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" FOREWORD o

Dear Learners,

This book is intended to serve as a ready reference for learners of vocational
higher secondary schools. It offers suggested guidelines for the transaction of
the concepts highlighted in the course content. It is expected that the learners
achieve significant learning outcomes at the end of the course as envisaged in
the curriculum if it is followed properly.

In the context of the Right-based approach, quality education has to be ensured
for all learners. The learner community of Vocational Higher Secondary
Education in Kerala should be empowered by providing them with the best
education that strengthens their competences to become innovative
entrepreneurs who contribute to the knowledge society. The change of course
names, modular approach adopted for the organisation of course content, work-
based pedagogy and the outcome focused assessment approach paved the way
for achieving the vision of Vocational Higher Secondary Education in Kerala.
The revised curriculum helps to equip the learners with multiple skills matching
technological advancements and to produce skilled workforce for meeting the
demands of the emerging industries and service sectors with national and global
orientation. The revised curriculum attempts to enhance knowledge, skills and
attitudes by giving higher priority and space for the learners to make discussions
in small groups, and activities requiring hands-on experience.

The SCERT appreciates the hard work and sincere co-operation of the
contributors of this book that includes subject experts, industrialists and the
teachers of Vocational Higher Secondary Schools. The development of this
reference book has been a joint venture of the State Council of Educational
Research and Training (SCERT) and the Directorate of Vocational Higher
Secondary Education.

The SCERT welcomes constructive criticism and creative suggestions for the
improvement of the book.

With regards,

Dr. PA. Fathima
Director
SCERT, Kerala
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ABOUT THE COURSE

The goal of Vocational Higher secondary Education isto fulfill the manpower
requirementsfor nationa devel opment and socid security through employment. This
courseisdesigned with ample scopefor self aswell aswage employment. Only
vocationally competent man power can increase productivity in al sectors of
economy, create weal th, ensure socio economic stability and bring prosperity to
nation. Realization of thisbasic need callsfor appropriate educationa input in man
power devel opment.

Vocationa Educationisdesigned to prepareskilled work forceinmiddlelevel in
oneor moregroup of occupationstrade or job after matriculation at 10 + 2 stage of
Education. Theobjective of the courseisto enhanceindividuad employability andto
providean aternativefor those pursuing higher educationwithout particular interest
or purpose. It is a distinct stream intended to prepare students for identified
occupations.

Theobjectiveof the Vocationd Qualificationisto bring service-minded, responsible,
reliable and co-operative employeeswith self-initiative to the sector. Thoseholding
a Vocational Qualification will enjoy excellent employee status and a strong
understanding of theworkplace. They will abideby contracts, regulationsand socia
respongbilities. They will bewell-mannered, tolerant and respectful of co-workers
and customerswith different cultural backgrounds.

They know how to plantheir work, act in accordancewith set guidelines and assess
their own performance. They will take care of and maintain work-rel ated toolsand
know how to use the necessary machines and equipment. They will ensurethe
ethicalness of the servicesthey provide and act in accordance with asustainable
operating method. They will useinformation technol ogy and vocational language
skillsintheir work. They will actinamanner that promoteshealth and maintaintheir
working and operating capacity.

Asthe shift from traditional set up of marketing to modern techniquesthereisa
tremendous potential for growthin Customer Care. To meet thisgrowing challenges
the Customer Care Sector will haveto expand. To meet the challengesinthefield
of Customer Care thelearnershaveto attain skill proficiency.

Inview of above, Customer Care M anagement has been conceived at vocational
higher secondary level totrain therequired manpower for theindustry. On completion
of the coursethelearnerswill beadequatdly qudified to take up responsible positions

indifferent establishmentsor set up their own Customer care service Business.
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MAJOR SKILLS (with sub-skills)
" Skill for hospitality
- Customer Relations skill
. Observation skill
. Communication skill
. Listening skill
. Presentation skill
. Interactive skill
. Social behaviour skill
. Analytical skill
. Planning skill
. Organizing skill
. Skill for teamwork
. Decision makng skill
. Skill for analytical thinking
. Skill for handling Communication equipments
. Skill for using computersand internet
. Problem solving skill
- Guest accounting skill
. Skill for filling up of different front office documents
- Greeting skill
. Skill for handling emergency situations
. Critical and reflective thinking skills
. Skill for handling front office software
. Skill for handling accounting software
. Skill for handling hospital software
. Skill for handling of Health Insurance
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SYLLABUS
MODULE III
FRONT OFFICE OPERATIONS IN HOSPITALITY SECTOR
Unit 3.1 Introduction to Hospitality Industry (30 Periods)
3.1.1 Meaning of Hospitality Industry

