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Assist in Performing Front Office Activities

Learning Points
e Unit 1.1 - Assist in Front Office Operations e Unit 1.2 - Assist in Bell Desk Activities

Introduction

The front office is the first point of contact for guests in a hotel or any hospitality setting, playing a
pivotal role in shaping their initial impression. As a key interface between the guests and the hotel, front
office staffs are responsible for a variety of essential tasks that ensure smooth and efficient operations.
These tasks range from greeting and welcoming guests, assisting with check-in procedures, handling
inquiries, and coordinating with other departments such as housekeeping and food & beverage to meet
guest requirements.

In addition to guest interactions, front office
personnel must manage important
administrative duties. These include

organizing and filing reports, attending phone
calls, handling messages, and ensuring that
the work area is always neat and well-
organized. Assisting in bell desk activities,
maintaining service standards, and effectively

communicating with guests are also key
responsibilities of the front office.

By efficiently performing these activities, front office staff contribute to guest satisfaction and enhance
the overall guest experience. Their role requires not only excellent communication and organizational
skills but also professionalism, confidentiality, and adherence to hotel policies. A well-managed front
office ensures seamless operations, supports other departments, and upholds the reputation of the
hospitality establishment.
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Unit 1.1 - Assist in Front Office Operations
Introduction

The front office is the face of a hotel, playing a pivotal role in shaping guests' first impressions and
ensuring their stay is pleasant. As a front office assistant, your responsibilities are diverse and crucial for
maintaining smooth operations. This unit will provide detailed guidance on the essential tasks required
to excel in front office operations, from ensuring the front desk's availability to liaising with various
departments to meet guests' needs.
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1.1.1 Ensure Availability at the Front Desk ‘ Front Office Manager ‘

Objective: Ensure that the front desk is
always staffed and ready to handle guest

interactions.
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Regular Presence:

The front desk serves as the primary point

Guest Staff | | Concierge | | Bell Staff

of contact between guests and the hotel.

Ensuring continuous presence at the front desk is vital for maintaining a professional environment and
seamless communication. Front office personnel should:

e Maintain a consistent and visible presence: This helps guests easily locate assistance when
needed.

e Be available during peak times: Front desk staff must align their schedules to cover high-traffic
periods, such as check-in and check-out times.
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e Minimize absence: Breaks and other activities should be scheduled in a way that does not leave
the front desk unattended. If leaving the desk is unavoidable, ensure a clear and easily accessible
method for guests to contact another staff member.
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Immediate Attention:

Guests often require prompt assistance, and addressing their concerns immediately is key to delivering
excellent service. Front desk personnel should:

e Prioritize guests: Upon a guest’s arrival or call, they should receive immediate attention. Always
acknowledge the presence of guests in a polite and professional manner.

e Efficiently multitask: While handling multiple duties, it is essential to remain composed and
manage tasks without making guests wait unnecessarily.

e Use proactive communication: Inform guests courteously if there is a short delay and reassure
them their needs will be attended to as soon as possible.
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Backup Plans:

Despite careful scheduling, unexpected situations may arise where front desk staff might not be
available. Implementing reliable backup plans ensures uninterrupted service. Front office operations
should:

4|Page



Establish a relief system: Have a designated staff member or a team that can step in when the
primary personnel are unavailable due to breaks, emergencies, or other reasons.

Automate some tasks: Incorporate technology like automated check-ins, inquiry systems, or
customer assistance kiosks to handle basic needs during times of staff unavailability.

Prepare for contingencies: In case of staff shortages, ensure that there is a standby team, possibly
from other departments, trained to temporarily handle front desk responsibilities.
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1.1.2 Make Sure Work Area is Always Kept in a Tidy and Organized Condition

Maintaining a clean and organized work area is

essential for efficiency, professionalism, and
creating a positive impression. The following
points provide a detailed guide to ensure that the
work area remains in top condition:
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Regular Cleaning

Daily Wipe-Downs: Surfaces such as desks, counters, and equipment should be cleaned daily to
remove dust, stains, and spills. This ensures that the area looks fresh and presentable at all times.

