a days many hotels provide electronic lockers in the room itself. Gradually we have switched over to the 

various payment modes such as cash payment, credit payment, travel agent payment, foreign exchange, and 

bill to company, bill on hold and city ledger. Here we have discussed various forms required for dealing with 

foreign exchange. 

The chapter then moves on to discuss front offi ce accounting and night auditing—a little complicated function 

to understand, especially for the students who do not have commerce background. This discussion entails 

guest and non-guest accounts, various vouches, ledgers and charge privileges followed by cash and credit 

control and monitoring. Night audit being an important function has been dealt at length and the discussion 

includes its importance, duty of a night auditor, night audit posting formulae, establishing end of day, cross 

referencing, credit monitoring and daily transcript. Detail procedural steps have also been dwelt upon to 

perform night audit and lastly night audit verifi cation process and balancing night audit report has been 

explained to form a clear idea on night audit function.

 REVIEW QUESTIONS

 1. What is Room position? Why is it important? Elaborate the steps to calculate room position.

 2. Discuss various types of registration records with their merits and demerits.

 3. Discuss importance and procedure of pre-registration.

 4. How will deal with reserved guest on arrival?

 5. Explain detail procedure of FIT arrival along with baggage handling

 6. What procedure will you follow for chance arrival?

 7. Handling VIP arrival is a critical task- comment. Briefl y describe the procedure.

 8. VIP escorting on arrival is an important function – detail.

 9. Draw and explain fi ve records (format) used in front desk.

 10. Explain step by step procedure of group arrival along with necessary formats.

 11. Explain detail procedure of registration of foreigner on arrival.

 12. How will you handle arrival of layover passenger?

 13. Explain the following:

o Dealing with turn away guest

o Upgrading guest

o Downgrading guest

o Handling request for late check out

o Up selling

o Handling request for equipment rental.

 14. Write the procedure of shift briefi ng and handover procedure.

 15. Explain how GRE deals with anniversary and birthday of guests?

 16. List the standard room amenities for corporate and VVIP guests.

 17. Describe awkward guest. Discuss how you will handle different kinds of awkward guests.

 18. Explain the following:

o Room change procedure

o Handling mails
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o Handling mails

o Handling message

 19. Explain Manual key control procedure.

 20. How will you carry out departure procedure for FIT and how it is different from VIP?

 21. Discuss various check out options available mainly in business hotel.

 22. Draw and explain the following:

o Restaurant and bar check

o Paid-out voucher

o Miscellaneous charge voucher

o Allowance voucher

 23. Explain handling procedure for safe deposit locker.

 24. Explain the following in regard to payment:

o Cash payment

o Credit card payment

o Foreign exchange payment

o Travel agent payment

o Bill to company

o Bill on hold

o City ledger

 25. Discuss Foreign Exchange Management Act.

 26. Write short notes on the following:

o Guest account

o Non guest account

o Different folios

o Ledgers

o Charge privilege

o Cash control

o Credit control

o Credit monitoring

o Cash bank and due bank

 27. What are the responsibilities of a night auditor?

 28. Elaborate night auditing procedure in front offi ce department.



Chapter    Five
Concierge and Telephones

 CONCIERGE AND BELL SERVICE

Concierge is one of the important sections of the front offi ce department. It functions to make the guest’s 

stay a memorable and pleasant one and help other departments and sections to have a close coordination 

among them to run the day-to-day operations smoothly. The bell desk is situated next to the entrance 

and headed by the bell captain. The concierge and the bell service staff are the fi rst ones among hotel 

staff who come into contact with the guest. Therefore, it is their prime responsibility to make a positive 

impression on the guest. The bell desk staff is always in contact with the guests during their stay. They 

are also the last ones to see the guest off. Here, they help the hotel in collecting feedback from the guest 

regarding their stay. Some of the major functions of the bell desk are as follows: 

 1. Handle group or FIT baggage on arrival, during their stay and at the time of check-out.

  LEARNING OBJECTIVES

  After reading this chapter, you will be able to 

Describe various functions performed by bell desk section of the front offi ce department »

Become familiar with left luggage facility »

Understand the importance of handling telephone calls at workplace »

Know how important is it to us ‘magic’ words while talking to guests over phone »
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 2. Take guest baggage for safe keeping in the left luggage room, issue proper receipt and levy 

charges.

 3. Escort guests to rooms and explain the room facilities to them.

 4. Sell postage stamps and picture postcards to the guests.

 5. Check guest room on departure.

 6. Run errands for the front offi ce within the hotel and for guests outside the hotel.

 7. Report scanty baggage to the front offi ce.

 8. Page guests in the hotel lobby and public areas.

 9. Assist in security vigilance functions.

 10. Assist the front offi ce in giving wake-up calls.

 11. Assist the guest in packing and parceling.

 12. Sort out incoming mail and deliver it to the respective sections. Keep proper record of the regis-

tered mails, parcels and redirected mail.

 13. Physically check the room, in case of any discrepancy.

 14. Receive newspaper and distribute them.

 15. Ensure departing guests have paid their bills and returned their room keys following departure 

procedure.

Shift Handover

It is the responsibility of the bell desk/concierge to ensure that at the commencement of each shift, all 

the bell attendants attend the shift briefi ng conducted by the duty manager. Also, they take a detailed 

handover from the concierge of the previous shift.

Reason

This will ensure that the bell desk staff is aware of VIP movement as well as important events of the day. 

It also ensures that all the work is followed up and is carried out completely and correctly.

Procedure

 1. Concierge should note down the important events, VIP arrivals if any and inform bell attendants 

accordingly of all the movements.

 2. Bell captain must take proper hand over from the outgoing captain on any guest follow-ups, bag-

gage left by any guest at the bell desk to be picked up on the same day and any baggage that is 

marked BNC. This must be recorded on the bell desk logbook for reference at later dates.

 3. Check records of all baggage in store, packets/parcels kept at the bell desk.

 4. The bell captain must allocate duties at the commencement of each shift. Also, he/she must de-

cide areas where the staff must be stationed, while not carrying out baggage/message collections 

or delivery.

Standard

 • Concierge should ensure that the staff is well-groomed and aware of VIP arrivals and move-

ments for the day as well as the events in the hotel.

 • Detailed and complete handover is done between shifts, before staff leaves the shift for the 

day.

 • Concierge should ensure that the staff reports for shift briefi ngs on time.



Concierge and Telephones 169

Meeting and Greeting Guests

It is the responsibility of concierge to ensure that all guests arriving at the hotel are greeted, met and 

escorted.

Reason

This will ensure that all guests in the hotel are welcomed in a polite and friendly manner.

Procedure

 1. Guests arriving at the hotel are to be received and greeted in a polite and friendly manner by the 

bell desk staff prior to entering the hotel lobby. 

 2. Guests attending functions, meetings or using the hotel food and beverage outlets are to be es-

corted/directed to the venue. 

 3. Guests checking into the hotel are to be acknowledged by their name wherever possible, escort 

guest to the reception and introduce guest by name to the receptionist.

 4. In case the guests arrive in hotel cars, obtain the name of the guest from the pickup sheet in order 

to use the same on arrival.

Organising Airport Pick-Up 

It is the responsibility of the concierge to ensure that all guests availing hotel pickup from the airport/

railway station should be received and brought to the hotel in a professional and effi cient manner.

Procedure

 1. Airport offi cer takes instructions from the concierge regarding pickup/drops for the day.

 2. He/she then checks the information regarding the landing details of the fl ight well in advance.

 3. The paging boards are then to be collected from the concierge desk, while ensuring that they are 

of good quality.

 4. The travel desk allocates duties to drivers and releases them for their respective pickup/drops for 

the airport.

 5. Drivers are to reach the airport at least half an hour before the fl ight arrival.

 6. After arriving at the airport, driver is to call the assigned airport offi cer at the airport in his mobile 

to inform of his arrival.

 7. The driver  must then proceed to the designated place assigned for paging for the guest. Here, he/

she is to wait for guest’s arrival, displaying the page board, prominently.

 8. Once the guest responds to the page board, the driver/airport offi cer should greet the guest by his/

her name, use standard phrase to offer assistance with the baggage.

 9. Inform the guest to wait at the waiting bay.

 10. The driver should then proceed to the car park and drive the car to the waiting bay.

 11. Tag guest luggage and place it in car boot after reconfi rming the number of pieces with the 

guest.

 12. Seat the guest fi rst after opening the door.

 13. Once inside the car, the driver should offer the guest a cold/hot towel to freshen up.

 14. Airport offi cer should call the concierge, to inform of the guest name and the car number bringing 

the guest to the hotel.
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 15. After the driver starts driving the car, he must offer the guest the choice of music that is available 

and accordingly play guest’s preference en-route to the hotel. The driver must inform the guest 

the approximate time to reach the hotel.

 16. En route, the driver must be aware of any monuments, building, etc. to answer any of  guests’ 

queries.

 17. Driver must ensure that no traffi c rules are broken.

 18. Driver must drive in an unobtrusive manner.

 19. When approximately 2-3 km away from the hotel, the driver must call the concierge to inform of 

the arrival.

 20. On reaching to the hotel, drop the guest at the main entrance/porch. Remove guest baggage from 

the boot of the car and hand over the baggage to the doorman/bell attendant.

 21. Wish the guest a pleasant stay in the hotel, by name.

 22. Drive the car to the car park.

 23. Record the mileage and the destination and nature of the duty in the car diary.

Retrieval of Guest Lost Baggage at the Airport

In case of baggage loss at the airport, the concierge must try and retrieve the lost baggage on guest’s 

behalf, with the assistance of the airport representative.

Reason

This will help save time and to extend delighted service.

Procedure

 1. Whenever such a request is received, collect the following documents: 

 Per report (issued by airlines)

 Authority letter, duly signed by the guest to authorize the airport representative to collect the 

guest  baggage from the airline on his behalf. 

 Photocopy of the passport (pages that show name, photograph, signature, visa, arrival 

stamp)

 Key or the combination number of guest baggage.

 2. Check with the guest if there are any dutiable items in the baggage. If so, then the guest will have 

to accompany the airport representative to retrieve the baggage.

 3. Check with the guest if the luggage has to be sent to the room or kept at concierge once it is re-

trieved from the airport, especially if the lost luggage arrives late in the night.

 4. Follow up with the airlines regarding status of the baggage.

 5. Proceed to the airport and deal with different authorities to retrieve the luggage.

 6. Keep the guest posted on any developments and inform the guest about any miscellaneous 

charges.

 7. Inform concierge on return and hand over luggage to the guest.

Distribution of Newspapers

It is the responsibility of the concierge to ensure that all in-house guests are given at least one daily and 

one fi nancial paper (in commercial hotel) everyday. Also, it is important to ensure that guest’s request 

for specifi c newspapers is met accordingly. Wherever applicable, they must provide foreign/outstation 

newspapers as per guest request.
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Procedure

 1. The bell desk is responsible for the preparation and distribution of papers to the in-house guest as 

well as the executive offi ces.

 2. Inform agency to increase/decrease the supply of newspapers, considering the hotel occupancy 

and demand of newspapers.

 3. The Bell captain must prepare a newspaper list for all in-house guests that clearly states newspa-

pers requested by the guest along with the guest room number.

 4. The bell captain then prepares a newspaper distribution list wherein any guest special request 

are to be listed. In case of no special request, the guest must be given at least one daily and one 

fi nancial paper.

 5. After preparing the list, the bell captain must allocate the fl oor number to the bell attendants who 

organise their newspapers accordingly with inserts (if any).

 6. The bell attendant should then fold the newspapers.

 7. These newspapers are then put in delivery bags for the guests.

 8. Once the newspapers are ready for delivery, the bellboy uses the in-house list and delivers the 

same.

 9. The in-house guest newspapers are to be hung on the doorknobs of the respective rooms as per 

the list.

 10. The newspaper list should then be returned to the bell captain.

Drugs/Medicines for In-House Guests

The hotel should provide the facility of getting medicines and prescribed drugs for in-house guests 

whenever required, these requests are always to be routed through the concierge.

All purchases for in-house guests for drugs/medicines should be made only with a prescription from 

a doctor (except for non-prescriptive drugs like Paracetamol and Anacin).

Procedure

 1. On receiving the request, wish and greet guest according to the time of the day.

 2. Listen carefully and note down the request.

 3. Take down room number and ask the guest for the doctor’s prescription.

 4. If guest does not have the doctor’s prescription, then take their signature on the disclaimer form.

 5. Check with the guest if he requires any medical assistance.

 6. Take money equivalent to the approximate cost of the medicines from the front offi ce cash.

 7. In case the pharmacy is open, send the bell attendant to purchase the medicines or call-up the 

pharmacy to deliver the medicine.

 8. In other cases when the request is received at odd hours and the chemist is closed, inform the 

guest that he will have to bear the transportation cost since a person will have to be sent to pur-

chase the medicines from the nearest 24-hours chemist.

 9. On receiving the medicines, inform the guest and ask him if he would like the medicines to be 

delivered to the room.

 10. Send the bell attendant with the medicines; receipt and miscellaneous voucher (for guest signa-

ture) to the room. 

Note: No medicines should be purchased without a doctor’s prescription.

Providing Stamps and Mailing Facility

The guest can avail stamps and mailing facility at the concierge desk.
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Reason

This will ensure that stamps and mailing facility are given to all the guests and create a one-point contact 

for all guest requirements.

Procedure

 1. Stamps and other postage facility, such as mailing, registered post, speed post, etc. are handled by 

the concierge.

 2. Get approximate amount from guest in advance. Payments for the same are only accepted in cash. 

In exceptional cases, the amount can be put to room bill.

 3. The bell attendant must pick up all the mail when he goes to the post offi ce on a daily basis.

 4. After the mail is delivered, hand over the receipt to the guest, and settle the dues accordingly.

Standard

• Stamps should be available at all times for guest. Concierge has an imprest amount for the same.

• Stamps should be affi xed in the presence of the guest.

Providing First-Aid

Concierge should ensure that bell desk provides fi rst-aid to all hotel guests during an emergency.

Reason

This will ensure that in case of an emergency, all guest requests should be taken care by the bell desk.

Procedure

 1. In the event of an emergency, the bell desk is responsible for providing fi rst-aid to hotel guests.

 2. The concierge is responsible to ensure that the lists of medicines as prescribed are always and 

regularly replenished.

 3. On receiving information about an emergency, the bell desk should provide fi rst-aid such as an-

tiseptic, bandages, painkillers, etc.

 4. Anything of a more serious nature should be informed to the concierge/duty manager, who in turn 

calls the hotel doctor. 

Standard

A complete fi rst-aid box is to be maintained at the bell desk.

Preparing Scanty Baggage Report

It is the responsibility of the concierge to ensure that a record is maintained of all guests who check-in 

with light or no baggage.

Reason

This will ensure protection against skippers.

Procedure

 1. Greet the guest and confi rm the number of pieces with the guest on arrival.

 2. In case of guest with light/no baggage, inform the reception desk immediately so that they can 

follow up on mode of settlement of bills with the guest and if required suffi cient amount of cash 

advance could be taken from the guest.

 3. On confi rmation of the guest being a scanty baggage, the bell boy enters details in the scanty bag-

gage register.

 4. The duty manager shall check for all relevant details and ensure security and payment. He/she 

shall take suitable steps.

 5. Duty manager signs the register and acknowledges the same.
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 6. At the end of each shift, the duty manager along with the register must advise the concierge.

Standard

 • Bell desk should inform the reception desk of all guests with light/no baggage.