3.1.2
3.1.3
3.14
3.15

Origin of Hospitality Industry

Nature of Hospitality Industry
Components of Hospitality Industry
Hotel Industry Meaning and Definition

Unit 3.2 Hotel Organisation (70 Periods)

321
3.22
3.23
3.24
3.25
3.2.6

Classification of Hotels
Process for star Classification
Types of rooms

Hotel plans

Tariff

Hotel Departments

Unit 3.3 Front Office Functions (130 periods)

331
3.3.2
3.3.3
334
3.3.5
3.3.6

Importance of Front Office
Structure of Front Office

Front Office Operations/sections
Reservation

Registration

Front Office
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Unit 3.4 Front Office Accounting (70 Periods)

34.1
34.2
343
344
34.5
3.4.6

Stages of accounting

Creation of Documents and Accounts
Maintenance of Accounts

Internal control

Settlement of Accounts

Classification of Hotel Activities on Financial Basis

Unit 3.5 Guest Cycle (40 Periods)

3.5.1
3.5.2
3.5.3
354

4.1

41.1
41.2
413
414
415
41.6
4.2

421
422
423
424
425
4.2.6
427

Stages of Guest Cycle
Check in Procedure
Check out Procedure
Latest Trends
MODULE IV

Front Office Operations in Healthcare Sector
Health Care and hospital management (40 Periods)
Introduction to health
Health care
Health care service
Hospital
Patient welfare scheme
Quality maintenance in hospital
Front Office management in hospitals (100 Periods)
Importance of front office in hospitals
Sections of hospital front office
Functions of hospital front office sections
Duties and responsibilities of medical receptionist
Qualities and skills and front office staff in hospitals
General guidelines to hospital front office staff

Crisis handling in hospitals




4.3

431
432
4.3.3
434
4.3.5
4.3.6
4.3.7
4.3.8
439
4.4

441
442
443
444
445
44.6
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Patient support services in hospitals (130 Periods)
OP Department Services

IP Services

Dietary services

Emergency Services

Security Services

Patient related functions of accounts department

Patient safety management programme

Patient information and education programme

Patients' rights and responsibilities

Public relations in hospitals (70 Periods)
Need for public relations in hospitals

Marketing functions of hospitals

Importance of communication in health care sector

Handling of Health Insurance

Fianancial Statements of hospital

Application of IT in health care sector
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Overview of Module III

Customer Relationship Management isone of the career optionswithin thefast
paced world of hospitality and health care sectors. To meet thischdlengethelearners
haveto attain skill and proficiency in concerned fields.In view of the above,
Customer Relationship M anagement conceived at Vocational Higher Secondary
level totrain required man power for theindustry.

Hotel sector isavital part of hospitality industry. Thismodule dea swith nature of
hotels, itsclassifications, facilities, front office procedures, communication process,
guest accounting and night auditingin detail.

On completion of thismodule, thelearnerswill be adequately qudified to takeup
responsible positionsin different customer careareasespecialy in hospitality sector
by acquiring thereal sense of hospitality and itspracticeaongwith moral vaues
and positiveattitudes. To achievethisobjective, suitablelearning situationswill be
provided inside and outside the classroom to devel op creativity, experimentation
andinnovation.
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Unit 3.1
Introduction to Hospitality Industry

Introduction

Thisunit describesthe hotel sector asvita part of thehospitality industry. It deals
withthemeaning, origin and nature of hospitaity industry anditsclose relaionwith
hotd indugtry.

Learning Outcomes
Thelearner,

e |dentifiestheimportanceof hospitdity.

*  Understandstherelevanceof hospitaity industry.

e Identifiesthecomponentsof hospitality industry.

»  Discoversvariousactivitiesrelated to hospitality.

» Classfiestheactivitiesrelated with hospitdity.

e Ligsoutvarioustypesof activitiesin hospitality sector.
*  Understandsthemeaning of hotel.

*  Defineshotels.

*  ldentifieshote industry.

3.1.1 Meaning of Hospitality Industry

Hospitality means making the guest fed totally welcomeasamember of thefamily.
Itisadeliberate, planned and sustained effort to establish and maintain mutual
understanding between an organization and thepublic. Hospitality isacordia and
generous reception and entertainment of guest or strangers either socially or
commercidly.