Scheduled Deep Cleaning: In addition to daily cleaning, a thorough cleaning schedule should be
established for deeper tasks like vacuuming, disinfecting, and cleaning hard-to-reach areas. This
helps maintain hygiene and prevents the buildup of dirt.
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Clean as You Go: Encourage the habit of cleaning up immediately after tasks are completed to
prevent messes from piling up. This includes putting away equipment and wiping down surfaces
after use.
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Organize Materials

Systematic Arrangement: All work materials, tools, and supplies should be arranged in a logical
manner that is easy to access. Files should be categorized and labeled, and equipment should be
placed in designated areas.

Use of Storage Solutions: Utilize drawers, shelves, and cabinets to store items that are not needed
for immediate use. Storage bins, folders, and trays can help categorize and neatly store paperwork,
office supplies, or accessories.

Prioritize Essentials: Keep frequently used items within easy reach, while less frequently needed
items should be stored away. This reduces unnecessary movement and saves time during work.
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Clutter Management

Declutter Regularly: Regularly review and remove unnecessary items from the workspace. Unused
papers, old equipment, and irrelevant materials should be discarded or stored elsewhere to keep
the area clear.

Paperless Solutions: Whenever possible, opt for digital solutions to minimize the amount of
paperwork. This reduces clutter and also helps in keeping the workspace tidy and organized.
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Personal Item Limitation: Limit the number of personal items on the desk or workspace. While it’s
okay to have a few personal touches, too many can create unnecessary clutter and distract from
professionalism.
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Maintain Accessibility

Easy Navigation: Ensure that the work area is organized in a way that allows easy movement. Keep
pathways clear and avoid blocking essential workspaces with unnecessary items.

Accessibility for All: If working in a shared space, ensure the setup is comfortable and accessible
for everyone, including colleagues and guests. Proper arrangement helps in quick access to
resources without disruption.
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1.1.3 Attend Phone Calls, and Re-route Them to the Concerned Person

Objective: Handle phone communications efficiently
and professionally.

1.1.3 B9 Beq HT 9a19 & 3R I¢ Hafd aafe & ve

L

JERT: B TR DI HYAAYAD 3R UL dRidh o FHTTT|

Prompt Response:

Answer calls within a few rings with a polite and

RECEPTION

professional greeting. Clearly identify yourself and
the hotel to the caller.

Use a positive tone and active listening skills to
understand the caller's needs.
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Accurate Routing:

e Direct calls to the appropriate department or individual based on the caller’s request. Ensure that
you understand the caller’s needs to avoid misrouting.

e Maintain a contact directory with up-to-date information for quick and accurate call handling.
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Message Taking:

e Take clear and concise messages if the intended recipient is unavailable. Record essential details
such as the caller’s name, contact information, and the nature of the call.

e Deliver messages promptly and follow up to ensure they are received and acted upon.
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Follow-Up Procedures
Ensuring Message Delivery: Outline the process for delivering messages to the appropriate personnel.

e Deliver messages immediately to the concerned person or send a digital message/email if they are
unavailable.

e Follow up with the recipient to ensure they received the message and understand the caller’s
request.

e |If necessary, inform the caller of the outcome or provide additional information if requested.
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1.1.4 Receive Couriers, Messages, and Parcels and Forward Them to the Addressed Person as Per SOP
Objective: Manage incoming deliveries and correspondence efficiently.
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Proper Handling:

Receiving couriers, messages, and parcels is a critical front office activity that requires attention to detail
and adherence to Standard Operating Procedures (SOP). Proper handling ensures the security and
integrity of the items being received.

e Assessment Upon Receipt: Upon receiving a courier or parcel, assess its condition. Check for any
visible signs of damage such as tears, wetness, or tampering. If any irregularities are noted,
document them and inform the relevant authority.

e Verification of Details: Confirm the sender's details and recipient's name on the package or
message. This step is essential to ensure that items are correctly assigned and forwarded.

e Careful Storage: Store received items in a designated area, ensuring they are protected from loss,
damage, or unauthorized access. Use storage containers or shelving that keeps items organized
and easy to retrieve.
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Record Keeping:

Accurate record-keeping is vital for tracking the flow of couriers, messages, and parcels. This not only
ensures accountability but also facilitates efficient retrieval when needed.

e Log Creation: Maintain a logbook or electronic system to record every courier, message, or parcel
received. Include critical details such as:

0 Date and time of receipt

0 Sender's information
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0 Recipient's name and department
0 Description of the item
0 Condition upon receipt

Tracking Systems: Implement a tracking system for high-value or sensitive items. Assign unique
identification numbers or barcodes to enhance tracking efficiency and minimize loss.