 • Bell desk should keep track on the movement of all scanty baggage guests and inform the duty 

manager in case it is required. 

Medical-Assistance to In-House Guest

Immediate medical aids to all in-house guests in case of need are routed through the concierge.

Reason

This will ensure that all in-house guests’ requests are handled properly for medical fi rst-aid.

Procedure

 1. Whenever an in-house guest indicates a requirement for immediate medical-aid, listen carefully 

and take down details and note it down on the handover sheet.

 2. Ask if guest requires a doctor. If so, ask the time when he requires the doctor and the nature of 

ailment. Inform the guest about the doctor’s fee.

 3. Check with the guest if he needs any other immediate assistance.

 4. Inform the duty manager on duty, so that special amenities can be sent later on.

 5. Contact the nominated hotel doctor and give him the guest’s name and room number and the 

requirement of the guest. Ask him to come to the hotel at the earliest.

 6. On arrival of the doctor, give him the name of the guest and his room number and call up the 

guest to inform them that the doctor will be coming up to his room.

 7. Once the doctor has examined the guest and administered the required medical aid, a paid out 

should be made at the cashier desk for the doctors’ fee and is charged to the guest’s account.

 8. Check with the doctor if any medication or special assistance/diet is required for the guest.

 9. Call up the guest and check if he needs anything else, and wish him/her a speedy recovery.

 10. Inform GRE to send fl owers with a get-well-soon card from the FOM to the guestroom.

Note: Hotel will always have a doctor on-call for 24 hours.

 LEFT LUGGAGE FACILITY

Hotel guests at times wish to leave their baggage in the custody of the hotel under the following circum-

stances:

 • When the guests do not need all the baggage they are carrying with them in the room

 • When they intend to return to the hotel after a short trip to another city

 • When the guests carrying baggage wish their friends or relatives to pick it up

 • When the guests are unable to make immediate payment of their bills

 • When the guests check out at check-out time to save room billing but leave much later by a fl ight 

or train

Every major hotel, therefore, has a room under the custody of the bell captain to provide this service to 

the resident guests. This Left Luggage Room is kept under lock and key. A record of all left luggage is 

maintained and daily inventory is taken by the bell captain.
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Records of the Left Luggage Room

The records of the left luggage room are as follows:

 • Left Luggage Receipt Book

 • Left Luggage Register  

 • Charge Summary Record

Indian Hotel
Left Luggage Receipt

23148
Name
Room No.

Date

Sl. No. Description Qty Remarks

Signature

Hotel is not responsible for baggage left over 30 days

Fig. 5.1 Left luggage receipt 

The hotel, however, does not take complete responsibility of the goods or baggage that may be kept by 

the guest with the hotel since there is no way of knowing what the actual contents of the baggage or 

packages would be. It frames certain conditions that are printed on the reverse side of the left luggage 

receipt. These conditions are as follows:

 1. The hotel accepts the baggage or packages for storage on a condition that shall be in no way liable 

for loss caused to it through water, fi re, theft or other such cause.

 2. The hotel shall not be responsible for the baggage or packages after the expiry of 30 days of stor-

age.

 3. Precious, semi-precious items like jewellery, cash, etc. will not be accepted for storage. The guest 

is advised to contact any scheduled bank and hire a locker for such a purpose.

 4. No edible item, explosives and infl ammable materials should form a part of the content of the 

goods being given for storage.

 5. Guests are requested to ensure that baggage or packages handed over for storage are properly 

locked and secured.

 6. Guests are required to sign the register for this purpose at the time of handing over and receiving 

their luggage.

 7. A nominal charge is levied per day for baggage or packages accepted for storage.

 8. Baggage or packages are handed back only on the production of the receipt.
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Procedure for Accepting Baggage 

 1. Count the number of pieces of baggage and check if locks are intact. (Under no condition should 

a baggage that is unsecured be accepted for storage).

 2. A Left Luggage Receipt (Fig. 5.1) incorporating the exact description of goods being received for 

storage is made. (If there are any noticeable signs of deterioration or damage, the fact should be 

brought to the knowledge of the guest and a note should be made on the receipt.

 3. Entry is made in the left luggage register (Fig. 5.2) and the guest is requested to sign on it.

 4. The guest is handed over the original copy of the receipt.

 5. The second copy of the receipt is pasted on the luggage. 

 6. The baggage is stored properly on the shelves.

Note: At the time of accepting the baggage, it should be found out whether the guest has settled his bills 

or not; this fact is also to be mentioned on the receipt.

Delivery of Baggage Kept for Storage

 1. First, the guest is asked for the receipt of left luggage.

 2. The original receipt is tallied with the one pasted on the baggage.

 3. Storage charges are calculated.

 4. Guest is requested to make the necessary payment.

 5. Guest is requested to sign the left luggage register.

 6. Publicity stickers are put on the baggage.

 7. Baggage is handed over to guest.

 8. Original receipt of the left luggage is attached to the book-copy of the left luggage receipt.

Indian Hotel
Left Luggage Register

Date Room
No.

Name Bell
Boy

Luggage
Tag No.

Description Date of
Delivery

Guest
Signature

Fig. 5.2 Left luggage register
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 HANDLING TELEPHONES CALLS

In the service industry, we all are continuously putting efforts to win the hearts of the guests. When we 

interact with our guests personally, we use our smile, eyes, gestures, postures, etc. to impress them. But 

when we talk to the guests over telephone, we only have our voice to impress the guest. Therefore, we 

need to take extra care to use our voice professionally. The experts have developed certain guidelines to 

use our voice effectively known as the Telephone Manners or Telephone Skills.

Telephone Manners

 1. Pick up the telephone before the third bell rings.

 2. Wish the guest by name whenever possible, e.g. good morning/good afternoon/good evening Mr 

Dev.

 3. Disclose your identity i.e., Indian hotel/room service/marble room/reception/hospitality desk, 

etc.

 4. Offer help.

  So, the fi rst sentence will be: ‘Good morning Mr Dev, I am Swaraj from the Banquet. May I help 

you?’

 5. Keep the telephone accessories (note pad and pen) handy.

 6. Do not speak too fast or too slow.

 7. Listen carefully and do not interrupt your guest.

 8. Write down the information clearly and legibly.

 9. Do not use mechanical voice.

 10. Make your voice interesting by speaking from your heart.

 11. Use magic words, wherever applicable, such as ‘May I’, ‘Please’, ‘Thank you’, and ‘Sorry’. 

 12. Use your natural voice and do not imitate others.

 13.  Never chew pan/ betel nut/ gum, etc. while speaking.

 14. Never use the word ‘Hello’, ‘OK’, ‘Yap’, ‘Cool’, etc. as they are informal.

 15. Keep the mouthpiece two inches away from your mouth—it is hygienic.

 16. Speak into and not over the mouthpiece.

 17. Do not let it sag below your chin.

 18. Speak clearly—cheerful and unhurried.

 19. Never be loud or whisper.

 20. Clarify if you are in doubt—–it is wise than taking the wrong information.

 21. Remember the calls on hold.

 22. Repeat key information at the end.

 23. Always thank your guest before closing the conversation.

 24. Allow your guest to keep down the phone fi rst.

Updating Information Board

It is the responsibility of the telephone operator that the information board at the operators cabin to be 

updated constantly as and when required.
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Reason

The purpose of this policy is to ensure that the operators have a ready reference about the special re-

quests or requirements of the guest.

 1. The telephone operator should as a part of their handover get the information board updated by 

the outgoing shift.

 2. The information board should have the following details:

 • Name and room numbers of all VIP’s in-house

 • Name and room numbers of all HWC (handle with care) guests

 • All special requests, e.g. DND and calls to be screened

 • All locators regarding guest location

 3. The DND and other special requests to be updated on the board as and when required.

 4. The list of VIP’s in-house and HWC guests to be updated once at the beginning of each shift.

Situations and Appropriate Response When Handling Telephones

Some of common situations and their apt responses are listed below.

Situation Response

 • When you greet 

 • Always end sentences with guests’ name. If 

you do not know the name then address by 

using Sir or Ma’am

 • Good morning Sir/Ma’am from 0000 hours to 1200 hours

 • Good afternoon from 1200 hours to 1600 hours.

 • Good evening from 1600 hours to 0000 hours.

 • Good night from 1600 hours to 0000 hours.

  When you are seeing the person for the last time in the time 

span mentioned.

 • When you want to know their name  • Please may I know your name Sir?

 • Do not ask for “Good Name” as such an expression does 

not exist in the English language. Do not ask “What’s your 

name Sir”, it sounds rude.

 • When you use their names  • Mr. with their last name and not their fi rst name. So Vikas 

Roy is not Mr. Vikas but Mr. Roy.

 • When you have to clarify any names which 

are long and unfamiliar

 • Excuse me Sir, kindly guide me on the spelling Sir.

 • When you fi nd names unfamiliar to 

pronounce

 • Excuse me Ma’am. I do not want to mispronounce your 

name. Kindly advice me on the correct pronunciation. 

 • When you have to agree with the guest  • That is right Sir, or That is correct Ma’am

 • Do not say “Ya” just say “Yes”.

 • When you have to carry out an instruction  • Very well Ma’am, or “certainly Sir”, or “Defi nitely Sir”.

 • “Ok”, “Sure”, “Fine”, are casual and are best avoided.

 • When in doubt check  • “Let me check it for you Sir”, or “Let me reconfi rm it for 

you Ma’am”.

 • Do not use words like “about 3:00 pm”, “Around....”, 

“Approximately”, or “I think it is.....”.

 • Do not say “I’ am new”, because to the guest it does  not 

matter, he needs results.

 • Phrase of assurance:

  When you have to re-assure a guest for tasks 

performed use “WE” more than I, because it 

conveys a sense of team work

 • Leave it to us Sir, we will take care of it” or 

 • It will be taken care of Sir.”
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 • Phrase of regret

  Saying sorry means taking on the reponsibility 

for the perceived fault, even if the fault 

is of some other department. This is the 

“SYMPATHY” response

 • I am sorry for the inconvenience.”

 • Kindly accept our sincere apologies for the inconvenience 

Sir.”

 • Phrase to use when “regret” is not accepted 

and the guest continues to convey feelings of 

annoyance, anger, etc.

  This is the “EMPATHY” response

 • “I understand, how you feel about it sir.” 

 • I fully agree with you Sir.”

 • When a guest praises you  • “It is our pleasure Sir.”

 • “I am happy we have made you comfortable Ma’am.”

 • When guests praise other departments  • Thank you Ma’am, they would be happy to hear this.”

 • I will be happy to convey your complements.”

 • When you put a person on hold - say  • “I am afraid the line is busy. Would you like to hold on?

“Always go back to the caller if the delay is long.

 • I am sorry to keep you holding, but the line is still busy.”

 • If you don’t update the guest on the status of his call, he 

will feel neglected, forgotten and frustrated, as he cant get 

through to you.

 • Never put a guest on hold without acknowledging him fi rst. 

When you do get to him, apologise for the delay – “Sorry to 

have kept you waiting Sir, May I assist you?”

Finally Remember:

 • Any response is a good response, if it is sincere, logical, crisp, complete and concise.

Junction Checks

It is the responsibility of the telephone operator/telephone technician to check all the junction lines every 

night.

Reason

The purpose is to ensure the proper functioning of all junction lines.

Procedure

 1. During the night shift, the operator on shift has to call up all the telephone lines that are attached 

to the hotel to check if they are working properly.

 2. The number has to be called from one extension and received on the other to confi rm their proper 

functioning.

 3. In case a number is ringing for the dialer but not ringing on another console, note down the 

number.

 4. Make an entry in the logbook for the telephone technician to follow up as the fi rst job for next 

morning.  Also, keep the duty manager informed.

 5. The morning telephone operator shall provide the list of defective junctions to the telephone 

technician in the prescribed format as soon as he reports on duty.

 6. This prescribed format is then fi lled by the telephone technician after completion of job for future 

reference.

Standard

All telephone lines to and from the hotel should be called every night and checked if they are in order 

and corrective action taken as soon as possible.
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Screening of calls for Single Lady Guests

It is the responsibility of the telephone operator to screen all calls for single lady guests for the purpose 

of security.

Reason

The purpose is to ensure that the single lady guest is provided the maximum security and is not troubled 

by calls she does not want to entertain.

Procedure

 1. When a single lady guest is checking in, the front offi ce assistant is supposed to check with the 

guest if she would like her calls to be screened or a call back procedure to be followed.

 2. The remarks in her profi le to be updated in the system accordingly.

 3. Also, the front offi ce assistant should inform the operator as soon as a single lady checks-in so 

that a DND is placed on the telephone line connecting to the room.

 4. Whenever the operator receives a call for a single lady guest, they must check the remarks in the 

profi le.  If the guest has requested for screening of calls, then the operator should take down the 

name of the caller and check with the guest if she would like to take the call.

 5. In such cases, the caller must be patiently and politely explained the hotel procedure and in case 

of the caller getting irritated, the call should be transferred to the duty manager.

 6. In case she does not want to take the call; the operator will get back to the caller and inform the 

guest is not in the room.

Faults—Complaints and Rectifi cation

It is the responsibility of the telephone operator and the telephone technician to attend to all telephone 

complaints promptly and effi ciently.

Reason

The purpose of this is to ensure that any complaint made by the guests or the staff is handled 

effi ciently.

Procedure

 1. When a guest/staff calls to make a complaint, politely ask the caller the nature of complaint.

 2. If the complaint has come from a guest room, apologize for the inconvenience caused and inform 

the guest how much time it will take to attend to the complaint. Thank the guest for informing the 

operator.

 3. Enter the complaint in the prescribed format and immediately page for the telephone technician 

and inform him the room number or the extension number that has to attend.

 4. The telephone technician should immediately go the guest room, apologize for the inconvenience 

caused and rectify the complaint immediately.

 5. Once the fault is rectifi ed, the technician should call the operator who gave the complaint and 

confi rm that it has been attended to.

Wake-Up Call

It is the responsibility of the telephone operator to provide wake-up call services to all in-house guests.
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Procedure

 1. When the ringer rings, pick up the phone within three rings.

 2. In case the guest wants  a wake-up call, politely ask him what time would he like the wake-up call 

placed.

 3. Repeat the time in am/pm, to ensure correct understanding. 

 4. Also check with the guest if he would like to have tea/coffee with the wake-up call. Enter the 

room service advance orders in the prescribed format to be handed over to the night order taker 

in the room service.

 5. If the reception informs the operator about a wake-up call, take down the time and the name of 

the front offi ce assistant giving the information.

 6. Feed the wake-up calls in the system as and when you get them.

 7. Cross-check the printout of wake-up calls that are fed in the system with the wake-call register if 

everything has been entered. 

 8. An automatic wake-up call will go to the guestroom as per the time fed into the system. After fi ve 

minutes, a manual reminder has to be given to the room to cross-check if the guest has received 

the call.

 9. The manual wake-up call will be provided with the standard phrase saying ‘good morning sir/

madam, your reminder wake-up call for (wake-up call time), have a pleasant day’.

 10. In case there is no reply from the room for the reminder call, inform the duty manager for further 

action.

 11. The DM will send the bellboy to the room who should knock the door/ring the doorbell to wake 

up the guest.

 12. The bell boy must ring the bell thrice and if there is no answer, the room should be opened by the 

master key to wake up the guest or to check any untoward incident.

 13. The bell boy should announce himself and only then open the door with the master key.

 14. The guest must be woken up and informed of the wake-up call.

Connecting STD/ISD Call to Entitled Executives and Managers

It is the responsibility of the telephone operator to connect STD/ISD calls requested by the internal cus-

tomer as per hotel policy.