Hospitdity industry isapart of awider group of economic activity caled tourism. It
isanindustry providing professiona servicesto customerswho demand them. The

&>



Reference Book [l

hospitality industry can be defined as the collection of businesses providing
accommodation and food and beveragesto peoplewho areaway from home. Itis
apart of thetravel and tourismindustry.

Inabroad sense, any group engaged in tourism, entertainment, transportation and
lodging are covered under hospitaity industry. It provides servicesaccording to the
needs of theguest.

Activity 1: Indicatewhich of thefollowing businessesispart of hospitaity industry?
Hotels Hospitals Textiles Theatres
Super market Airlines Agriculture Soap factory
3.1.2 Origin of Hospitality Industry

Hospitdity industry isthelatest devel opment inthefield of tourism. It wasoneof the
first servicefor which money was exchanged. At that time"Inns’ where used as
commercia enterprisesand they practiced hospitdlity.

The concept of hospitality can be drawn back to 4™ century B.C., when
buildings were constructed in ancient Olympia to accommodate travelers
like philosophers, diplomats, intellectual s etc.

3.1.3 Nature of Hospitality Industry

Thehospitality industry relies heavily on providing an excellent level of service. It
focuses on customer satisfaction. Thisisbecause these businesses arebased on
providing luxury services.

Theservicesof theindustry vary with the need of the user. Thereforethe staff in
hospitality industry must be ableto identify the needs of their customer and act
accordingly. Customersarevisiting the businessto get away fromtheir troubles. A
bad experience might keep them from returning ever again.

Hospitality businessincludes both profit making aswell as non-profit making
organization. For eg: Commercia hotelsand restaurantsare profit making whereas

lions club, canteens of institutions and ;s
What Is Hospitality?

welfare societiesare non-profit making Many peoples’ definition of hospitality extends
. only to restaurants and hotels
bus NESS. In reality, it goes far beyond this and includes
any organization that provides food, shelter
.. . - and other services to people away from home
Assessment Activity 2: Nametwo profit- When viewad n this light, the hospimlity
. . . industry can be quite large and far reaching
makl ng and three non-prOfIt makl ng Also, the numerous career opportunities

businessinthehospitality industry inyour — geeseesseereees
local area.

&
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3.1.4 Components of Hospitality Industry

Inabroad sense, any group engaged in tourism, entertainment, transportation and
lodging are covered under hospitality industry. Thehospitdity industry iscomprised
of al thosebus nesseswhich practicetheact of be ng hospitableand thosebus nesses
which characterized by generosity and friendlinessto the customers. The major
componentsof hospitdity arethefollowing:

*  Lodging operationssuch ashotels, resorts, motelsetc.

»  Trangportation servicessuch astaxi, train, airlines, shipsetc.

e Food & beverage services such asrestaurants, bar etc.

* Reail storesuch assouvenir shopsetc.

* Activitiessuch asrecreations, festivalSetc.

Assessment Activity 3: Draw achart showing various constituents of hospitality
industry?

Market Segments in Hospitality

-E
Hotels Portals
. .
Flights Cruises
.
"‘""" Park Hospitaliw Restaurants

. -

THEME PARKS PORTALS ’
AIRLINES RESTAURANTS
RFID | smant i Dynamic
card-based Reservations & Packaging * Self service
SIREONS f08 Distributons HOTELS CRUISE LINES  kiosks
cashless Portals for
payment Flight In-Room Direct Group tour Oniine ordering
transactions Operations Entertainment Distribution itinerary and
al mecchandizin
Online ticketing |n. Flight Event Travel Supplier S 9
andbarcode  Services e i fmaece Loyalty & CRM  Point of Sale
embossed ticket Systems
creation Loyalty & CRM Revenue
Management
Loyalty & CRM

3.1.5 Hotel Industry meaning and Definition

Hotel industry isthemain part of hospitaity sector. It providesvariousfacilities that
may range from basisto luxury. Hotel operation variesin size, function and cost.
Modern concept of hotel isnot just aplaceto providefood and accommodation,

&>
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but act asacity withinacity offeringitsguests every possiblefacility, accommodation
servicesand conveniencessuch asrooms, restaurants, bars, laundry, Bank services,
Foreign exchange, gym, beauty parlor, businesscentre, travel agent, swimming poal,
conferencehall, hedth club, banquet etc.

Hotel may bedefined as an establishment that provides|odging and usually medls,
entertainment, and various persond servicesfor thepublic.

Hotel businessisa unique and different fromother businessesasitisselling
both goods and services. It is one of the very few places where production
and consumption occur simultaneously. Hotel s provides both tangible and
intangible services on credit.