Periodic Audits: Conduct regular audits of the logbook and the stored items to ensure
consistency between records and physical inventory. This practice helps identify any
discrepancies and fosters accountability.

frois Bt
TD RepTS BT HReR, G2 3R URicll & UaTg Bl 2 B & 7Y He@yul 81 U8 - Pad Siarsee! R Hd g,
Fieh MTLIHAT TS WR HEdl @ G: Wity o1 +f gy s 31

ar fFafor: 7de HieR, Yo, a1 uRid U dRA & U U aves a1 SadeiMe Ried §FY 9| 39
Frafeied meayul faarur 2nfie ¥

0 I &t akka ok 9wy

0 USH I B AHBR

0 YTl T AT 3R faumT

0 o @I faR

o W& 9y &t fRufa

&b Rives: S= e 1 HaaTeiier axgef & Y Ues Sfehmr Rieen @ @31 Sfebwr agfa &l sigi #fR &1 1
TAqH DR & [T g UgaH ek I IRDIS 3frdfed B

3afie 3ifSe: args iR Yufed axgsii &1 Faffa iifse & aifes Rl ik ifae 3det & o geraan
gfa o) o1 9% | T8 T fondt oft faifarat @t uga ova T Hag dRal § SIR SlaEeg! &l ggTar adt g

Forwarding:

The forwarding process is crucial for ensuring that received items reach the intended recipients promptly

and securely.

Immediate Notification: Upon receipt and recording, promptly notify the intended recipient of the
arrival of their courier, message, or parcel. This can be done through email, phone calls, or direct
communication, depending on the urgency of the content.

Secure Delivery: When forwarding items, ensure they are handed over directly to the recipient or
their authorized personnel. If delivering within the office, use designated channels to maintain
security and privacy.

Documentation of Forwarding: Maintain records of forwarded items, including the time of
forwarding, the name of the recipient, and any necessary signatures for accountability. This helps
create a clear trail of item movement and serves as a reference for future inquiries.

10| Page



BRATST:

BIRAfST UfhaT UTd a3l & T TR 3R WRidd U I 3f3d urdearsit ao Uga & it Hgayuf g

o THIA JA: UG 3R RepifeT & qd 916, 30 HRAR, Ve, T URIA BI SHTTH B a1 Hafdd Urademdi ol
A S| I8 S0, BH DI, I1 R TR & [1eqd a1 o T €, Iraeht &t drab1eidsd! & SR W

o R fEchtadt: v axgaft o1 wRas &3, A AT B 5 IT N Urdwat a1 3% 3ifHd Hiar &1 Far
S| afe wrafag & iR feeiadt @t o 8 8, O TR&M SR TMU=igal 9918 3@ & forg Feffed 9=t &1 Suan
Gl

o BRAST BT STATASIDHRU: BRAS HI T3 sl & Repre T TG, s BRafST &1 qo, Wbl &1 A,

3R fopelt oft simawae gwaTer A g1 98 a¥g &1 (A BT WY Id §9H H Heg Il 3 3R Hiaw & gudie &
fow ged & U § B e g1

1.1.5 File All Reports and Records Properly as Per Organizational Standards
Objective: Maintain accurate and organized records for operational efficiency.
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Systematic Filing:

e Develop and use a structured filing system for storing reports, guest records, and other
documents. Categorize files based on type and date for easy retrieval.

e Utilize both physical and digital filing systems, ensuring that electronic files are backed up
regularly.
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Regular Updates:

e Update records consistently to reflect current information. Ensure that all changes are logged and
that files are kept current.

e Review and audit records periodically to ensure accuracy and completeness.
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Confidentiality:

e Implement strict confidentiality protocols to protect sensitive information. Ensure that access to
confidential files is restricted to authorized personnel only.

e Use secure storage solutions for both physical and digital records to prevent unauthorized access.
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1.1.6 Arrange All the Keys in the Key Rack as Per SOP

Objective: Manage key distribution and storage effectively to ensure security and efficiency.
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Key Organization:

e Place keys on the key rack according to a predefined system, such as by room number or type.
Ensure that keys are easily accessible and identifiable.