Reason

The purpose of this is to ensure that all STD/ISD calls are tracked and accounted for.

Procedure

 1. Whenever the operator receives a request to connect a STD/ISD call, she/he needs to check if the 

call is personal or offi cial.

 2. In case of offi cial call, the operator has to check if the person is authorized to make a STD/ISD 

call, and accordingly connect or inform the caller.

 3. If the person is not authorized, the HODs permission is required, and the caller will be politely 

reminded of the policy.

 4. For authorized offi cials, the call is connected and an entry is made in the outgoing call register 

entering the name of the person, department, duration of call and the purpose.

 5. A daily list of long-distance calls is fi led to ensure records are maintained, and a weekly report is 

sent to the GM for information.
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 6. In case of a personal call, the call is connected and a manual voucher is raised and sent to the ac-

counts for settlement against the salary.

 SUMMARY
In this chapter, we have discussed the importance of concierge and bell service for better guest satisfaction and 

understood how we hand over the shift for smooth functioning of this section. We have learned procedures 

to be followed for meeting and greeting the guest on arrival as creating fi rst impression on guest’s mind is 

very important for every hotel employee. We have also elaborated in detail how to organise airport pick up, 

retrieval of guest lost baggage at the airport and how to distribute newspapers to our valued resident guests.

We have also learned how we provide various kinds of services to our resident guests such as medicines, 

stamps and mailing facility, providing fi rst aid in case of emergency, providing medical assistance to in-house 

guests and last but not least we have discussed how to take precaution and prepare scanty baggage report. We 

have then emphasised the importance of keeping left luggage facility in the hotel and detailed the procedure 

for the same.

In the service industry, we all are continuously putting our efforts to win the hearts of our guests. When we 

interact with our guests personally, we can use our smile, eyes, gestures, postures, etc. to impress them, but 

when we talk to our guests over telephone, we have only our voice to impress. So, we need to take extra 

care to use our voice professionally. The experts have developed certain guidelines to use voice effectively, 

known as Telephone Manners or Telephone Skills. This chapter has highlighted the importance of telephone 

manners and the procedure of handling calls in this chapter.

This chapter has also touched upon the technicality of updating information board, checking junction board, 

screening calls for single lady guest, handling technical telephone complaints and connecting STD/ISD call 

for entitled managers. Lastly, the chapter has also elaborated the detail procedure for wake-up calls.  

In the next chapter, we will discuss in detail the other related activities such as guest safety and security, hotel 

law and license, computerised front offi ce and visa and passport.   

 KEY TERMS

 Concierge Bell service

 Shift handover Scanty baggage report

 Left luggage facility Left luggage register

 Telephone manners Information board

 Wake-up call

 REVIEW QUESTIONS

 1. Discuss the various functions of bell desk.

 2. What standard will you maintain and how will you hand over the shift in bell desk?

 3. Explain the reason and procedure for meeting and greeting guest on arrival by the bell desk 

staff.
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 4. How is airport pick up and retrieval of guest lost baggage at airport is organised? Discuss.

 5. Explain and highlight the importance of the following for in-house guests:

 • Distribution of newspapers

 • Medicine on request

 • Stamp and mailing facility

 • Extending fi rst-aid service

 • Extending medical assistance

 • Scanty baggage report

 6. Explain left luggage procedure with appropriate formats. 

 7. Why is telephone manner important in the service industry? Write any fi ve situations and their 

appropriate responses while handling telephone calls. 

 8. How will you screen calls for in-house single lady guest? 

 9. Explain the procedure for wake-up calls of resident guests.

 PROJECT WORK

Visit a well-known hotel in your surrounding area and fi nd out major functions of bell desk section 

there.



Chapter    Six
Other Related Activities

 GUEST SAFETY AND SECURITY

Security of the guest and their property is of great importance for a hotel. In the US, hundreds of cases 

of negligence and lawsuits for large sums are fi led. A hotel would always prefer to have an out-of-court 

settlement not only to avoid money and wastage of time but also to keep itself away from controversy 

and save its reputation. Basically, hotel security involves areas such as guest room locking systems and 

public areas security. The guest room locking systems these days are taken care of by punched and 

magnetic card key systems. These systems include locks with fl ash memory and include productivity 

linked functions. The system can be directly interfaced with PMS. Public area vigilance is important 

because people can reach these areas freely. Systems that can alarm and record suspicious movement 

should be installed in such areas. Boundary and periphery security can be achieved by traditional barbed 

wires, hedges and the modern electrifi ed fencing and active infrared detectors. Other various modern 

  LEARNING OBJECTIVES

  After reading this chapter, you will be able to 

Understand manning and procedure of guest safety and security in the hotel

Know various licenses required for hotel business 

Get acquainted with prevailing laws pertaining to hotel operations

Know how front offi ce operations can be computerised

Get an idea of various kinds of visas and passport and their relevance for tourist

»

»

»

»

»
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equipment such as CCTV with digital technology, intelligent access central system, software interface 

with CC TV for matching of undesirable visitors, and criminals interfacing of CCTV with motion 

detectors, pocket lie detectors and spy cameras and use of biometric readers like hand key reader or face 

recognition system, etc. are also used. In some hotels, access to guest fl oors are restricted to in-house 

guests only by interfacing the elevator with a room electronic lock system, where swiping room card 

key takes the guest to the fl oor on which he is staying. In case guests have visitors, the guests will have 

to meet them in the lobby or will have to accompany them to their room. Guest room doors are fi tted 

with electronic eye interfaced with videophone. Scan cameras to monitor undercarriages of vehicles 

should be used apart from all the various equipment and gadgets. Trained and experienced workforce 

with attributes such as eye for details, problem-solving methodology, knowledge of human psychology, 

positive attitude and ability to become a part of security service are important. The security department 

must provide a secure work environment for employer and employee and also at the same time, safe and 

secure environment for guest so that the guest has confi dence in the hotel.

The following are some of the safety and security measures:

Resident card should be used. 

Key control system  should be used. 

Maintain record of master key used by staff. 

Housekeeper’s occupancy report is to be made regularly.

Double lock system, magic eye and a door chain system are to be used.

Proper ‘left luggage system’ is to be followed.

Safety lockers for guest valuables should be provided.

Modern and effi cient fi refi ghting systems should be used.

Smoke detectors are to be installed.

Proper and regular maintenance of equipment, appliances and building should be done.

Close circuit cameras at parking and other strategic areas in the hotel are to be installed. 

Fire escape route must be displayed in each room. 

Computerised room keys or magnetic keys must be used. 

Importance of Security System

The guests who come to a hotel with their luggage come with an expectation that they and their belong-

ings, both, will be safe and secure in the hotel during the stay. At the same time, it is also necessary and 

rather essential that the hotel staff and its property is properly protected and secure in the hotel. Hence, 

it is very important that the hotel has a proper security system to protect the guests and the staff and the 

physical resources and assets such as equipment, appliances, buildings and gardens of the hotel and also 

the belongings of the guest. Therefore, it is important for the hotel management to select a system that 

will protect hotel from all such threats.

The management must take care of the security and safety systems for the areas as follows:

 1. Protection of guests from crimes such as murder, rape, molestation, abduction and health hazards 

from outsiders, hotel staff, pests, and other such things like food poisoning. 

 2. Protection of hotel staff by providing staff lockers, insurances, health schemes, provident funds, 

etc. Protective clothing, shoes, fi re fi ghting drills, fi rst-aid drills and fi rst-aid equipment, a small 

dispensary may prove to be very useful, supply of clean drinking water, use of aqua guards, sani-

tized of washrooms, etc. must be covered in the systems.
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 3. Secure luggage store rooms and proper equipment such as luggage trolley and bell hop trolley 

should be provided.

 4. Hotel equipment such as lifts, boilers, kitchen equipment, furniture fi tting and building must be 

protected and for these the security and safety should cover up fi re safety equipment, bomb threat 

security system, water fl oods security system, earthquake security system, pest control system 

for furniture and fi ttings, etc.  Safety and security measures against accidents such as bursting of 

boiler, electric shock, etc. can be prevented by regular and periodic maintenance. 

 5. Protection of raw material, provisions and groceries, etc. For this, the safety system should cover 

proper storage and pest control systems, apart from the application of material management 

system.

Types of Security

With regards to hotels, the security can be classifi ed under following three aspects:

 1. Physical aspects 

 2. Security of persons (guest and staff)

 3. Security of systems

 1. The physical aspect of security can further be divided into the following two parts:

Internal Security

Against theft

Fire security (smoke detectors, fi re alarm, water sprinklers, fi re extinguishers)

Proper lighting (lighting of corridors, fi re escape, basement and other areas)

Safeguarding assets (proper inventory, regular physical checks, etc.)

Keeping track of unwanted guests

External Security

Proper lighting of boundary and outside of the building

Proper fencing of the building

Fencing of pool area to avoid accidents in night

Planting of shrubbery can also help in restricting perimeter access of property

Avoid poisonous and thorny bushes and barbed wire

Manning of service gates to restrict entry

Fixing of closed circuit TV cameras

 2. Security aspects of persons can further be subdivided into the following two parts:

 Staff

  A fourteen-point effective programme for this is suggested as follows: 

Effective recruitment and selection: References check and proper thorough screening. 

Identifi cation of staff: Issue identity badges and use distinct uniform for easy identifi ca-

tion.

Key control: Maid should carry the key in her possession and issuance and return should 

be properly recorded. 

Red tag system: Proper security system for hotel property to be formulated. 

Training: Proper training to employees to note unusual events, safety drills to be con-

ducted.
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Adherence to management policy of security: An employee disregarding policy should 

not be confi rmed. 

Trash handling: Trash should be checked to see if employees are smuggling out materi-

als out of hotel with trash. 

Employees parking: Proper checking of employees’ vehicles at the time of going off 

duty. If possible, it should be away from the main parking. 

Locker inspection: From time to time, surprise checking of staff lockers is to be done.

Inventory records of linen, stores and other items. 

Bring in experts (snoops): Hire an outsider, bring him as an employee to check and 

report about the culprit staffs. 

Security consciousness: Guest should be told to be careful about his property.

Enlist employees: Employees are trained to report about suspected person and guests 

with scanty baggage, etc. 

Set example: Management should follow these rules and should encourage employees.

Guest Room Security: Guest rooms are critical areas of hotel security programme. Personal 

belongings of guest may be stolen; guest may be subjected to criminal assault, etc. Room 

furnishing such as curtains and supplies may be stolen. 

The following steps may be taken for guest room security:

1. Provide wide-angle door viewer, dead bolt locks, night torch and chains on doors. 

2. Employee should be instructed not to divulge information about guests to outsiders. 

3. While giving room keys, ask for key card from the guest, in case of doubt. 

4. Information about any suspicious person roaming in corridor must be immediately 

reported.

5. Housekeeping staff should ensure never to leave keys on unattended carts in corridors.

 3. The security of systems can be ensured as follows:

Record all losses and missing items immediately.

Inventory control should be proper.

Auditing should be done on regular basis.

Proper system for cash receipts and disbursements should be made.

The term ‘systems’ means the operations of the hotel, e.g. all the tools used for operation, procedures 

laid down for operations and policies to be followed.

The objective of such security is to safeguard the assets of the hotel. Systems, procedures and the 

policies followed properly shall safeguard the assets and shall increase the lifespan of equipment as well 

as avoid any breakdown maintenance. This would entail the following:

Fix duties and assign responsibility, which will help in pin-pointing responsibility in 

case of thefts, losses due to negligence and any other similar eventuality. 

Make surprise checks. 

Bonding of employees: People who have access to liquid assets should be bonded so 

that in case of any theft, etc. the concerned person is accountable. 

Hire an independent agency for checking of your systems of security.
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Fire

Fires in hotels are too often and may result in the injury/and loss of life or both of the guests and staff. It 

also causes loss of property and tarnishing of the image of the establishment.

Main causes of fi re in hotels:

 1. Smoking

 2. Defective wiring, faulty appliances and motor and worn-out insulation

 3. Untidy and unattended laundry areas

 4. Gas leaks

 5. Rubbish

 6. Blocked staircases and exits

 7. Disorganised paint shops

 8. Deposition of grease in the kitchen

 9. Elevator shafts

Basic types of fi re

Class A: Fires in combustible material. Extinguished by the cooling effect of water or solutions contain-

ing large percentage of water.

Class B: Fires in infl ammable liquids, grease and similar substances where a blanketing or smothering 

effect is necessary for extinguishing.

Class C: Fires in electrical equipment, where the use of non-conductive extinguishing agent is 

essential.

Fire Fighting Training

It is probably the responsibility of the chief engineer to train staff from each department who are identi-

fi ed to be included in fi re fi ghting crew. Knowledge of sprinkler, valves, air ducts and fi re-hose equip-

ment require a professional background. Regular inspection of fi refi ghting equipment, fi refi ghting 

practice sessions and demonstrations by the fi re brigade department are indispensable for the specially 

designated fi refi ghting crew.

Fire Alarm Accessories

Ionization smoke detector This is a dual chamber detector with Americium 241 radioactive material. 

Offers a high-standard of performance and quickly responds to visible and invisible combustible par-

ticles generated by the fi re in its incipient stage.

Photo-electric smoke detector This optical detector operates on light emitting principle, quickly re-

sponds to particles of fi re and transmits the valid signal to the equipment.

Accident book An accident book should be kept in every organisation and the receptionist should 

record all the details of accidents that have occurred to employees while they were engaged in carrying 

out their normal daily duties. The accident book should be preserved for a period of three years. Every 

employer is required to take reasonable steps to investigate the circumstances of every accident recorded 

herein and, if there is discrepancy between the circumstances and the entry made, he is required to take 

necessary action.

Figure 6.1 shows a fi re exit plan.
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Fig. 6.1 Fire exit plan

Security and Safety Instruction Booklet

Hotels usually use a folder to instruct the guest about security and safety instructions. This folder gener-

ally consists of the following: 

Key to security and safety 

Instructions in case of fi re 

Escape plan 

 HANDLING EMERGENCY SITUATION

Apart from fi re threat, the front offi ce staff at time has to handle a lot of other unusual situations also. 

Following is a brief guideline regarding how to handle them. These are only guidelines and the fi nal 

decision will depends on the situation and the person handling it.

Death of Guest in a Hotel

One of the most harrowing situations is handling of death of a guest in room. The front offi ce, being 

the hub of the hotel, report about the death would usually come to the front offi ce fi rst. This usually is 

reported by the housekeeping or room service staff. Once the information comes to the front desk, then 

it must be immediately reported to the front offi ce manager by the receptionist. Usually, the front offi ce 
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manager will then inform the GM or the resident manager. The security offi cer should also be informed 

immediately. Normally in such situations, the police are immediately informed. The hotel doctor is 

also summoned, who actually will establish and confi rm the death. Meanwhile, the hotel will locate 

the residential address of the deceased and will try to inform the relative or people known to him. After 

the police complete their formalities and give permission, then the dead body can be removed from the 

room, the body must be fully covered and then removed, preferably on a stretcher. Care should be taken 

not to use the guest elevator while removing the body and only the service lift should be used for this 

purpose. A death certifi cate should be obtained from the doctor. A report should be prepared covering 

who informed of the death, time, the room number and the date of the death. In case there is luggage and 

other belonging of the deceased guest, then they all must be collected, a list is prepared, and the luggage 

is kept in the luggage room with a note and the person performing this activity shall sign the report. The 

report should be submitted to GM immediately. Finally, once the dead body is removed, the room should 

be locked and sealed. Later, when the police give clearance only then the room should be opened, thor-

oughly disinfected and spring cleaned. Only after the permission of police and subsequently the general 

manager or resident manager, the room should be sold.