Assessment Activity 4: List out any six facilities provided by modern hotels.
SAMPLE QUESTIONS

1. Statethesignificanceof hospitdity industry?

2. Giveabrief description about theimportance of hospitaity sector inthemod-
ernworld?

What do you mean by hotdl industry?
List out themain componentsof Hospitality industry?
Definehotds?

Mr. Babu startsarestaurant and named in as Hotel Ragam. AsaCRM stu-
dent, do you think that theterm 'Hotel" issuitableor not. Justify.
7. Draw achart showing variouscomponentsof hospitality industry.

o Uk~ w
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Unit 3.2
HOTEL ORGANISATION

Introduction

Hotelsarelocated at different placesand provides different servicestoguests. This
unit dealswiththedifferent classificationsof hotel and thetypesof plansadoptedin
different hotels. To provideawiderange of servicesefficiently to guests, ahotel is
usudly dividedinto different departments, each being respong blefor certain functions
and duties,

Learning Outcomes
Thelearner,

» Classfieshotels.

e Caegorizeshotels.

e Identifiestypesof hotels.

*  Discoversthe system of classification of hotels.

*  Observesthedifferencesintypeshotels.

* Ligtsoutthevariousbasisof hotel classfication.

e  Undergandsthemethod of star classification.

*  Congtructstheideaabout classification processof hotels.

»  Discussesthefacilitiesof 5 star hotels.

*  BEvaduaesservicesof 5 star hotels.

e Identifiesdifferent typesof hotel rooms.

e Comparesand contrast varioushotel rooms.

e Identifiesvarioushotel plans

e Ligtsout plansof hotels.

*  Separates hotel medl plans.

e Identifiesdifferent typesof rates.

e Ligsoutthedifferent functiona departmentsonthebasisof
observation.

» Classfieshotd departments.

* Classfieshotd intofront of the house and back of the house.

e Identifiesvariousfunctionsof hotels departments

3.2.1 Classification of Hotels

Sincethe hotel industry comprises of numerous hotelsand they provide different
services, facilities and goods there are various categories of hotels. Hotels are

>
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classified into different categoriesto help the guest inidentifying theright type of
hotel smatching hisstandard and requirements. Thisclassificationisdoneon different
bass. They arethefollowing:
3.2.1.1 Size
Classification onthebasis of sizerefersto the number of lettableroomsinahote.
Under thishotelsare classified into 3 categories.

* Small hotel - below 25 rooms

* Medium hotels- 26 to 99 rooms

* Largehotels- 100to 299 rooms

e Very Large- 300 and above
3.2.1.2 Ownership
Onthebasisof ownership the classificationisasfollows:
1. Independent hotel
Theseareautonomoushotel sowned and managed by private partiesor local groups.
2. Management contractual hotel
These are hotels owned and managed by separate parties on acontract basis. Here
owners of the hotels arrange to run their properties through a contract with
management expertsfor aperiod of 5, 10, 20 years.
3. Chain hotd
These are hotel s grouped together utilizing the advantage of large organization
providing reservation system, financial strength, expertise, man power speciaty etc.
They generaly imposes certain minimum standards, policiesand producesto restrict
officiaeactivities.
4. Franchisehotd
Franchise hotel means one hotel taking the advantage of goodwill, brand name,
imageetc. of abig hotdl. Itisabusinessstrategy in exchangefor afee.

Areferral hotel chain is a type of hotel franchise. It is a type of hotel that
oper ates independently but maintains affiliation with a given chain. To stay
within the chain, the hotel must meet certain minimum criteria.

3.2.1.3 Location

Hotel s can beclassified according to the placewherethey arelocated into various
categories. They are:

1. Downtown

Theseare hotels Situated in the centre part of thecity, charging high rates. Normally
business peopleprefer such hotels.
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2. Suburbanhotels

Thesehotd sare Situated in the sub urban areas with quite surroundings. Such hotels
quotes moderate rates and ideal for budget travelers and organizations for
conferences, seminarsetc.

3. Motels

Hotel situated on highwaysto servetheneedsof motoristswith parking facilitiesare
caled motels. They usudly provide shorter length of stay and follow European plan.

4. Resorts
Thesearehotelslocated ..
on hilly areas or at &
beaches away from & 4
town. It is mainly .
preferred by vacationers.
Thesetypesof hotelsare %
famous for its scenic

beavity.
5. Airport hotels

Hotelslocated nearby the air ports are called Air port hotel. They are ideal for
passengersfor ashorter length of stay.