e Use key tags or labels to distinguish between different keys and prevent confusion.
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Labeling:

e Ensure that all keys are properly labeled with clear and durable tags. Include relevant information
such as room number and type.

e Regularly check labels for readability and replace damaged or faded tags.
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Security:

e Monitor key usage closely to prevent loss or misuse. Implement procedures for checking keys in
and out and maintaining a log of key movements.

e Secure the key rack area to prevent unauthorized access and potential security breaches.
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1.1.7 Assist in Preparing and Distributing Amenity Vouchers

Objective: Enhance the guest experience through
effective management of amenity vouchers.
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Preparation:

e Assist in the design and production of amenity
vouchers, ensuring they meet organizational standards and are visually appealing.

e Verify that all vouchers include accurate and relevant information, such as validity dates and usage
instructions.
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Distribution:

e Distribute vouchers to guests as part of their check-in process or in response to special requests.
Ensure guests understand how to use them.

e Track voucher distribution to manage inventory and avoid over-issuance.

o IH-3F UMKAT & YN & & T 47 favy Rl & Sfarg o it o1 argar faalka &1 gRfda & & efafy
T {6 IT IUTIT HY HAT R

o TSR AR HI b B dIfeh AT BT Yy fobar ST o 3R 3rifiiep faaRor I sram o Wb |

Record Keeping:

e Maintain a record of all issued and redeemed vouchers. Use this information to monitor usage
patterns and manage inventory effectively.

e Reconcile records regularly to ensure accuracy and address any discrepancies.
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1.1.8 Greet and Welcome the Guests Visiting the Hotel

Objective: Create a first impression positive
through effective guest interactions.

1.1.8 gicd 31 a1 fAfRaY &1 R &9

3IeRG: YU A SeRURM & WEH ¥ THRIAD
gl Bfd §9H

Friendly Greeting:

e Greet guests with a warm and sincere
welcome. Use a friendly tone and maintain
eye contact to make them feel valued.

e Offer assistance with luggage, directions, or

any immediate needs they might have.
ferad siftare:
o SfAR H7 miONRR SR U= WHT & WY SifiaTe B} | I Hedd HegH SR & fo1e fEpad TR &1 SuaiT o
3R 3fiat & WU §TY X |
o aEn, f=-FEw, a1 I et ot ATpIfres SRl B WETIdr UaH H] |

Assistance:

e Provide guests with information about hotel facilities, services, and amenities. Be prepared to
answer questions and offer recommendations for local attractions.

e Ensure that guests feel comfortable and informed from the moment they arrive.
HelIdT:
o Sl BT Fled Pt Yhawrsh, areft iR YRAUSTS el & IR H TGN <1 T BT W A IR R
3l & forg RITRRY & & oy IR 3 |
o FFT B far AT 3T ST & Ua ¥ & SRS 3R Ifd Heqy He |
Information Provision:

e Provide clear and concise information about the hotel’s services, including dining options, spa
facilities, and recreational activities.

e Offer maps or brochures to help guests navigate the hotel and the surrounding area.
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1.1.9 Assist Front Office Assistant in the Guest’s Check-in During the Peak Hours
Objective: Support efficient check-in processes, particularly during busy periods.
1.1.9 TR Hel & g AfAfY & A%-37 | Whe Hifra Tgaih Ft Jgradr s
Iex: ARy T U § I T & SR SR -3 Uicharsil & Iud= &1

Document Handling:

e Assist with photocopying and organizing guest documents, such as identification and booking
confirmations, to streamline the check-in process.

e Verify information accuracy and ensure all required documents are collected and processed.
SEITAH TS
o IFH-IT URKAT B I FAH & forg Al F A, S UgIH U SR kT BI gfY, Wieieidt ok e §
FEIAA X |
o SHBR B Tlhdl B g Y 3R JRAAT B fob Juft 3Tazass ey Tl SR Ganfid fu s

System Updates:

e Input guest details into the reservation system as directed by the Front Office Assistant. Ensure
that all information is accurate and up-to-date.