Some important points in this regard are as follows:

 1. Do not enter the room alone; always take the front offi ce manager/lobby manager and the security 

offi cer.

 2. In case you know that the deceased was under the treatment of any specifi c doctor, the same 

should be  called instead of the hotel doctor, if possible. His physician will also be helpful in 

knowing and notifying the  incident to the relatives and the people known to him.

 3. Do not disturb the body or touch anything before the arrival of police; this may be a murder or 

suicide case.

Security and Safety Measures (To be displayed in Guest Rooms)

 • Please draw your room key against your 

key card. Safeguard your room key.

 • In case you detect a burning smell, fi re or 

smoke, inform the telephone operator.

 • If room key is lost or stolen, report to Re-

ception immediately.

 • Should it be necessary to evacuate the building, 

the hotel staff or public address system will 

give you instructions on what to do, in such 

eventually.

 • When in your room, for greater security 

please double lock your door, use the safe-

ty chain, and identify visitors before open-

ing the door. 

 • Never admit repair man without checking 

with Housekeeping. Never admit person 

with unsolicited deliveries.

 • Remain calm – the staff have been trained to 

assist you.

 • Do not use the lifts.

 • Determine if safe to vacate by elevators through 

door viewer. Feel door, if warm do not open.

 • Do not leave valuables in your room.  • If fi re and smoke conditions are reasonable. 

 • Take 2 wet towels to cover your face and body 

and your room key in the event your exit is 

compromised.
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 • Safe deposit lockers are available with the 

cashier. The hotel does not assume respon-

sibility for any losses.

 • Do not reveal the name of the Hotel, and 

room number to any stranger.

 • Deposit room key with the Reception when 

checking out. Do not leave it in the room.

 • If you notice any suspicious person or ob-

ject, please contact the Lobby Manager.

 • Close the door behind you.

 • If smoke prevails, crouch or crawl to the near-

est fi re exit and go down.

 • In case you have to stay in your room.

 • Fill bathtub and other containers with water for 

wetting and extinguishing purposes. 

 • Prevent fumes from entering room through 

vents and openings by plugging them with wet 

cloth.

 • Alert Lobby Manager on telephone.

 • If there is smoke in the room.

 • Stay lying on the fl oor holding wet cloth in 

front of mouth.

 • Do not break windows unless absolutely neces-

sary. You may cause fi re to enter the room.

 • If smoke is coming through the vent, switch off 

air conditioning.

Handling Accident Situations

Accidents, as the name suggests, are mishappenings and the handling depends upon the seriousness of 

the accident. For example, spilling of water on the guest coat is an accident and also slipping of a guest 

on the highly polished fl oor of the lobby and as a result breaking his bone is also an accident. The hotel 

staff in both the cases will act differently. Hence, what is more important when we talk about handling 

an accidental situation is the attitude of the person attending to the accident. Basically, the attitude must 

be helpful and sympathetic and at the same time the person attending must be able to convey a sincere 

concern to the guest who has met with an accident. Knowledge of fi rst-aid would come very handy in 

such situations, but at the same time he should restrain himself in giving specialist advice and medicine. 

His words, gestures and actions would also play a very important role in handling situations. But since 

the hotel staffs are usually given the fi rst-aid drill and training, hence he should apply that knowledge as 

per the situation.

The following points should be kept in mind:

 1. Remove the person who has met with accident from the site of accident (if possible) as early as 

possible and take him to a more comfortable area, use a stretcher if required.

 2. Call the doctor and give him the details of accident.

 3. Preferably take someone with you to the site of the accident as you may need help.

 4. Serve the victim immediately by providing fi rst-aid. 

 5. Keep calm, but do not take too much time to decide as it may be an emergency case.

 6. Try to protect your establishment against any false allegations.

 7. Prepare a report of the whole incident giving details such as date and time, who reported the ac-

cident, room number, the site of accident, the action taken, etc. 
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Handling Vandalism

The front offi ce should call hotel security immediately and the main door should be locked immediately. 

Report to the front offi ce manager immediately and in case the situation becomes out of your control, 

then police must be informed after taking the permission of the manager. 

Theft

Theft in hotels is usually divided under the following four categories:

 1. Theft by employees of the hotel 

  Thefts by the employees of the hotel, especially those who come in contact with the guests or 

who in pursuit of their duties are allowed to enter a guest room, could be kept to a minimum by 

the following procedure:

References should be checked before they are employed. 

Keep a detailed record of all employees who enter the guest room such as the chamber maid, 

bellboys, room boys, maintenance and engineering staff. 

All room keys must be kept under strict control particularly when it is in use, and should be 

issued to staff only on written authority. 

In case of such incident, an enquiry committee is made to investigate to ensure proper action. 

Generally, the front offi ce manager, executive housekeeper, security manager and manager 

HRD are included in the committee.

2. Damage of hotel property by the guest 

  Damage to hotel property by guest is a very common occurrence in hotels. This may be inten-

tional without any apparent reason and under the infl uences of alcohol during a conference/

convention or party, or sometime accidentally. The hotel management should try to analyse the 

root cause of the damage. The damage caused accidentally and without any intentions may be 

overlooked, while in case where it is evident that the guest has damaged the property of the hotel 

intentionally, the hotel may ask the guest to pay the compensation for the same. In this case, it 

is the responsibility of the front offi ce staff to charge the guest with the value of the damaged 

property. A voucher for the amount is made and given to the guest.

 3. Theft of the hotel property by the guest 

  Very common items that usually are stolen by the guests from the room are pillow covers, towels, 

bed-sheets, bed covers and other room items such as ash trays, openers, water tumblers, soap 

cases, photo frame, stationery and folders. When the housekeeping department suspects that the 

guest is leaving with some hotel property, then the fi rst decision that is to be made as to what is 

the apparent cost of it. If it is a small item,  the hotel management may not bother but if it is a 

costly item, then it is a tough situation. If we allow the guest to go away with the item, it will be 

a loss to the hotel and at the same time if we ask him to open his luggage, we may loose the guest 

forever. If the hotel staff is fairly certain that guest has kept hotel property in his luggage then he 

may politely ask the guest. ‘Sir, I believe you have liked the hotel bed sheet, and kept that in your 

luggage, would you like to return the same or shall I add up the cost in your bill’. If the front of-

fi ce manager has defi nite information that the guest is taking away hotel property, he may request 

the guest to open the luggage. But if there is slightest doubt, this step should not be taken because 

if the guest luggage is clean, he may sue the hotel for defamation.
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  One of a very polite way of telling a guest that he is taking hotel property with him is to put the 

cost of item on his bill.

4. Theft by outside thieves

  Theft by criminals, other than the employees or guests can be reduced by setting security mea-

sure, which includes the following:

 (a) Look for suspicious persons who prefer to use staircase instead of elevators. Those who use 

lifts usually select either one fl oor higher or one fl oor lower than the actual fl oor that they 

want to ransack. 

 (b) Criminals who come without keys usually walk down the corridor trying to fi nd a room 

where the door is accidentally left open by the guest or until they fi nd a careless employer. 

Keep all corridors well lit. The housekeeping should follow a regular and irregular schedule 

of vigil and rounds. 

 (c) Schedule lunch and rest periods of employees so as to keep at least one person on duty on 

each fl oor. Most thefts occur between 10 am and 11.30 am and in the afternoons. 

 (d) Instruct the telephone operator not to connect the calls of outsider to the guest rooms, if the 

request is made by room number. She must insist on knowing the name of the guest to whom 

he wants to talk. 

 (e) The receptionist should not send the visitors to the guest rooms directly. On the contrary, 

they should contact the guest and obtain permission before sending to the room. He may also 

ask the visitor to use the house phone. 

 (f) Guest should be told to keep the balcony door closed to avoid anyone entering the rooms 

from the balcony. 

 (g) House detective may be appointed in case of repeated theft.

 (h) Uses of close circuit television are quite useful. 

 (i) In case of doubt, receptionist should not give the room key without examining the key 

card.

 (j) Use of key drop on the reception counter also helps in avoiding keys going to wrong hand.

Illness and Epidemics

The receptionist may be called for assistance during sickness of a guest. In such cases, he has to advise 

the patient guest to consult the house physician, but in case the guest has his own physician, the same 

should be called. He will also notify the housekeeping and room services about the sickness and instruc-

tions, if any. During epidemics, all precautionary measures especially in food and beverage service area 

should be followed. Receptionist may help the guest by informing him regarding the situation and advise 

to avoid exposures. Mostly senior staff takes over the charge of this situation. 

Handling a Drunk Guest

A drunken guest is normally not in his perfect senses and may not be talking sense. It is always advis-

able never to argue with such guest. One of the most important points is that such guest should be re-

moved from the lobby as early as possible but being careful not to irritate him or offend him. Preferably, 

he should be taken to the back offi ce or to his room. If he behaves unruly, the hotel security must be 

called.

Bomb Threat

Considering the increased terrorism, hotels need to handle bomb threats and other forms of terrorism 

very seriously. Hotels should keep close contact with local police station and obtain guidance regarding 



Other Related Activities 193

the security precautions and act accordingly whenever guests are particularly at risk. The police always 

expect cooperation from the hotel authority. Hotels are, by their very nature, vulnerable to the infi ltration 

of terrorists masquerading as innocent guests. In particular, staff would be expected to keep their eye 

open and to report anything suspicious, from a guest who does not seem to ‘fi t’ to an unattended piece 

of luggage. 

The front offi ce staff is expected to remain in the front line and needs to act accordingly. Another 

threat is the telephoned bomb warning. The vast majority is likely to be hoaxes, but they cannot be taken 

lightly. Staff liable to take such calls, usually the telephone operators, need to be trained to handle them 

correctly. There are two important aspects:
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 1. The caller should not be interrupted and his words must be written down exactly.

 2. As soon as the caller is through, details must be written down as the operator can remember about 

the caller’s voice, mannerism, etc. It is important to do this as quickly as possible because facts 

are fresh in mind. Before you narrate to anyone, it must be written down on a Bomb Threat Form, 

as there is a irresistible temptation to decorate the facts with each retelling.

Another related threat may be from letter bomb. It is not always possible to foresee exactly where 

and when a deranged terrorist may decide to strike.

Staff responsible for dealing with mail should be given instruction in the recognition and handling 

of suspect packages. As a general rule, such packages are safe enough as long as they are not opened, but 

this may not apply if they arrive in a damaged condition. Moreover, there is slight but genuine risk that 

the detonator might be affected by radio transmission, so all packages should be kept separate from any 

radio paging equipment being used in the hotel.

 HOTEL LAWS AND LICENSE

For the successful operation of a hotel and catering establishment, it is binding on owners and managers 

to fulfi l certain obligations. Some of these are unwritten such as the obligation to satisfy the customer; 

others are written down in the form of contracts, mutually agreed upon by the establishment and the 

employees. Still others are based on the expectations of people within the establishment and outside 

of it, developed as codes of practice over the years. Finally, there are statutory or legal obligations that 

need to be fulfi lled for safeguarding the health and well-being of people and the establishment. This last 

group focuses attention on those laws and regulations that affect hotel and restaurant organisations and 

therefore need to be complied with. For the sake of simplicity, all laws could be dealt with under the 

following two main headings:

 Those affecting the production and service of food generally referred to as ‘food laws’

 Those affecting the people working in these establishments also called the ‘labour laws’

In considering the legal implication of any food and beverage service, it is important to be aware of 

the fact that laws keep changing or get amended by courts or through Acts of Parliament from time to 

time. This is done to make them applicable to the changing patterns and needs of the society.

The primary obligation of every establishment is that it should be registered, so that it has the legal 

sanction to operate as a place of public service. Registration of the establishments may be carried out by 

the local authority or controlled by a Central Government department depending on the location and size 

of the facility. Every hotel, food and beverage establishment needs to provide the following information 

to the registrar’s offi ce:

Name of the employer and/or manager

Area of the premises

Value of the premises

Water and light connections existing or required within the establishment

Number of employees on the premises

Medical and other facilities provided for the employees

Contribution of employer to provident fund and other insurance schemes of employees

Postal address of the establishment

Name in which the establishment is to be registered

Category of the food and beverage service such as kiosk, coffee shop, cafeteria, restaurant 

or any other.
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Sarai Act (XXII of 1867) 

Sarai

Sarai means a building or part of a building used for the shelter and accommodation of travellers. It also 

includes a purao (place for night shelter for travellers) so far as the provisions of this Act are applicable 

thereto.

Keeper of a sarai

‘Keeper of a sarai’ includes the owner and any person having or acting in the care of management 

thereof.

Magistrate of the District

‘Magistrate of the district’ means the chief offi cer charged with the executive administration of a district 

in a criminal matter, whatever may be his designation. Within six months after this Act shall come into 

operation, the magistrate of the district in which any sarai, to which this Act shall apply, may be situated 

shall, and from time to time thereafter give to the keeper of every such sarai notice in writing of this Act, 

and shall by such notice require the keeper to register the sarai as by this Act provided.

Such notice may be in the form in the Schedule to this Act annexed or to the like effect.

The magistrate of the district shall keep a register in which shall be entered by such magistrate or 

such other person as he shall appoint in this behalf, the names and residences of the keepers of all sarais

within his jurisdiction, and the situation of every such sarai.

No charge shall be made for making any such entry. After one month, of the giving of such notice to 

register as by this Act provided, the keeper of any sarai or any other person shall not receive any lodger 

or allow any person, cattle, sheep, elephant, camel or other animal or any vehicle to halt or be placed 

in such sarai until the name and residence of the keeper thereof shall have been registered as by this 

Act provided. The Magistrate of the District may, if he shall think fi t, refuse to register as the keeper 

of a sarai, any person who does not produce a certifi cate of character in such form and signed by such 

persons as the State Government shall from time to time direct.

Lodging Houses

For the purpose of by-laws, lodging houses shall mean any sarai hotel, boarding house for the general 

public, rest house or unlicensed emigration depot or any other place where visitors are received and pro-

vided with sleeping accommodation on payment and shall include religious and charitable institutions 

or rain-baseras maintained and supervised by the Government corporations.

Every license of a lodging house shall cause his name to be registered as such in the offi ce of the 

local authority and shall also furnish to the commissioner of the local authority the following informa-

tion in writing:

 1. The position of the lodging house.

 2. The number of rooms reserved for lodgers in such lodging houses.

Every licensee of a lodging house shall be requested to make his lodging house conform to the following 

requirements:

 1. The minimum height of every room intended for the use of the lodgers shall not be less than 10 

feet.
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 2. The minimum superfi cial fl oor area of each such room shall not be less than 80 sq. ft.

 3. Ventilation shall be provided for each such room by means of windows, gratings for other open-

ings exclusive of doors, having a combined area equal to not less than one tenth of the fl oor area 

of the room, provided that nothing herein shall in any way be deemed to waive the requirements 

of any by-laws for the regulation of building in general which may from time to time be in force 

within the limits of the specifi ed area.

Every licensee of a lodging house, who may be so required by the commissioner, shall keep a regis-

ter in which he shall enter the name and address of all resident and inmates of his lodging house and the 

dates of their arrival, departure and such other information as the commissioner may prescribe.

The licensee of a lodging house shall, when it comes to his notice, immediately report to the com-

missioner the occurrence of any infectious disease therein and shall take measures to keep any person 

suffering from such disease isolated from all other lodgers unless the case has been investigated by the 

commissioner.