6. Boatels
Thesearehotd son the boats sometimes
named as houseboats.
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7. Floates

Hotelslocated on the surface of water
such as sea, lake etc. are Floatels.
Thesearehotdsonshipsgivingfacilities
and conveniencesof aluxury hotel.

3.2.1.4 Length of stay

Onthebasisof thelength of guest stay,
hotel sareclassified into three categories:

1. Transent hotels

TheseHote sprovideaccommodation for ashort period of time. Eg. Motels, Airport
hotelsetc.

2. Residential hotels

Hotels providing accommodation for along term basislikeweekly, monthly etc. are
Reside Eg. Apartment Hotels

3.  Semiresidential hotels

These hotel s provide accommodation on weekly or monthly basisaswell ason per
day basis. Eg: Suburban hotels

3.2.1.5 Target market

Onthebasisof thetype of guest for whom the hotel s provides accommodation,
they can bedivided into four categories:

1. Commercial hotels

These hotel sare meant for business men and commercial executivesfor ashort
period.

2. Group hotes

They provideservicesand facilitiesfor groupsof people.

3.  Family hotels

These hotelscater to the needsof families.

4. Airport hotels
Hotelsmeant for Airlines passengersfor ashorter period.
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Boutique Hotels

These are very small and
expensive hotelsmainly cater for
elite class. Though it is small it
has more number of restaurants.
Each oneisdecorated keepingin
view a theme and the food
served.

Heritage hotels

These properties have historic significance. They have been converted into
lodging establishments with retention of their historic character.

Classification of hotels based on Levels of service
Wbrld - class service
Medium - range service
Economy service

3.2.1.6 Star system

Thisismost important official system of classification of hotels. Under thissystem
hotelsareclassified onthe basisof servicesand facilitiesrendered by thehotel. As
thefacilitiesincreasesthe star rating incresses, like 1 star, 2 star, 3 star, 4 star, 5 Star,
5star deluxeetc.

Assessment Activity:
1. Listoutthehotd onthebassof location.

2.  Askthestudentstogivehisor her experienceinrelation to any study tour or
tour from homeor pilgrimage from homeetc. The students listsout various
typesof hotel. They are asked to group them, the teacher then concludesthis
activity by classifyingthem on different basis.

3. Draw achart showingtheclassification of hotel.




Reference Book [l

3.2.2 Process for star Classification

InIndiaclassification of hotelsisdoneby the Ministry of Tourism. The departments
formsacommitteecalled asHotelsand RestaurantsApproval and Classification
Committee (HRACC) headed by DG Tourism and comprises membersfrom hotel
industry, travel agentsassociation of India, department of tourismand principal of
regional institute of hotel management, catering technol ogy and applied nutrition.
Thiscommitteeingpectsoncein threeyearsexiging hotelsand checksther sandards.
They cdassfy hotelsonthebasisof generd features, facility and servicesexpectedin
different star categories.

Classification according to star categorisation
One star category:

Thehotel should have at |east 10 | ettable bed rooms of which at |east 25% should
have attached bathroomswith acommon bathroom for every four of theremaining
rooms. At least 25% of the bath rooms should have western style. All bath rooms
should have modern sanitation and running cold water with adequate supply of hot
water, soap and toilet paper. Therooms should be properly ventilated and should
have clean and comfortabl e bed and furniture. There should beareception counter
with atelephone and telephonefor theuse of guest and visitors. Thereshould bea
cleanand moderately wel | equipped dining room/restaurant serving clean, wholesome
food and there should be aclean, well equipped kitchen and pantry.

Two star Category:

Thehotel should haveat |east 10 | ettable bedrooms of which at least 75% should
have attached bathroomswith showers and acommon bathroom for every four of
theremaining roomsand should be with modern sanitation and running cold water
with adequate supply of hot water, soap and toil et paper. 25% of the rooms should
beair-conditioned (wherethere should be heating arrangementsin al therooms)
anddl roomsmust beproperly ventilated, dean, and comfortablewithal thenecessary
itemsof furniture. Thereshould beawe I-furnished lounge. Thereshould areception
counter with atelephone. There should bea telephoneor call bell ineachroomand
there should be atel ephone on each fl oor unless each room hasaseparate tel ephone.
Thereshould beawd | maintained and well equipped dining room/restaurant serving
clean, wholesomefood and aclean, hygienic and well-equipped kitchen and pantry.