e Monitor the system for any issues or discrepancies and address them promptly.
Riew suse:

e The 3fhy Tearh gRT SR AR 3ifafy & faarur & emRermr yomelt & gof &3 | YA o for auft TFeRt
T 3R 3USe Bl

o foruft oft Y an foimfordt 3 fo R 3 TR &% 8iR 3% qRa Taifdd |
Guest Interaction:

e Address guest inquiries and assist with any issues they might encounter during check-in. Provide
support to ensure a smooth and efficient process.

e Offer additional services or upgrades if available and appropriate.
Sfafy gevuawr:
o IR P UBATS BT THUH B 3R Ab-37 B SR I= M arelt [t ff g § Werdr B3| b Tgel 3R
FRIS Ufshar GAMAT B & fog gud= v a1

o e IuT 3R Ifyd &Y, dl sifafkad Jard a1 gy o UH FHY |
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1.1.10 Assist Front Office Assistant in Managing All the Necessary Preparations for Important Events
and Conventions

Objective: Ensure successful execution of events and conventions through effective
preparation and support.

1.1.10 HEqUf HRIHHI 3R W] P T mazae it durfeal &1 udeq $31 A e SHifhg ggartt &t Jeraan
B

IR YHTET R SR THe & [renm Q SriwH! iR TR P Yohat TS b AT BTl

Coordination:

e Assist in coordinating with various departments to ensure that all event requirements are met.
This includes liaising with catering, housekeeping, and technical support teams.

e Prepare checklists and schedules to track event preparations and ensure all tasks are completed on
time.

JH-qY:

o g YA S & fore fafla faurt & a1y woag o3 § Gerdl & (o 9t SRishH 31 saxgeand o1l 8l
THH PHefT, TSI, 3R Th11oh! Terd] ¢! & 1Y Hudh H1 M ¢ |

o  FHRIHH B TR BT ¢h PR 3R AR F F e Jsvfere 3R Jsga R B & Tft vrd T R @ &)

Setup:

e Help with the physical setup of event spaces, including arranging furniture, setting up audiovisual
equipment, and decorating as needed.

e Conduct a final walkthrough of the event space to ensure everything is in place and ready for

guests.
Je3Ny:
o  FHRIGH @l Bt Mfad Yo & Teral Y, R BR & Fafyd o, ifSal-fAgerd IudHur ¥e &,
IR ANMIYHATTIR FolTae HRAT M 3|

o TT YT I & R FRIGH R BT i ERT B< s 9 $& Tl VIF W § 3R SR & forg TR g

Support:

e Provide on-site support during events to address any issues or requests that arise. Ensure that all
aspects of the event run smoothly.

e Monitor the event’s progress and communicate with other departments to resolve any problems

quickly.
Tad:
o RGN & SR YAUT U™ B dlfes foplt Hft T a1 SRty 7 wener fasan o 9 | gAfed &% s srfen &
Gt g Yo U I T |
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1.1.11 Escort the Guest to the Room and Explain About All the Hotel and Room’s Facilities

Objective: Enhance guest satisfaction through personalized room introductions.

1.1.11 AU B R aF A AT¢ 3R gled ad1 HHY o1 i glawrsi & v & qusmd|
IERY: fFATd HHR & URTI & ATeqH F HgHH Jay J gig HRAT|
Room Tour:

e Escort guests to their rooms and provide a brief tour of the room’s features and amenities.
Highlight key aspects such as climate control, lighting, and entertainment options.

e Ensure guests are comfortable and address any immediate needs or questions they may have.
HE BT GR:
o TEAM B ITP B db A oMY 3R HIR B Faursit 3R Fhaena o1 T SRT S| Wi uggaht SN wieraryg
0T, ThT= AT, 3R ARG & faded] Bl SoR $R |
o YT X 5 NEHH SRMETS § IR I foddt ot arcpiferes smaadsdrait a1 usit o1 e &3

Facility Explanation:

e Explain the use of in-room facilities, including how to operate appliances, access the internet, and
use room service.

e Provide information about hotel-wide amenities, such as the gym, pool, and dining options, to
ensure guests are aware of all available services.

gfaeran &7 faazorn:
o W DI YU F ITAN S IR H JHIY, AT USRI BT YalTeH, Sex-c dd Ugd, 3R FH Aad BT JudIT
M B

o Tlcd & UG Jaumsi & IR F TFGRI UGH HY, SN o, 4@, 3R 1M & faden, arfes fgam wft Suasy
Tarefl & IR § o T |
Contact Information:

e Provide guests with contact information for the front desk and other departments. Ensure they
know how to reach out for any additional assistance or requests.