No licensee of a lodging house shall offer his lodging house or any part of it to be occupied if he 

knows or has good reason to believe that it has been occupied by a person suffering from any infectious 

disease, until such lodging house or part of it and every article therein likely to contain infection has been 

disinfected to the satisfaction of the commissioner. 

Rent Control Act and Hotels and Lodging House

The Rent Control Act aims to provide for the control of rents and evictions and of rates of hotels and 

lodging houses, and for the lease of vacant premises in the concerned specifi ed area. It extends to the 

areas included within the limits of the specifi ed area and to such urban areas within the limits of the 

specifi ed area.

Provided that the Central Government may, by notifi cation in the offi cial gazette, extend this Act 

or any provision thereof, to any other urban area or exclude any area from the specifi ed area from the 

operation of this Act or any provision thereof.

It shall come into force on such date as the Central Government may, by notifi cation in the offi cial 

gazette, appoint.

This Act does not apply to the following premises:

 1. To any premises belonging to the Government

 2.  To any tenancy or other similar relationship created by a grant from the Government in respect of 

the premises taken on lease, or requisitioned, by the Government

  (Provided that where any premises belonging to the Government have been or are lawfully let by 

any person by virtue of an agreement with the Government or otherwise, then, notwithstanding 

any judgment, decree or order of any court or other authority, the provisions of this Act shall ap-

ply to such tenancy.)

 3. To any premises, whether residential or not, whose monthly rent exceeds rupees three thousand 

and fi ve hundred

 4. To any premises constructed on or after the commencement of the Rent Control (Amendment) 

Act, for a period of ten years from the date of completion of such construction

Provisions Regarding Rent

Rent in excess of standard rent not recoverable
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Except where rent is liable to periodical increase by virtue of an agreement entered into 

before the 1st day of January, 1939, no tenant shall, notwithstanding any agreement to the 

contrary, be liable to pay to his landlord for the occupation of any premises any amount in 

excess of the standard rent of the premises, unless such amount is a lawful increase of the 

standard rent in accordance with the provisions of this Act.

Subject to provisions of sub-section (1), any agreement for the payment of rent in excess 

of the standard rent shall be constructed as if it were an agreement for the payment of the 

standard rent only.

Hotels and Lodging Houses

The provisions of this Act shall apply to all hotels and lodging houses in the areas which were included 

in the State and may be applied by the Central Government by notifi cation in the offi cial gazette, to 

hotels and lodging houses within the limits of such other urban area of the corporation as may be speci-

fi ed in the notifi cation. Provided that if the Central Government is of the opinion that it would not be 

desirable in the public interest to make the provisions of this chapter  applicable to any class of hotels 

or lodging houses, it may, by notifi cation in the offi cial gazette, exempt such class of hotels or lodging 

houses from the operation of this chapter.

Fixing of Fair Rate

Where the controller, on a written complaint or otherwise, has reason to believe that the charges made for 

board or lodging or any other service provided in any hotel or lodging houses are excessive, he may fi x a 

fair rate to be charged for board, lodging or other services provided in the hotel or lodging house and in 

fi xing such fair rate, specify separately the rate for lodging, board or other services.

In determining the fair rate under sub-section (1), the controller shall have regard to the circum-

stances of the case and to the prevailing rate of charges for the same or similar accommodation, board or 

other services and to any general increase in the cost of living after that date.

Revision of Fair Rate

On a written application from the manager of a hotel or the owner of a lodging house or otherwise, the 

controller may, from time to time, revise the fair rate to be charged for board, lodging or other services 

in a hotel or lodging house, and fi x such rate as he may deem fi t having regard to any general rise or fall 

in the cost of living which may have occurred after the fi xing of fair rate.

Charges in Excess of Fair Rate not Recoverable

When the controller has determined the fair rate of charges in respect of a hotel or lodging house,

The manager of the hotel or the owner of the lodging house, as the case may be, shall not 

charge any amount in excess of the fair rate and shall not, except with the previous written 

permission of the controller, withdraw from the lodger any concession or service allowed at 

the time when the Controller determined the fair rate;

Any agreement for the payment of any charges in excess of such fair rate shall be void in 

respect of such excess and shall be construed as if it were an agreement for payment of the 

said fair rate;

Any sum paid by a lodger in excess of the fair rate shall be recoverable by him at any time 

within a period of six months from the date of the payment from the manager of the hotel 
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or the owner of the lodging house or his legal representatives and may, without prejudice to 

any other mode of recovery, be deducted by such lodger from any amount payable by him 

to such manager or owner.

Recovery of Possession by Manager of a Hotel or the Owner of a Lodging 

House

Notwithstanding anything contained in the Act, the manager of a hotel or the owner of a lodging house 

shall be entitled to recover possession of the accommodation provided by him to a lodger on obtaining a 

certifi cate from the controller certifying:

That the lodger has been guilty of conduct which is a nuisance or which causes annoyance 

to any adjoining or neighbouring lodger. For the purposes of this clause, ‘nuisance’ shall be 

deemed to include any act which constitutes an offence under the Suppression of Immoral 

Traffi c in Women and Girls Act, 1956 (104 of 1956);

That the accommodation is reasonably and bona fi de required by the owner of the hotel or 

lodging house, as the case may be either for his own occupation or for the occupation of 

any person for whose benefi t the accommodation is held, or any other cause which may be 

deemed satisfactory to the controller;

That the lodger had failed to vacate the accommodation on the termination of the period of 

the agreement in respect thereof; 

That the lodger has done any act which is inconsistent with the purpose for which the accom-

modation was given to him or which is likely to affect adversely or substantially the owner’s 

interest therein; 

That the lodger has failed to pay the rent due from him.

Labour Laws and Labour Regulations

Legislation concerned with the employment of people started in India over 150 years ago, with the Ap-

prentices Act of 1850, which created an obligation on the part of the employers to safeguard the welfare 

of the employees while teaching them respective skills.  Hotel labour laws and regulations vary from 

state to state; therefore, it is diffi cult to specify the hotel’s obligation covered under these laws. The 

Central government has some laws such as Minimum Wages Act, which includes minimum wages to 

be paid to each type of worker. It states only the guidelines for the states. The states pass legislation at 

their own level. In every state, there are laws covering the hiring and minimum wages to be paid to the 

workers and also special rules and regulations relating to women and children employed in the hotel. The 

state governments and local authorities have special rules and regulations according to which they issue 

orders directly affecting the hiring and working conditions of the hotel employees.

Areas Covered by Labour Legislation

1. Working Conditions

The Shops and Establishments Act covers the conditions of work that must be provided by all employees 

in catering establishments. Working conditions refer to fi xation of working hours, regular and timely 

payment of wages, paid leave, creation of a healthy working environment through the provision of basic 

necessities such as toilets, washing facilities, rest rooms, comfort at work and the establishment of good 

human relations.
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The Act requires every employer to

Specify the hours of work which each employee is expected to put in on every working 

day.

Ensure that no one is required to work more than fi ve hours at a stretch without at least a half 

hour break; or nine hours on any single day or 48 hours in any single week. In case it be-

comes necessary in conditions of emergencies such as staff shortages, strikes, etc. for people 

to work for longer hours, no person should be made to work more than 54 hours a week.

Ensure that every employee has a fi xed duration lunch-break varying from 45 minutes to one 

hour. The time period fi xed is expected to remain operative for a minimum of three months 

before it can be changed.

Ensure that every employee must have at least 24 continuous hours off in a week, with full 

wages.

Ensure that the periods during which wages will be paid every month need to be specifi ed 

and payment expected to be made promptly every month.

Further, employers are expected to intimate these conditions to the chief inspector in-charge of the 

area, so that he can check periodically that the Act is being complied with.

The Act also prohibits children from being employed. Any establishment employing people less 

than 18 years of age would be considered to be violating the law.

2. Welfare

The Factories Act of 1948 covers the obligation of employers regarding the comfort and welfare facili-

ties of staff. This Act applies to all establishments employing more than 10-workers and using power in 

its operations. It also applies to the premises where 200 or more employees work, even if no electricity 

is used. It does not apply to premises operated by self-employed persons or their families.

The Factories Act expects all employers to provide minimum safeguards for the safety, health and 

welfare of people at work.

To fulfi l the conditions laid down by the Act, every owner or manager of a catering establishment 

must look after those aspects concerned with welfare of employees. The provision of welfare by an em-

ployer usually includes the following:

 (a) Washing facilities for staff along with toilets and rest rooms

 (b) First-aid facilities

 (c) Paid annual leave.

 (d) Uniforms including footwear that is comfortable for work

 (e) Working hours not exceeding ten and half hours a day, including rest periods. The maximum 

hours per week must not exceed 48 hours. Provision is also made for overtime work

 (f) Paid annual leave at the rate of one month’s salary for every year of service for permanent em-

ployees

  The Employee State Insurance Act, 1948, also takes care of the provision of benefi ts to employees, 

which are fi nanced from contributions of employees, employers and the State. The Act was 

designed to help the employees cover their expenses during periods of sickness, maternity or 

injury. The benefi t is also expected to be paid in the form of a pension to the dependents of 

workers who may sustain fatal injuries at work. The Act applies to all food service establishments 

employing 20 or more persons, and covers all employees whose monthly wages do not exceed 

Rs 1,000 per month.
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  Other benefi ts under the Act also include the provision of canteen facilities and meals at subsidized 

rates, especially where more than 250 workers are employed. As far as food service establishments 

are concerned, the provision of meals (free or subsidised) has become the custom and practice 

even in small establishments, with less than 20 workers. This is because the product of catering 

institutions is food and the benefi ts act as a deterrent to pilferage. Besides, it is an established fact 

that if refreshments are given at regular intervals during working hours, the effi ciency remains 

good throughout the day. Managements, however, adopt different practices for the provision of 

these benefi ts. Some develop a separate menu for staff meals, so that the costs can be calculated 

accurately. Others fi x the amount of subsidy per head and pay it out in the form of coupons to be 

used by the employees to buy their meals from the service counters. If any extras are desired or 

bought, the employees pay the price listed. Still others may pay out the subsidy to the employees 

weekly, to be used by them as and when they like, for meals and refreshments.

 (g) Housing Facilities: These may take the form of housing or payment of a proportion of the salary 

disbursed as House Rent Allowance (HRA) for renting of accommodation. Managements may 

also offer loans for building and so on.

 (h) Financial and Legal Services: These involve offering credit and loan facilities to employees 

to those who are in need of money for various reasons. Legal advice may also be given when 

necessary, to maintain the morale of the people.

 (i) Purchasing Services: Some establishments may set up a scheme for the benefi t of employees, who 

can purchase food items in stock at discounted prices. This is benefi cial both to the institution 

and the employees, because in catering it is better to sell out the prepared food items at the end 

of the day, than to risk storing them for use the next day, especially if cold storage facilities are 

inadequate. This saves the establishment the expense on unduly large storage spaces too.

 (j) Recreational Activities: The provision of physical and mental diversion at work is becoming 

increasingly important for people. Even in very small establishments, it has become practice to 

provide music through radios or tape. It is not uncommon to fi nd vendors tuned to their transistors 

while on their rounds selling food items. In larger establishments, the concept of providing indoor 

activities likes reading, cards,   carom, etc. for employees is gaining popularity.

All welfare activities, however, should preferably be redesigned to the needs of the employees and 

related to their job requirements. For instance, if a job requires standing for long hours, the recreational 

activity should provide rest to the legs in particular. In many instances, establishments spend a lot of 

money on providing welfare that is not fully utilised by the employees, and often not even appreciated. 

While welfare is an  important  measure,  it  should  always  be considered secondary to the job 

requirements and hence should be aimed to encourage effi ciency, thus helping to achieve the goals of the 

establishment. The above-mentioned legislation also covers aspects of sanitation and safety, so vital to 

the successful planning and operation of food services. Any welfare provision would be worthless if the 

environment provided for work is not safe and healthy.

3. Health and Safety

The Factories Act also lays down conditions to safeguard the health and safety of people at work. In 

order to conform to the Act, employers are liable to provide an environment that does not in any way 

adversely affect the health of any person, or injure or disable him in any way. To ensure a healthy envi-

ronment, therefore, it is necessary to guarantee the following:

 (a) Cleanliness of the establishment and staff
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 (b) Proper disposal of waste materials

 (c) Proper ventilation to prevent dust and fumes from collecting in the work environment, and to 

control humidity through provision of exhaust fans (Unduly high humidity in kitchens causes 

fatigue and sweating, affecting the food being handled, and through it, the health of the people.)

 (d) Lighting should be such that it does not affect the visibility and eyesight of people at work.

 (e) Overcrowding should be avoided by proper planning of areas.

 (f) Clean drinking water should be provided.

 (g) Proper washing and toilet facilities are essential.

Procedures suggested for the safety of employees at work include the following:

 (a) Periodic maintenance of electric appliances

 (b) Proper placement of fi re fi ghting equipment, and its regular maintenance

 (c) Establishing good working habits and sound safety policy

 (d) Adequate supply of safe water

 (e) Immediate and safe disposal of wastes

 (f) A high level of building and equipment maintenance

 (g) Comfortable working temperatures

 (h) Adequate sanitary facilities for staff and customers (In some states, the local authorities have 

specifi ed the kind and number of facilities that a caterer is obliged to provide in accordance with 

various sizes and types of establishments. One toilet to 12 persons has been suggested)

 (i) Training in the use of equipment to eliminate risk of injury

 (j) Eradication of rodents, insects and pests of all kinds

The enforcement of minimum standards of safety and sanitation in food services is usually the 

responsibility of the local health and sanitation authority of each state or area. The Directorate General 

of Health Services (DGHS) is responsible for setting up inspection cells to ensure the health and safety 

of the environment, and to certify that premises where food is prepared and served to a large number of 

people are free from any health hazards.

4. Harmonious Working Relations

The Industrial Disputes Act, 1947, makes provision for good working relations through the establish-

ment of free communications and negotiations between people at work. In case of disputes, it only cov-

ers those which are supported by a trade union or a large number of workers. The Act outlines measures 

for preventing or settling grievances and disputes, prohibiting strike and lockouts, and negotiating terms 

and conditions on behalf of employees and employers.

At work, the obligations of employers and employees to each other are based on the contract (writ-

ten or oral) between them. The Indian Contract Act, 1872, deals with the general principles of the law 

of contract. It ensures the realisation of reasonable expectations of both parties entering into a legally 

enforceable agreement at the time of employment.

While the Act does not spell out the rights and duties that it will enforce, it provides the structure 

within which the parties may chalk out their own rights and duties. Thus, the law will uphold and enforce 

the essence of a contract. This involves full and fi nal agreement on the details of the contract, in the same 

sense and at the same time by both parties, that is, there must be ‘consensus ad idem’.

In addition, the Factories Act, 1948, is a piece of social welfare legislation governing working con-

ditions of people in factories which are important factors in harmonious relations at work. The Act par-

ticularly defi nes ‘factories’ to include establishments that prepare articles of food and drink for service to 
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members of the public. It also classes as ‘workers’ all persons employed in the kitchen for preparing food 

for sale, and canteen workers supplying basic and essential amenities to workers engaged in manufac-

ture of goods for sale. The legislation thus broadly covers industrial canteens, commercial food service 

establishments and all other food services irrespective of their size or nature.

Since catering is a fast growing industry, and workers are becoming members of trade unions, the 

Trade Union Act, 1926 is also applicable. Trade Unions are basically associations of workers formed for 

the regulation of relations between people at work, whether it is among employers, employees, or both. 

