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Front Office Management
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1. Introduction to Front Office Management

This module introduces the basics:

e Understanding the Role of Front Office in Hospitality and Service Industries
e Overview of Responsibilities and Importance in Guest Experience
e Differentiating Front Office from Back Office Operations

2. Customer Service & Communication Skills

This module teaches how to master the essential communication skills

e Principles of Exceptional Customer Service
e Effective Communication Techniques for Front Office Personnel
e Handling Difficult Situations and Guest Complaints Professionally

3. Grooming

e Basics of Grooming Expectations
e Why Grooming is Important for Front Office Managers
e How to Self Check Grooming

4. Time Management & Muti Tasking

e Prioritizing Tasks in a Fast-Paced Front Office Environment
e Techniques for Efficiently Handling Multiple Tasks
e Maintaining Accuracy and Professionalism under Pressure

5. Teamwork and Interdepartmental Coordination
e Collaborative Approaches to Working with Other Departments

e Ensuring Seamless Communication among Teams
e Role of Front Office in Enhancing Overall Guest Experience

6. Ensuring Guest Wow Factor

e Strategies for Creating a Welcoming Atmosphere
e Personalization and Customization of Guest Services
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Importance of Feedback and Continuous Improvement

7. Managing Conflicts

What constitutes conflict and being comfortable with it
Identifying your personal conflict management style

5 methods of managing conflict

5 key action steps in conflict resolution

8. For Hotels & Guest Houses:

Types of Reservation Systems: Manual vs. Automated
Guest Check-in Process: Procedures and Documentation
Streamlining Guest Check-out: Invoicing, Payment, and Farewell
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