HIH AFPRY:
o O &I The S 3R 37 fAUNT &1 WU THSHRI UgH B3| GAd & i I et oft sifafxaa werar ar
SFRIY & foT ¥ WU 1 ©, I8 Ul 6
1.1.12 Liaise with F&B and Housekeeping Department Regarding Guest’s Requirements

Objective: Ensure that guest needs are met efficiently through effective interdepartmental
communication.

1.1.12 UM P TaIH AT & &Y H WE TF 97 3R SR_IABIWT fAUTT & 1y IH-ag S|
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Guest Requests:

e Communicate guest requests to the Food & Beverage (F&B) and housekeeping departments
promptly. Use appropriate channels such as internal messaging systems or direct phone calls.

e Provide clear and detailed information to ensure that requests are fulfilled accurately.
AGHM & IRIY:
o WU & R B W UG U (F&B) MR BIITSIUT faumT I qRal Ugamd | SUgdd HIeqHl BT SUART &, o
SR TR YTl o Y B Piet|
o TR AR R SrRIdT Bl T & T R B Ry $IR R TR e Y|
Follow-Up:

e Follow up with guests to confirm that their requests have been addressed to their satisfaction.
Address any additional needs or concerns they may have.

e Report any issues or delays to the relevant department and work to resolve them quickly.
SR

o TGHMI & Y SIERUI B dlich T8 GfP BT b fob I SRIeIT T FHIYH I Ty & IR fha1 1 51 37
fordlt ot stfaRaa sazaebdrsit a1 feidrsft &1 GHILT B

o Tl oft T A1 S T I WA fAUMT 1 & 3R I STeg! U B A b (AW BT B
Coordination:

e Coordinate with F&B and housekeeping staff to manage guest needs and ensure a seamless
experience. Maintain open lines of communication to address any issues that arise.

e Ensure that all departments are informed of any special requests or requirements in advance to
facilitate smooth operations.

gH-qY:

o UM $I STIIHATSH BT Yt IR 3R U qgol AIHT AT F & AU FaB 3R GRS HHama &
1Y GH-GY < | foeft 1t Tre 1 gl A o foTT el Hare §1Y 3 |

o TR faUT I fopaft oft ORI SrRiy a1 AT dIst & gd I < difcs ara- Yare U 3 81 I |

Unit 1.2 - Assist in Bell Desk Activities
Introduction

The Bell Desk is a critical area in the hospitality industry, responsible for managing luggage, assisting
guests, and ensuring smooth internal communication. This unit provides a comprehensive guide to
supporting Bell Desk Assistants in various tasks. Effective assistance in these activities ensures a
seamless experience for guests and maintains operational efficiency.
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1.2.1 Assisting with Guest Luggage during Arrival and Departure

Arrival Assistance:

e Warm Welcome: Greet guests with a
friendly demeanor as they arrive at
the hotel. Offer immediate assistance
with their luggage to make them feel
valued and welcomed.

e Efficient Handling: Safely handle and
transport guests’ luggage from the
vehicle to the hotel lobby. Use

appropriate equipment, such as

luggage trolleys, to manage heavy or
multiple bags.

o Room Delivery: Ensure that luggage is promptly delivered to guests’ rooms. Confirm the room
number and verify the guest’s identity before entering the room.

1.2.1 3MTHA 3R TR & SR ATHM! &b AW & JgradT

ST YgHT:
o TN T@RTE: Sled § AgAM! BT W fPEad diie ¥ BY1 I HeudH 3R WA Hegd PH P [T qed
JP I H eIl ®i|

o XA YYH: NI & WHMH Sl TR ¥ I a8 F gied drel db o Se | U 71 H3 o &) Jaifid v &
fore Sfrd SudmRr, S b A eTefl, BT IUANT R |

o W B fEehtadt: YT B o T & Agaml & R H Gid UG SY| HHR HT TR g Y iR FI A
Ta=T d- U Ugdl HgdM &1 Uga Jaiud &e |
Departure Assistance:

e Timely Retrieval: Retrieve guests’ luggage from their rooms at the designated departure time.
Coordinate with housekeeping if necessary to ensure that all items are collected.