These associations are supposed to function so that people can act together to strengthen their bargaining 

power, and negotiate with employers on progressive or controversial matters.

The Central government has recently considered a comprehensive law on industrial relations in the 

form of the Industrial Relations Bill, with a view to promote peace and harmony at work through good 

employer-employee relations.

5. Payments

Payments include those made to employees in lieu of work done. These may be in the form of wages, 

bonuses, insurance premiums, provident fund and gratuity payments. Sometimes employers are liable to 

make cash payments in the form of compensation for injury or loss to employees at work. The Compen-

sation Act, however, applies only to those establishments that are not covered by the Employees’ State 

Insurance Act, 1948.

The Minimum Wages Act, 1948, was an effort to prevent employers from exploiting their employ-

ees, by underpaying them. Such practice is particularly prevalent in the catering industry and the em-

ployment of cheap labour is still existent in small family-based operations that are not often covered by 

legislation. The criteria set out for wage fi xation in the Act are:

 1. Living wages: These are expected to be linked with the cost of living index and the supply and 

demand situation for labour.

 2. The ability to pay: The payment of wages is related to the conditions provided by each type of es-

tablishment for work and wage and salary agreements between employers and employees, made 

according to specifi c job requirements.

 3. Fixing wages according to the going rate within the catering fi eld. 

  What various establishments are paying in a particular area is further related to the productivity 

of employees and the bargaining power of recognised trade unions.

The minimum wage rate may be fi xed for time and piece work and also for overtime work. The fi xation 

must be in relation to different types of jobs, age and experience of the employee, the location of the es-

tablishment on which the availability of staff and permanence of the appointment, and so on depends.

Permanent employees are generally paid a basic salary with allowances adjusted according to the 

cost of living index. The minimum wage rate may be fi xed on a per hour, per day or monthly basis, de-

pending on whether an employee is an ad hoc appointee or temporary for a few hours a day or part-time 

for a few hours a week. Where wages are not linked to the cost of living index, benefi ts in the form of 

subsidised meals or a facility for purchase of food items at concessional rates for the family may be exis-

tent. In some establishments, a rate may be fi xed that includes the basic rate, concessions and benefi ts.

Thus, wages may be paid partly in cash and partly in kind. From the viewpoint of the employees, the 

wages are as good as the purchasing power that they confer and the security they give to the employees 

and their families. The wage policy of any organisation must not only help to fulfi l the basic needs of the 

employee but also motivate him to work better and reward him for success and achievement.
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A good wage policy is one that pays fair wages, while still maintaining a control over labour costs, 

which are one of the highest costs in the catering industry. Every wage policy must take into account 

the relationship that exists between duties and responsibilities of particular jobs for which the wages are 

paid. The pay scales must refl ect the differences in experience, ability and responsibility required for the 

particular jobs. Usually, this is clearly seen through the organisation structure of an establishment.

According to the Payment of Bonus Act, 1956 employers are required to pay a bonus of eight and 

half per cent of the basic salary of each employee, in establishments where 20 or more persons are 

employed. This is irrespective of whether or not net profi ts are made at the end of the accounting year. 

Establishments which pay more do so because of their own discretion and the power of trade unions to 

negotiate.

The Payment of Gratuity Act, 1973 was legislated to provide security to employees after retirement, 

and to their families in the event of their death. The Act placed the entire responsibility of the security 

provided on the employers.

Legislation thus covers all possible aspects of the health, welfare and safety of people at work. All 

managers of food service establishments, however, should concentrate on training the staff to comply 

with the standards laid down. It is also important for every member of an establishment to be aware of 

the legal, fi nancial and other implications of not achieving the standards laid down by the law.

Laws Governing the Hotel Industry

The laws governing the professional status of the hotel industry should be subjected to review and 

amendment by both governmental authorities and trade organisations. The aim is to provide a suitable 

environment for hotels and other tourist establishments so that they may practice their trade under fa-

vourable conditions. Emphasis is placed upon raising the standards in general. This should cover a broad 

range of facilities, furnishings and equipment and also quality of service. Most important, the legislation 

must set up incentives for capital investment.

The laws should deal with regulating the relationship between hotel guests on one hand, and the 

hotel management on the other. It should provide stipulations regarding rates and the means of control-

ling them, the procedures for sanctions including closing and granting of licenses. Standards should 

also be established for grading hotels and other tourist accommodation in accordance with international 

practices.

The law may consist of several sections dealing with the following aspects.

Tourist Establishments

These include public establishments that may be authorized by the Ministry of Tourism for accommodat-

ing tourists. These include the following:

Hotels  Floating Hotels

Motels  Tourist Shops

Tourist Bungalows  Rest Houses

Tourist Rest Houses  Apartments (permitted)

Tourist Villages  Homes

Guest Houses

The public places that  are licensed by the Ministry of Tourism to offer food and beverages to the 

tourists are restaurants, bars, night clubs and casinos. Also included under the law for licensing could be 

transport facilities on land, sea and the river water.
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For the setting up and management of these establishments, a license must be obtained from the 

Ministry of Tourism in accordance with regulations and procedures to be defi ned by the ministry. The 

engineering and structural conditions of such tourist establishments should be specifi ed by the Ministry 

of Housing and Public Utilities except fl oating hotels and transit ships, which are the concern of the 

Ministry of Transport. In all cases, the Ministry of Tourism should approve such specifi cations.

Only gambling casinos should be opened to non-Indians under the jurisdiction of the Ministry of 

Tourism, which specifi es where gambling can take place and the conditions imposed. 

Taxes

Tourist establishments, including hotels and authorised places defi ned above, may be exempt from taxes, 

including taxes on commercial and industrial profi ts and real estate taxes. These exemptions may be 

granted for the fi rst fi ve years of operation beginning with the date when such taxes become due. Income 

taxes are borne by individuals and based on the net income of the person. All capital goods, including 

building material and equipment, whether for the initial erection or for rehabilitation and renovation, is 

custom-free for authorised tourist establishments.

Operating Personnel

The condition and standard to be met by hotel personnel are to be defi ned by the Ministry of Tourism.

Guest Relations

The Act should regulate the relationship between clients and hotels in such matters as refusing to rent out 

rooms and renting rooms at higher rates than those authorised.

Hotel Rates

The determination of tariffs for various services and the grading of tourist establishments are to be cov-

ered under the head.

Relation with Ministry of Tourism

The obligations of the tourist establishments need to be spelled out in this section. It includes publishing the 

hotel grade and price of services in both English and Hindi in guest rooms as well as at the reception.

Notify the ministry the number of guest-nights realised on monthly basis.

Maintain a reservation register for all requests for room reservation. 

Sanctions and Loss of License 

It could spell out irregular practices that are forbidden and those which could lead to forfeiture of trading 

license.

Power of Local Authorities

Through certain Acts and by-laws, local municipal authorities may make it mandatory to provide fi re 

escape in certain buildings. This is to protect the users of the building in case of accidental fi re.

Before any building can be constructed or used, in which a number of persons are likely to reside at 

one time, plans must be deposited with the local authority showing entrances, exits, passages and gang-

ways to be provided. The person with control of such a building must observe certain directions, as laid 

down by the municipal authority. These are formulated so as to ensure that adequate facilities are being 
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maintained to enable the public to leave the building quickly in the event of an emergency. These provi-

sions apply to any building used as a place of public resort. In conjunction with the fi re Acts, almost all 

premises in the hotel and catering industry are now subject to control of this nature.

Legal Requirements 

Almost every aspect of tourism, such as catering and hotel business, is covered by legislation. Some of 

these legislations will need to be taken into account at the planning stage. Much of these legislations are 

extremely complicated and may require the advice from legal experts. There are numerous pamphlets 

and booklets on such legislations prepared by the state governments and local authorities, explaining the 

requirements and their effect on one’s business.

Laws Relating to Premises 

Permission for planning a business should be sought from the local authority. If the premises are already 

being used for the same type of business, it is easy to get the permission. In case it is for construction or 

structural alteration, the authority may like to go into details as to how the new business will affect the 

immediate neighbourhood.

Electricity

The regulations should cover electrical systems, equipment and appliances. These must all be of sound 

construction and should be properly maintained so as to pose no danger when properly used. Only quali-

fi ed personnel should be allowed to use such equipment.

Practical Implication

Managers should know the location, state of repair and maintenance of every item of electrical equip-

ment on their premises and they should set up a regular maintenance program. Employees using any 

electrical equipment of any kind should receive training to do so safely.

Fire Precautions

A fi re certifi cate may be compulsory under the fi re Act. The premises should be checked by the local fi re 

offi ce. The Act covers fi re precautions, fi re prevention, fi re-fi ghting, fi re training, testing equipment and 

logging fi ndings and means of escape.

Sanitary conveniences

The local municipal authority may require the owner or occupier of a hotel, public house, entertainment 

house or place of public entertainment to provide and maintain a reasonable number of sanitary conve-

niences. There are penalties for failure to comply with these regulations.

Water

The water supply undertaking usually under the local authority, supply water for domestic purposes and 

may ask the concerned authority to fi x a charge per 1000 cubic metres of water, subject to the right of 

the authority to make a minimum charge. The authority may require that all the water supplied to a club, 

hostel, place of public entertainment, hotel, licensed premises or a boarding house (capable of accom-

modating 12 or more persons) be taken through a meter. The consumption as recorded in the meter is 

charged for.
Contd.
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Collection of refuse

Under the Pollution Control Act, refuse from hotels and restaurants is classifi ed as ‘commercial waste’, 

that the local collection authorities are obliged to collect on request, but for which they are entitled to 

make a reasonable charge. They may provide waste receptacles for this purpose. In certain small prem-

ises, refuse may continue to be regarded as ‘household waste’ and collected without separate charge.

Advertisement

Advertisement displayed on business premises that relate to the business carried on generally do not 

require express permission from the local authority unless illuminated. In an area of special control, 

such as a National Park, there would be a limitation on size. An advertisement in the form of a fl ag that 

is attached to a single fl ag shaft fi xed in an upright position on the roof of the building may be displayed 

without special permission, provided it bears only the name or device of the occupier. No letter or fi gure 

in any of these advertisements may exceed 30 inches (76 cm) in height or 12 inches (30 cm) in an area 

of special control. All other advertisements require express permission, application for which has to be 

made on a form issued by the planning authority. There is a provision of appeal to the appropriate court 

against refusal.

Legal Requirements in Hotel Business

These generally should cover the following areas:

Premises Personnel Health and Safety

Electricity

Fire Precautions

Food and Drugs

Food Hygiene

Food Premises

Sarai Act

Shops and Establishment

Lifts and Escalators

Public Health

Health and Safety

Personal Protection Equipment

Provision and care of work

Work Place Regulations

Shops and Establishment

Explosives Equipment The Drinks

Licensing Act

The Food Weights and Measures

Alcoholic Liquor

Excise Act

Children & Young Persons Act

Employment of Women Act

Food

Food Safety

Food Hygiene Regulations

Food Premises

Food Labelling

Trade Description

Weights and Measures

Food, Preservation and Adulteration Act

Contd.
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Personnel: Employment

Conciliation and arbitration

Disabled persons

Statutory sick pay for employees 

Employer’s liability

Employment Act

Employment Protection

Equal pay

National State Insurance

Sex discrimination

Shops and Establishment Act

Social Security

Time off for public duties

Trade Union

Redundancy

Employer’s liability

Minimum wages

Industrial disputes

Standing orders

Bonus

Holidays and Retirement Benefi ts, Gratuity 

etc.

Payment of wages

Gratuity, Trade Union Act, Municipal Laws

Sarai Act: Boarding & Lodging Establishment 

Act

Excise Act

Food labelling

The Music

Copyright, Design and Patents

Local government

Licensing

Public Health

Control of Pollution The Business

Indian Companies Act 1956

Partnership Act 1932

Insolvency

Data Protection

Regulation Regarding control of substances hazardous 

to health

Act regarding control of gambling in hotels and guest 

houses

Hotel Proprietor/Sarai Act

Marketing

Sale of Goods

Contract Act

Price Indications

Consumer Protection

Theft

Rent Control Act

Foreign Exchange Regulation

Environment & Pollution Control

Registration of Foreigners

Shops and Establishment Act

MRTPAct

Essential Commodities Act

Carriage of Goods Act

Insurance Act

Prevention of Food Adulteration Act

Details of Licenses Required in a Hotel in West Bengal

(In other states, more or less same kinds of licenses are required. Detail of one state has been included 

to form an idea.)

Nature Purpose Issuing Authority

1 Trade License In addition to the Hotel for each 

Restaurant and Bars

Municipal Corporation or Panchayat

2 Amusement Tax For Restaurants Municipal Corporation or Panchayat

3 Music License For Restaurants Municipal Corporation or Panchayat



208 Professional Hotel Front Offi ce Management

4 Late Closing 

License

If the bar is planned to be opened beyond 

normal hours on different days – for each 

such day temporary license is required.

Municipal Corporation or Panchayat

5 Police License Yearly for the Hotel Police Dept. Govt. of West Bengal

6 Food License Yearly for the Hotel Police Dept. Govt. of West Bengal

7 Bar License

Bar License

For opening of bar

Renewal (yearly)

Police Dept. Govt. of West Bengal

8 Restaurant License Yearly for each Restaurant Police Dept. Govt. of West Bengal

9 Music License Yearly for the hotel Police Dept. Govt. of West Bengal

10 Temporary Bar 

License

If the bar is required to close at different 

hours beyond the normal hours. For each 

such day a temporary license is required

Police Dept. Govt. of West Bengal

11 Public Performance 

License

For any programme in open air within 

the Hotel

Police Dept. Govt. of West Bengal

12 Crooning License In case the hotel intends to engage 

foreign performer

Municipal Corporation and Police 

Dept. Govt. of West Bengal

13 Bar License

Bar License

For opening of bar

Renewal (yearly)

Director of Excise, Govt. of West 

Bengal

14 Temporary Bar 

License

If the bar is required to close at different 

hours beyond the normal hours. For each 

such day a temporary license is required

Director of Excise, Govt. of West 

Bengal

15 Music License For recorded music in room The Indian Performing Rights Society 

Ltd.

16 Public Performance 

License

In case music system is provided in Phonographic Performance Ltd.

17 Public Performance 

License

For programmes on a particular day in 

open air within the hotel

Phonographic Performance Ltd.

18 Lift License Chief Electrical Inspector 

Govt. of West Bengal

19 Generator License Chief Electrical Inspector 

Govt. of West Bengal

20 License for 

Weighing Machine

Govt. of West Bengal

21 Fire License Coal, Gas Diesel Govt. of West Bengal Service

22 Fire License Govt. of West Bengal Service

23 Consent for 

Pollution Control

For control of Pollution water, air and 

sound

West Bengal Pollution Control Board

24 Import License For import of materials against foreign 

exchange earnings

Offi ce of the Zonal Joint Director 

General of Foreign Trade, Ministry of 

ommerce, Govt. of India

 COMPUTERISED FRONT OFFICE

In today’s modern hotel, computerisation is becoming more and more important for the effi cient and 

effective operation of the front offi ce. Data are collected from all sources of the front offi ce operation, 
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i.e. from the time a guest makes a reservation to the time they actually check-out of the hotel. The ho-

tel records data, not just for the benefi t of the guest, but also for the benefi t of the hotel, especially in 

the analysis of data for the purposes of sales, marketing and fi nance. For example, the adoption of an 

overbooking policy requires data on previous guest stays and their status, trends, number of no-shows, 

non-guaranteed bookings and possible late cancellations. The use of computers can assist front offi ce 

management with their short- and long-term planning of such strategies and policies.