e Transportation: Transport luggage to the front desk or designated departure area efficiently. Assist
guests in loading their luggage into their vehicles or taxis.

e Final Check: Confirm that all items are accounted for and ensure that the guests have all their
belongings before they leave the hotel.
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1.2.2 Providing Assistance in Tagging Guest Luggage
Tagging Process:

e Labeling: Accurately label each piece of luggage with the guest’s name, room number, and date of
arrival. Ensure that the tags are durable and securely attached to prevent loss.

e Verification: Double-check the tagging information for accuracy. Confirm that the tags correspond
to the correct guest and room to avoid any mix-ups.

e Handling Special Requests: Address any special requests related to luggage handling, such as
priority tags for important items or handling specific instructions for fragile luggage.

1.2.2 QAT & ATHH B 3T B | JGHIT UG BT
i ufehar:
o ASFAT: UAD UM B! HgHM HT 11, FHR HT aR, 3R T B ARG & 1Y Tal &7 9 Aad H | I H
& 271 ot ofR TRfE ©U ¥ 2 gU § 1fs THaH J 5 o U |

o  TTYH: T TSR Bt TGl & T SR S B3| G &3 for 1 T8t AgdH o FIR § 3d Wid &
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UTYfYHaT aret 9T a1 Aol 9 & forg fagy =

Tagging Procedures:

e Tagging Station: Set up a designated area for tagging luggage, equipped with necessary supplies
such as tags, markers, and secure attachment materials.

¢ Inventory Management: Maintain an inventory of tags and labeling materials to ensure that you
are always prepared for high volumes of luggage.

T ufehat:
o T R WA T A & o v FAfEY & wiftia &, s &, A, 3R YRIE e et SRt sraxad
Tgfel &

o TRt WEYA: 7 3R ASEHT I BT U et §-TE I of1fel 37T §HRIT WY AT H WA & o R R
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1.2.3 Distributing Night Audit Reports
Report Preparation:

e Collection: Gather all night audit reports from the night audit team. Ensure that reports are
complete and accurate before distribution.

e Organizing: Organize reports according to the departments that need them. Group them by
priority to ensure that urgent information is delivered promptly.

1.2.3 A15< 3fifee i &1 faazur
ﬁ"ﬁéa’qﬁ:
o TUE: A b 3T TH Y il 3 ST Rl upd Y| faeRwr & uget G 3 b Ruld gof sk &t &
o TS RUEl &1 I AU F IR Fafyd X R @1 sagsdr g1 AT ¥ % Agagl THeR)
TIfear & IR Wfed o oY difer 39 w9 W faaRd forar o 9 |
Distribution Process:

e Timely Delivery: Distribute reports to the relevant departments, such as housekeeping, food and
beverage, and front office, as soon as they are available.

e Confirmation: Obtain confirmation from each department that they have received the reports.
Address any issues or discrepancies promptly.

e Documentation: Maintain a log of all distributed reports for record-keeping and to track the
delivery process.

faazor ufsar:
o HY W faavur: uief o) Tafda faumt, S greue i, @rel Ud 99, 3R the 3iifthy & Iuasy gid &f faafka
oy

o UY: A fauTT T Y v 3 o I RIS v R ot 1 ot ot e o fainifar Y @i g |
o THAWIHRUL Rpble A 3R faaRur uferan &1 ¢ - & forg ot faafka favef &1 uas @ a9 |

1.2.4 Assisting Guests with Physical Disabilities
Personalized Assistance:

e Physical Support: Provide physical support to guests with disabilities, such as guiding them to
their rooms or assisting them with mobility aids. Be attentive to their needs and preferences.

e Special Arrangements: Coordinate with the Front Office to ensure that any special arrangements
or accommodations are made for guests with disabilities, such as accessible rooms or facilities.

1.2.4 RS fawaiTar are AgHT) & Ggradan
mﬁnﬁm:

RS THAT: AT ard Agam & IS T UeH &3, S 3¢ 3P HHRI b o ST a1 TiaRiiadr SUehRur
T Hag BT 370! A drsil 3R urufirearsit & ufd I 3|
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Navigational Help:

e Facility Navigation: Help guests navigate the hotel’s facilities, including elevators, ramps, and
accessible restrooms. Offer assistance in moving between different areas of the hotel as needed.

e Clear Communication: Communicate clearly and respectfully with guests regarding their needs.
Offer assistance without being intrusive and ensure that they feel comfortable and supported.

Af=ra gee:
o gRyur AfFARE: 5wl & gicd @t Jhawre ¥ SN fade, YU, ok gay waradl, § Afaie w1 § e B
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Emergency Preparedness:

o Safety Procedures: Familiarize yourself with the hotel’s emergency procedures for guests with
disabilities. Ensure that you are prepared to assist them in case of an emergency evacuation or
other urgent situations.

e Training: Participate in training sessions on assisting guests with disabilities to enhance your skills
and knowledge in providing effective support.

SMUTAPTA I dURY:
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Conclusion

"Assist in Front Office Operations," encapsulates the crucial responsibilities of front office staff in
ensuring a seamless and welcoming experience for hotel guests. By focusing on key areas such as
maintaining a consistent presence at the front desk, managing a tidy and organized workspace, and
efficiently handling communication and records, front office assistants play a vital role in shaping guests'
perceptions and ensuring operational excellence. The comprehensive tasks outlined, from greeting
guests warmly and managing amenity vouchers to assisting with check-ins and liaising with other
departments, collectively contribute to a well-functioning front office. Mastery of these skills not only
enhances guest satisfaction but also fosters a positive and efficient working environment within the
hotel.

"Assist in Bell Desk Activities," highlights the importance of the Bell Desk in managing luggage, assisting
guests, and ensuring smooth internal operations. This unit provides detailed guidance on essential tasks
such as handling guest luggage, tagging and managing luggage efficiently, distributing night audit
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reports, and assisting guests with physical disabilities. Effective support in these activities ensures a high
level of guest service and operational efficiency. By adhering to these practices, Bell Desk Assistants
contribute significantly to the overall guest experience, ensuring that every interaction is handled with
care and professionalism.
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Multiple Choice Questions:

1. What is the primary role of the front office in a hotel? Try Eerrcise
on App

A) Managing kitchen operations B) Serving food to guests

C) Being the first point of contact for guests D) Organizing housekeeping staff

2. Which of the following is NOT a responsibility of front office personnel?

A) Greeting guests B) Attending phone calls

C) Cooking meals for guests D) Assisting with check-in procedures

3. What should front office staff do to ensure a consistent presence at the front desk?

A) Take long breaks during peak hours B) Schedule breaks to minimize absence

C) Stay hidden to avoid distractions D) Ignore guests during busy periods

4. Why is it important for front office staff to handle calls promptly?

A) To entertain guests B) To ensure immediate attention to guest needs

C) To avoid paperwork D) To comply with safety regulations
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5. What is a key aspect of maintaining the work area at the front desk?
A) Leaving personal items scattered B) Regular cleaning and organization

C) Using minimal storage solutions D) Keeping all files in one pile

6. What should be done if a parcel shows signs of damage upon receipt?
A) Ignore it and deliver it B) Document and inform the relevant authority

C) Open it to check the contents D) Discard it immediately

7. Which method is suggested for reducing clutter in the workspace?
A) Keeping all items on the desk B) Using paperless solutions whenever possible

C) Storing everything within arm's reach D) Regularly adding new items

8. When distributing amenity vouchers, what should be verified?
A) That they are colorful B) That they include accurate information

C) That they are expensive D) That they are all the same

9. What is the first step in greeting guests at the hotel?
A) Asking for their reservation details B) Ignoring them until they approach

C) Providing a warm and sincere welcome D) Offering them a drink

10. What is one way to assist front office Assistants during peak check-in hours?
A) Delay the check-in process B) Assist with photocopying and organizing documents

C) Only take phone calls D) Ignore guest inquiries

Answer the following questions:

1. Explain the importance of maintaining a tidy and organized work area in the front office.

2. What steps should be taken if a front desk staff member needs to leave the desk
temporarily?

3. Describe the process of handling and forwarding incoming parcels at the front office.
What role does communication play in the effectiveness of front office operations?

5. Discuss how front office staff can contribute to guest satisfaction through their
interactions.
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