It should be noted that this section is not intended to teach you how to use a computer in a front offi ce 

department, but rather to understand the uses of computers and the benefi ts and problems associated with 

them.

The development of the computerized hotel has taken place alongside that of the computer itself. 

Originally, hotels operated in manual systems covering such matters as the control of the occupancy of 

their rooms (conventional or density charts), the recording of guest expenditure within the hotel (the 

posting of hand-written dockets to a tabular ledger) and the eventual departure of the guest (a handwrit-

ten bill and receipt).

With the improvement in both reliability and size of the adding machine, many companies, but most 

notably Sweda and NCR, designed and operated the mechanical billing machine. This piece of equip-

ment was really a number of adding machines inter-linked, all under one casing. However, mechani-

cal billing machines were still reliant on the operator to hit the correct keys, and punch in the correct 

amounts, i.e. accurately transcribe information from the dockets to the keys of the machine.

With the advent of the transistor and the printed circuit board, hotels quickly started using the elec-

tronic billing machines. Once again, the principles were the same as for a manual system, but with the 

added advantage that a limited memory was available. This meant that the machine held in a memory the 

fi nal balance of all the guest accounts. This was a great step forward because one of the major problems 

of balancing the front desk folios was the occurrence of ‘pick-up errors’ that occurred when the recep-

tionists inadvertently transcribed the last balance of the guest account incorrectly.

As developments in the technology of electronics and computerisation gained pace so, too did the 

developments in the use of computers in the hotel industry. What we see today is the logical progression 

of information and accounting systems from an entirely manual method of operation to an electronic 

method. Despite the change in systems methods, the basic principles are still the same. However, what 

we see today is a system  that apart from performing basic operations is capable of automatically gen-

erating information, posting charges to guests’ accounts and balancing its own functions. This does not 

mean that the receptionist or cashier is no longer necessary, but rather that they are relieved of some of 

the boring and repetitive work which is part of the day-to-day operation of every hotel front offi ce.

With an electronic billing system the built-in memory of the last balance of the guest bill ensures 

that there are no ‘pick-up’ errors, and no overprinting of transactions. The electronic system also has an 

increased range of alpha-numeric characters. This means that a better description of the origins of the 

charges can be given. Not only does the bill look professional, but it is also easier to read and under-

stand.

A computerized bill has no limitations as to the alpha-numeric characters which it can print, so the 

bill can be quite explicit as to the origins of each charge. Because the charges can be sent directly to the 

guest’s bill from any of the hotel’s outlets, and the computer holds everything in its memory, when a 

guest bill is requested it is printed out neatly and precisely. Errors can be removed before the fi nal bill 

is printed.
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Reasons for Having a Computerised Front Offi ce

The computerised front offi ce is expensive, and to justify its cost it must offer substantial benefi ts both 

to the hotel and its guests. Many jobs in the front offi ce are suited for the use of a computer because of 

their clerical, repetitive, data manipulation and number calculating nature. They can include the process-

ing of reservations and registering of guests; the updating of room status; posting guests’ charges; set-

tling folios; updating of guest history; and generating relevant reports for use by department heads and 

management.

Despite the large amount of information, computers work with great speed and accuracy. The benefi t 

for the front offi ce is that information is current, is accurate and is made available more quickly. For 

example, for reservations it improves forecasting; it gives room status availability; a guest’s history is 

easier to obtain; it enhances direct and up-to-date guest billing; it provides automatic telephone billing; 

and, for accommodation budgeting, past data are easily accessible.

Computerizing front offi ce operations can also have other benefi ts, including streamlining of paper 

and data, improving the control over the front offi ce operations, reducing unnecessary costs, particularly 

labour costs, by automating jobs that are clerical and often repetitive, as well as improving the service 

to the guest.

Computer system can also help reduce the front offi ce problems of long checking-out time. The 

use of guest facilities, e.g. mini-bars, in-house movies, telephones, restaurant and bars, can be instanta-

neously billed to the appropriate room numbers. Guest folios can be remotely inspected by the guest on 

their television screen prior to check out. 

Many problems over the years, between housekeeping and front desk, have arisen over the point at 

which a room becomes ready for letting. The advantage of a computer system is that the housekeeping 

can be linked to the same system, so that when rooms have been serviced or are vacant this information 

is readily available to the front offi ce department. No time is wasted on the telephone calls and trying 

to fi nd the housekeeper. Room status information is instantly available between housekeeping and the 

front offi ce.

A computerised front offi ce does not mean that it operates in isolation. On the contrary, the front 

offi ce now has the ability to work directly with many or all of the other departments within the hotel. 

Departments such as housekeeping, restaurants, bars, or a health club, all have access to the information 

normally held at the front desk. This ability to call up front desk information is known as being inter-

faced with the front desk.

Application of Computers in Indian Hotels

Hotel industry in India felt the need of computerization way back in 1982 when Asian Games (Asiad, 

1982) was held in India with an underlying idea of providing more personalized service to the guest. 

Fortunately, we have today a willing slave called the ‘computer’ as a means of providing a more 

complete personal service, which is prepared to work endlessly at very little cost on the most mundane, 

tedious, boring and repetitive tasks. A computer will change the effi ciency of a procedure but will not 

fundamentally affect its value to the guest. Rather, it would make it more reliable, economical and 

faster. As a part of effective services, guests are pre-registered to save time, and individual attention can 

be given to them. Advance information, especially about VIP’s, SPATT guests is helpful in providing 

exactly what they need without asking for it. More personalized touch can be given as the operator 
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identifi es the guest by name and his/her room number and their needs are attended to immediately. 

Information is dispatched more effectively, inter-departmental communication is quick and information 

can be transmitted from one terminal to another terminal. Also, the guest accounting is accurate. The 

guest does not have to wait long for the bill to be made. Last-minute meal charges, mini-bar charges or 

telephone call bills are updated immediately and have no late charges. At any given moment, the status 

of room can be verifi ed and a report can be prepared. The back offi ce can use for all the accounting, 

cash trial balance, payroll, stock control, etc. Another important function is forecasting, leading to better 

planning and accurate room availability to maximizing room sales and revenue.

Some Computer Companies/Systems

Hoskyns System 

One of the fi rst companies to market a micro-computer based front offi ce system in the UK

ICIM-101

Uses HAGAS (Hotel Administration and Guest Account System) software package. (ICIM 

stands for International Computer Indian Manufactures)

 Data Marketed Host

A front desk software system for small hotels with up to 100 rooms

HOLTECH

The company that has designed a comprehensive fully integrated front and back offi ce ac-

counting and fi nancing system called CASH

ICIM HAGAS

Also offered a system, called Superstar, for back offi ce operation (an interface of front of-

fi ce to a general accounting system)

HAL

The Hospitality and Leisure (HAL) system from NELCO

Opera

An open Window-based system

HMS

A Slave System

Integrated Property Management System

FIDELIO System

HIS

Hotel Information System MICROS (POS)  

Back Offi ce System

HOST, MAXEL

Personnel/Finance and Inventory System

APCL, OASIS, APGL, ICOMMS, FACT, ICOBCMS

Central Reservation Systems

NORTH, CDS, SABRE, ITT, SHERATON, GALLILEO, SPIRIT, AMADEUS

IDS

Fortune Enterprise.—the complete Hotel Management system
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Fidelio Hotel Management System 

Advantages

Fidelio is an eco-friendly package as it makes the paper work redundant and eliminates fi ling and storage 

cost. Fidelio has integrated, confi gurable, context sensitive help system and is in the form of pull down 

menus with windows and function keys. It has user-defi nable and friendly screen with colour-coding by 

using a set of 12 colour codes to represent the room/guest status. It is a fl exible program and has options 

like screen printing, report generator, user-defi nable report menus and night audit. It can create extensive 

guest history. Complete graphical representation of each fl oor helps the front offi ce staff to monitor and 

control occupancy.

Disadvantages

Since it is very expensive, an underutilization will be very expensive. Its maintenance is also expensive 

as compared to other systems and if proper locking is not done, anybody can access guest profi le in 

front offi ce and hence guest information can be easily altered or erased. It is possible that there is no 

provision to block anyone from reading valuable information hence such provision should be made. 

Locator information of the guest gets deleted automatically after a particular time. During night auditing, 

for two hours the terminals are shut down; thus check-ins and check-outs during the period cannot be 

taken through the computer. The colour coding in fl oor plan is not prominent enough as shading causes 

confusion.

The following functions provide assistance during operation:

Integrated, confi gurable, context sensitive help system

Pull down menus

Function keys with windows.

Customisable colours

User-defi nable screens

Some points to prove its fl exibility are:

Screen painter

Report generator

User-defi nable report menus

User-defi nable night audit

User-defi nable pick boxes

Multiple installation parameter

Unlimited security levels

The module includes the various types of reservations. For example,  individual, company, group, 

airlines, travel agents, etc. and  also by any combination and wait-list reservation. User-defi nable ad-

dress, reservation, checks in and reservation history screen, address fi le for guests, companies, travel 

agencies, sources and group are available. Availability display by room type, (this can be made on the 

basis of yield management principles also), suites availability, several fi xed charges in addition to room 

rate, unlimited reservation availability period. Availability by room number, room rack rate information 

and package information on function keys. Manual or automatic rate assignment, ability to enter time 

of arrival, ability to form a standard/modifi ed confi rmation letters and automatic printing of the same 

for companies or agent are available. Allotments of multiple folios and reservation per room, ability to 
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combine two separate reservations into one and vice versa, automatic transfer of charges to another room 

or account can be made possible. It is a highly fl exible system. Its uniform and user-friendly interface 

means that hotel employees can learn this system quickly. It is a completely integrated package designed 

to manage and maximize the effi ciency of hotel operation. It has a special training module which enables 

the user to work and learn in a real-life environment.

Fidelio is highly user-friendly software with pull-down menus which help and assist the user at 

every step and only a short-term training to staff is required. Fidelio software is one of the most advanced 

hotel management software. It is a Munich-based software company. To save the Fidelio from any virus, 

Fidelio has its own special fi le and in case a virus gets into it, Fidelio catches it and leads it into a non-

usable fi le from a data base fi le ‘and locks it’. Additional software called ‘Red Alert Software’ for extra 

protection is used. Total hardware, i.e. net server, vectra nodes and printer are provided by Hewlett and 

Packard. Servers are Pentium based.

Fidelio and its Importance in Interdepartmental Coordination and Communication

Promotes smooth functioning of all departments wherever it is installed

Reduces paperwork and helps in saving money on extra stationery

Eliminates communication gap between departments and helps in providing quality service 

to the guest

The interdepartmental coordination leads to an attitudinal development in the staff. The lax attitude 

is replaced with more conscious behaviour as they realize that they are equally responsible for their 

own actions. It saves time and reduces work load and increases productivity. Accommodation operation 

include two basic and important departments — front offi ce and housekeeping. Fidelio helps in interde-

partmental and intradepartmental coordination, cooperation and communication in both front offi ce and 

housekeeping.

The  Fidelio Hotel Management System has the following features:

 1. Reservation

 2. Group allotment management

 3. Yield management

 4. Package management

 5. Check-in 

 6. Guest history

 7. Guest accounting

 8. Check-out

 9. Cashier function

 10. Deposit accounting

 11. City ledger/credit card accounting

 12. Rooms management

 13. Reporting system

 14. Programmed reports

 15. Night audit

 16. Concierge programme

 17. Special accounts receivable programmers

 18. Function keys

 19. Interfaces
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IDS Hotel Management System

The IDS Hotel Management System covers 11 main modules, each module having sub-modules. These 

are listed below.

 1. Front Offi ce Management

 Reservation 

 Registration 

 Cashiering

 Day and process

 Guest history

 Housekeeping 

 Look-ups, reports, etc.

 2. Point of Sale

 Billing

 Guest history

 Look-ups and reports 

 3. Account Receivables

 4. Sales and Marketing

 Company and Travel Agent’s Profi le

 Company Specifi c Rate and Amenities

 Company Specifi c Cancellation and Retention Policy

 Individual Company Budgets and Forecast  Workfl ow automation for sales manager

 Business lost entry to record lost business

 Comparative market share analysis

 Company Letter and mail merge

 5. Banquet and Conferencing 

 Booking banquet space, F&B and other accessories

 Hall seating arrangements/min/max covers

 Booking chart and availability screens

 Forecast and menu planning

 Menu card for package rate

 Option to charge hall charge or waive it

 Assign managers and staff to each options

 Menu card for fi xed package option

 Letters and contracts

 6. Telephone Management System

 Local calls

 International calls

 Long-distance calls

 Collect calls

 7. Financial Management System

 General Ledger:

 o Multi-branch accounting capabilities 

 o Multi-currency system 
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 o Uniform system of accounting 

 o User-defi ned account codes 

 o User-defi ned departments and cost centre 

 o User-defi ned online voucher printing 

 o User-defi ned reports 

 o Budget  vs actual comparison reports 

 o Departmental budgets 

 o Online trial balance/daily trial balance 

 o Bank reconciliation reports, etc. 

 o Outlet-wise/department-wise profi t and loss report 

 o Automatic/manual voucher (no generation)

 o Flexible fi nancial period

 Account Receivable: 

 o Segmented outstanding based on types of companies

 o Customized bill covering reminder letter

 o Region-wise outstanding reports 

 o Credit card consolidation

 o Credit card register

 o Credit card and travel agent commission reports 

 o Receipt posting with direct updating the general ledger 

 o Interactive receipt matching 

 o Batch receipt posting

 o Debtors trial balance report

 Account Payable

 o Vendor analysis 

 o Provisional/normal purchase journal 

 o Multi tax structure 

 o Automatic debiting of suppliers

 o Material management system

 o Food and beverages costing

 o Human resource and payroll

 o Engineering and maintenance management

 Fixed Assets

 o Various methods of calculation appreciation 

 o Assets registers 

 o Asset valuation reports

 8. Material Management System (MMS)

 F&B stores

 Engineering stores

 Housekeeping stores

 All stores and issue-related reports

 9. Food and Beverage Costing

 Food costing

 Beverages costing 
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 Soft drink costing

 Tobacco costing

  Food Costing may be based on the following factors:

 o Issue and consumption

 o Each kitchen  

 o Recipes .

 o Beverages, soft drink, and tobacco costing are always based on recipes and allow for bar 

stock maintenance based on sales. The system has a direct interface with POS and Inven-

tory Management System.

  Other features of the F&B costing module include the following: 

 o Inter-kitchen transfers

 o Inter-cost transfer  

 o Item transfer (converting an item from one state to another)

 o Standard vs actual consumption 

 o Cost and sales budget

 o Stock maintenance at bar

 10. Human Resource & Payroll Management System

 11. Engineering and Maintenance Management

Room Master

This software is Window based and very user friendly.

Security

 Room Master has tools to maintain a secure environment for fi nancial information and sensitive 

guest information.

 Accounting security is available to lock classes of users out of specifi c types of transactions. 

 A change journal is maintained to track all modifi cations to reservations and folios.  

Special features:

 Import existing data to get up and run quickly.  Guest profi les, city ledger/direct bill accounts and 

invoices, as well as travel agent information can be imported with the Import/Export Wizard. The 

guest services feature is a database of concierge-type information for guests, such as restaurants, 

activities, airlines, shopping, churches, the guests may ask for.  Conduct e-mail marketing from 

guest profi les.

 Communicate key information to staff with the internal e-mail system.

 Special Receipts can be printed from any reservation or folio to create own baggage claim checks, 

coupons, vouchers, or passes.

 Convenient multi-language features allow setting the guest language for sign-in sheets and 

folios.

Reservations 

 Rates are easily confi gured and managed.  

 Reservation Rules assist with enforcing reservation policies and yield management.

 The room shares feature allows multiple guests to have a reservation for the same room. 
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 Track guest events such as dinner reservations, tours, spa appointments and shows directly from 

a reservation. 

Groups

 It is easy for sales department to create and manage group blocks.                       

 Set a cut-off date to automatically release unsold rooms to general availability.

 Specify charge routing and master billing options are available prior to the group’s arrival.  

 Easily manage rooming lists with unique import/export feature.  

Guest Ledger

 Manage in-house guests and front desk operations from check-in to check-out. 

 Print sign-in sheets (GRC) in advance or during the check-in process.  

 Quickly check-in guests and provide front desk clerks with the opportunity to ‘up-sell’.

 Split a folio up to four ways to handle simple shares and/or separate incidental charges.  

 For regular guests, create a roll-over reservation at checkout.

 Retain “unlimited” guest history for reprinting folios and event making adjustments.

Night Audit

 The day end close process usually takes 5 minutes, and the backup process is automated.

  Audit packets can be sent via e-mail. Easily reprint the previous day’s audit packet.

Housekeeping/Maintenance

 Ensure effective communication between the front desk and housekeeping and maintenance de-

partments.

 Send maintenance notifi cations as a cell phone text message.

Accounting

 Generates informative daily/weekly/monthly/yearly reports.

 Fully confi gurable chart of accounts with security options.

 Confi gurable sales/profi t centres allow tracking sales information for each city ledger account, 

group block, and travel agent. 

 Flexible and powerful tax options. Handles all varieties of taxing methods.

City Ledger/Direct Bill

 Print detailed statements with or without folio backup.

 Automatically add fi nance charges and/or terms discounting to invoices.

 Set credit limits, tolerance levels, and credit hold status for individual city ledger accounts. Create 

credit/debit memos directly from invoices to show adjustments.

Reporting

Over 130 reports are available in Room Master.

 VISA AND PASSPORT

Every foreign tourists entering India required to be in possession of a valid passport and visa from the 

competent authority available in his own country and government of India issue different types of visa 

and permits through the Embassies, High Commission or Councilors Offi ce in different countries. The 

fee for obtaining different types of Visa’s is determined by the concerned ministry. 
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Requirement of Visa

Foreigners desire to visit India can do so after obtaining a visa from the Indian High Commission in the 

country of their residence. They should possess a valid national passport - except in the case of nationals 

of Bhutan and Nepal, who may carry only suitable means of identifi cation. 

Types of Visas

Following are the types of visas issued by the government of India to the foreign national for their entry 

to India. 

Tourist visa Usually, multi-entry visa valid for a period of 120 days is granted for the purpose of 

Tourism. The visa is valid for entry into India within six months from the date of issue. 

Collective visa Facility also exists for issue of collective visa to group tours consisting of not less 

than four members and sponsored by a travel agency recognized by government of India. Such groups 

may split into smaller groups for visiting different places in India after obtaining a collective “license 

to travel” from the immigration authorities in India. However, they must reassembled and depart as the 

original group. 

Transit visa Transit visas are granted by Indian High Commission abroad for a maximum period of 

three days. 

Business visa A foreigner can obtain from an Indian embassy abroad a marginal entry business visa 

valid for one year but with the cumulative stay in India of not more than 120 days, provided he wishes 

to come for some business. Foreigners of Indian origin can also obtain two year multiple entry visa for 

business tour. 

Student visa A student visa can be obtained from the Indian embassy on the production of proof of 

admission and means of sustenance while in India, etc. The Visa is valid for one year but is extended in 

India for the duration of the course.

Conference visa Delegates coming to attend international conferences in India can be granted “Con-

ference visas” to cover the conference as well as tourism in India. Delegates are advised to apply to the 

Indian embassies well in advance.

Visa for the study of yoga, Vedic culture, dance, music etc. Foreigners wishing to come to India 

to study these subjects are required to apply well in advance with all necessary particulars. The Indian 

embassies may grant visas for a period of one year which may be extended on an annual basis in India.

Journalism visa Foreign journalists, media personnel, documentary and feature fi lm makers may 

obtain necessary visas after due formalities from the Indian embassy.

Sports visa Sports team or individual sportsman wishing to participate in international sport events 

being held in India may apply to an Indian embassy for the grant of visa for the necessary duration. 

Requests for such visas may be made well in advance.

Expedition visa Foreigners wishing to undertake trekking, botanical expeditions, mountaineering 

expeditions, canoe rafting, etc., in the team may be granted visas for the required duration on presentation 

of full details of the touring members, nature of the event, area to be visited and any other tourist 

information that may be asked for by the Indian embassy.
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Exemption from Registration

Foreigners coming to India on tourist visas for 120 days or a shorter period are not required to register 

themselves with any authority in India. They can move freely in the country, except to restricted or 

protected areas and prohibited places. Nationals of Bangladesh are exempted from registration up to six 

months. If the stay is more than six months, they have to register themselves. Individuals without nation-

ality or of undermined nationality should have a valid passports, identity documents or sworn affi davit 

with visa for which they should apply at least two months in advance. Family passports issued by other 

governments are recognized without discrimination. 

Landing Permit Facility

Tourists may note that no landing permit facility is available to any foreign tourists landing without a 

visa. A limited facility exists only for the group tours consisting of four or more members and sponsored 

by a travel agency recognized by government of India. Children below the age of 12 of foreigners of 

Indian origin may be granted a landing permit by the immigration authorities up to a period of 90 days 

to see their relatives, in case they happen to come without a visa. 

Extension of Visa

Facility exists for an extension of tourist visa, making a total stay in India for six months. In such a case, 

however, the foreigner is required to register himself with any Foreigners Registration Offi cer through-

out the country and obtain an extension of visa from him. All formalities of registration under the law 

would have to be fulfi lled. No extension beyond six months is provided as a rule. In case of foreign 

tourist who has obtained extension beyond three months of stay in India, he will have to surrender  his 

certifi cate of registration before leaving India.

Passport

Passport is bound card issued by the government authorities of a country after completing necessary 

certifi cations to certify the citizenship of a person in a particular country. 

In India, passport is issued by the Offi ce under the ministry of external affairs, government of India on 

application in the prescribed form available in all the cities. The scheduled rate of the form is decided 

by the competent authority from time to time. After several verifi cations a citizen is provided with the 

passport which has the following details to identify the concerned person; a certifi ed photograph, date 

of birth, height, colour of eyes, colour of hair, along with some special identifi cation mark, permanent 

home address and temporary residential address. Previously the validity of Indian passport was for a 

duration of fi ve years which was eligible to be renewed for two successive periods on application. But 

recently the passport can be obtained for a period of 10 years and 20 years subject to payment of the 

scheduled fees. The passport contains several blank pages for the issue of visa, emigration status, cur-

rency exchange information. If the holder loses his passport, he should immediately lodge an FIR (fi rst 

information report) to the nearest police station so that the lost passport is not misused. 
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SUMMARY

This chapter has been divided into four sections, namely guest safety and security, hotel law and license, 

computerised front offi ce and visa and passport. In the fi rst section, we have learned importance of guest safety 

and security in a hotel and various safety and security measures to be followed in for better effectiveness. We 

have also touched upon different aspects of security, namely physical, security of person both staff and guest 

and lastly security system.

We have highlighted the security actions to be taken in case of various situations such as fi re, death of a guest, 

accident, vandalism and theft (both by employees and guest). We have also learned how to handle epidemic 

situation and most importantly bomb threat.

The second section of the chapter has dealt with various Acts prevailing in the lodging industry. The labour 

laws and regulations and their areas have been covered under at length along with the legal requirements of 

hotel business with the help of a chart for easy understanding. The third section has dwelt upon computerised 

front offi ce and has discussed reasons for having computerized operations in the front offi ce and application 

of computers in Indian hotels. Various PMS (Property Management System) software systems available along 

with their features have also been elaborated. The last section of the chapter have emphasised requirement of 

visa and passport and has covered various kinds of visas and their utility.

 KEY TERMS

 Guest safety Security system

 Firefi ghting Hotel laws

 Rent Control Act Labour laws

 Legal requirements Computerised front offi ce

 Room Master Visa 

 Passport

 REVIEW QUESTIONS

 1. Detail the safety and security measures to be followed in hotels.

 2. What is the importance of security system? Mention and detail various aspects of security.

 3. What are the main causes of fi re in the hotel? Suggest precautions to be taken to avoid fi re.

 4. What should be the appropriate action in case of the following emergency situations?

 Death of a guest in hotel room

 Accident of a guest

 Vandalism

 Damage of hotel property by guest

 Theft by employees

 A drunken guest in the hotel lobby

 5. How will you handle bomb threat in the hotel?

 6. Describe rent control act pertaining to hotels and lodging houses.

 7. Discuss labour laws and regulations.

 8. List and explain laws which govern hotel industry.

 9. Discuss the legal requirements in terms of different areas of the hotel.
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 10. List any ten licenses required in the hotel along with their purposes and issuing authority.

 11. Discuss the reasons for computerised front offi ce operations and also elucidate the application of 

computers in Indian hotels.

 12. Name fi ve PMS soft ware available in India along with their features.

 13. What are visa and passport? Explain ten various types of visas.

 PROJECT WORK

Visit a nearby hotel and fi nd out about their system to handle emergency situations.



Chapter    Seven

Management

 PLANNING AND EVALUATING

Forecasting Room Availability

  LEARNING OBJECTIVES

Analyse planning, evaluating and forecasting room availability  »

Know budgeting and their control »

Get acquainted with yield or revenue management for achieving room revenue target »

Learn what is service and how to deliver it for ultimate guest satisfaction »

Understand service recovery and its detail procedure   »
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No.of No-Show Rooms

No.of Rooms Reservations
100

No.of Walk-In Rooms

No.of Rooms Arrivals
100

No.of Overstay Rooms

No.of Expected Checkouts
1000

No.of Under-stay Rooms

No.of Expected Checkoutss
100

Forecast Forms 

Ten-Day Forecast  
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Indian Hotel
Ten Day Occupancy Forecast
Week ending _________________

Date

Prepared____________________________

Prepared By______________________________

To be submitted to all Department Heads at least one week before the first day listed on forecast

1. Date & Day Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun

2. Estimated Departure

3. Reservation Arrivals – Groups

4. Reservation Arrivals – Individuals

5. Future Reservations (after the
forecast is complete)

6. Expected Walk-ins (based on
past 2 weeks)

7. Total Arrivals

8. Stayovers

9. Total Forecasted Rooms

10. Occupancy Multiplier (based on
no. of guests per occupied room
for average of the same day for
last 3 weeks)

11. Forecasted no. of guests

12. Actual Rooms Occupied

13. Forecasted Variance (difference
between actual & forecasted
occupancy)

14. Explanation (to be completed by FO Manager & submitted to GM)

APPROVED ________________________

General Manager’s Signature Date:______________________________

  Fig. 7.1 Shows a ten-day occupancy forecast form

Three-Day Forecast  
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 Fig. 7.2 A three-day forecast form

Daily Checklist for Accurate Room Count
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Room Count Considerate

Daily Operations Report
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No. of rooms sold

No. of lettable rooms
100

83

118

double occupancy ratio
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occupancy multiplier multiple occupancy factor

No.of  rooms occupied by more than one guest

No.of  rooms soold
100

House count  Room count

Room count
100

93 – 83

83
 100

10

83
100

No. of guests (house count)

No. of rooms sold

93

83

Average Daily Rate (ADR)

Rooms revenue

No. of rooms sold

Rs 1,39,200

83

Average House Rate

Rooms revenue

No. of available rooms
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Rs 1,39,200

120

Total revenue

No. of available rooms

Rs 2,20,000

120

Rooms revenue

House count

Rs 1,39,200

93
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Summary Statement of Income

For the year ended ……………

Schedules

Net Revenue
(Rs.)

Cost of Sales
(Rs.)

Payroll &
Related

Expenses
(Rs.)

Other
Expenses

(Rs.)

Income
(Loss)

(Rs.)

OPERATED DEPARTMENTS
Rooms 1 1,82,11,068 32,05,149 14,20,461 1,35,85,458

Food 2 60,53,784 21,99,171 18,53,115 5,06,382 14,95,116
Beverage 3 23,36,913 4,86,774 6,17,691 2,36,349 9,96,099
Telecommunication 4 6,41,232 5,01,894 94,263 51,927 (–) 6,852
Rentals & Other Income 5 5,64,276

Total Operated Departments 2,78,07,273 31,87,839 57,70,218 22,15,119 1,66,34,097

Undistributed Operating Expenses

Administrative & General 6 6,82,905 9,94,638 16,77,543
Marketing 7 3,48,003 12,66,885 16,14,888
Property Operations and
Maintenance 8 6,13,707 4,91,640 11,05,347

Utility Costs 9 16,38,993 16,38,993

Total Undistributed

Operating Expenses 16,44,615 43,92,156 60,36,771

TOTAL 2,78,07,273 31,87,839 74,14,833 66,07,275

Income After Undistributed

Operating Expenses 1,05,97,326
Rent, Property Taxes & Insurance 19,23,087

Income Before Interest, Depreciation
& Amortisation and Income Tax 86,74,239

Interest Expense 13,84,041
Income Before Depreciation, &

Amortisation and Income Tax 72,90,198
Depreciation & Amortisation 16,57,203

Gain on Sale of Property 4,722

Income Before Income Tax 56,37,717

Income Tax 14,09,430

Net Income 42,28,287

Fig. 7.3 A sample hotel income statement 
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Table 7.1 Obtaining fi gures from various sources

Figures Sources

Salaries and Wages Attendance Card/Payroll referred

Commission Travel Agency Billing

Contract Cleaning Supplier Invoice

Guest Transportation Invoice

Laundry Housekeeping

Linen Supplier Invoice

Operating Supplies Supplier Invoice

Reservation Expenses (fees for CRS) Reservation System Invoice

Other Operating Expenses Supplier Invoice (equipment rental etc.)

 With the help of rooms division income statement, the Front Offi ce Manager determines the action 

plan in terms of revenue and services. Figure 7.4 shows a sample of rooms division income statement.

Indian Hotel

Rooms Division Statement of Income

For the year ended ……………....

Current Period

Revenue Rs. 61,24,991

Allowance 54,635

Net Revenue 60,70,356

Expenses

Salaries & Wages 8,85,919

Employees Benefits 2,12,464

Total Payroll & Related Expenses 10,68,383

Other Expenses

Cable/Satellite Television 20,100

Commissions 66,775

Complementary Guest Services 2,420

Contract Services 30,874

Guest Relocation 1,241

Guest Transportation 48,565

Laundry & Dry Cleaning 42,495

Linen 12,140

Ope 1,22,600

Reservations 40,908

Telecommunications 12,442

Training 7,122

Uniforms 60,705

Other 5,100

Total Other Expenses 4,73,487

Total Expenses 15,41,870

Departmental Income (Loss) Rs. 45,28,486

 Fig. 7.4 A sample of rooms division income statement
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Indian Hotel

Budget Report – Rooms Division

For January, 2006

Favourable Variance Unfavourable Variance

Revenue
Expenses

 Fig. 7.5 An example of rooms division budget report 

Operating Ratios
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Fig. 7.6 Rooms division operating ratios

BUDGETING

Budgets

Budgeting for Operations