Three star category:

The hotel should have at least 20 | ettable bedroomsall with attached bathrooms
with bath tubsand /or showers and should be modern in design and equipped with
fittings of agood standard with hot and cold running water. At least 50 % of the
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rooms should beair-conditioned and thefurniture and furnishings such as carpets,
curtainsetc., should be of avery good standard and design. Thereshould be adequate
number of liftsinthebuilding with morethan two storied (including theground floorO.
Thereshould beawd | furnished equipped loungeand separatel adiesand gentlemen's
cloak roomsequipped with fittings of agood standard. There should bea reception
and information counter attended by aqudified and experienced staff and abookdtall,
recognized travel agency, money changing and safedeposit facilitieson thepremises.
There should be atel ephonein each room (except in seasona hotelswherethere
would beacall bell in each room and telephone on each floor for the use of hotel
guests) and atel ephonefor the use of guestsand visitorsto the hotel. There should
beawel| equipped and well maintained air-conditioned dining rooms/restaurant and
where ever permissible by law, there should be abar/permit room. Thekitchen,
pantry and cold storage should be clean and organized for orderlined and efficiency.

Four star category:

There should be adequate parking facilitiesfor cars. Thehotel should haveat least
25 |ettable bedrooms all with attached bathrooms. At |east 50% of the bathrooms
must havelong bathsor themost modern shower chamber, with 24 hour service of
hot and cold running water. All public roomsand privaterooms should befully air
conditioned and should bewel | furnished with carpets, curtains, furniture, fittings
etc, in good taste. It would be advisableto employ the servicesof professionally
qualified and experienced interior designer for thispurpose. There should bean
adequate number of efficient liftsin bulding of morethan 2 storeys (including the
ground floor). There should beawel | designated |obby and |adies and gentlemen’
cloakrooms equipped with fittings of astandard befitting ahotel of thiscategory.
facilities: there should be areception, cash and information counter attended by
trained and experienced personnel. there should beabookstal, recognized travel

agency, money changing and safe deposit facilitiesand aleft luggageroom on the
premises. Thereshuld beatel ephonein each room for theu seof guestsand visitors
and provision for aradio or relayed music in each room. There should beawell

equipped, well furnished and sall maintained dining room/restaurant on the premises
and wherever permissible by law, there should be an elegant, well equipped bar/
permit room. Thekitchen, pantry, cold storage should be professiondly designed to
ensureefficiency of operation and should bewel | equipped.

Five star category:
Hotd should haveat least 25| ettable bedroomsall with attached bathroomswith

long bath or the most modern shower chambers. All publicroomsand privaterooms
should befully air-conditioned and should be well-equi pped with superior quality

&
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carpet, curtains, furniturefittings
etc. ingood taste. It would be
advissbletoemploythesarvices &5
of professionally qualified and f g%

experienced interior designer for &
the purpose. Thereshould bean
adequate number of efficient lifts
inthebuilding of morethantwo
storey's (including the ground
floor) with 24 hours services. There should beawel | designed and properly equipped
swimming pool. Thereshould beawe | designated | obby and |adiesand gentscloak
room equipped withfittingsand furnitureof ahigh standard. Facilities: Thereshould
bereception, cash and information counter attended by highly qualified, trained and
experienced personnd and conferencefacilitiesintheform of oneeach or more of
the conferenceroom and banquet hallsand private dining rooms. Thereshould bea
book stall, beauty parlor, barber shop, recognized travel agency, florist and ashop
for toilet requisitesand medicines on the premi ses. There should beatel ephonein
each room and telephonefor use of guest and visitorsand provision for aradio or
relayed musicand aTV setin each room. There should beawell equipped, well

furnished and well-maintained dining room restaurant on the premi sesand wherever
permissible by law there should be an elegant, well equi pped/permit room. The
kitchen, pantry and cold sorage should be professiondly designed to ensureefficiency
of operation and should bewel | equipped.

Activity 4. Prepareaproject report on star classification of hotels.
3.2.3 Types of rooms

Each hotd hasavariety of roomsto suit theneeds of guests. Following aredifferent
typesof roomsavailablein modern hotels.

SingleRoom : Aroomwhichhassinglebedfacility.
DoubleRoom . Arroomwith Double bed meant for two people.

TwinRoom : A room with two single beds meant for two

&
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TripleRoom A room assigned to three persons having one
doublebed and onesinglebed.

Quad Room . Aroom assigned four personshavingtwo double
beds.

Twin Double Room : Commonly known asfamily room having two

doubl e beds separated from each other.
Hollywood TwinBedRooms : A room that hastwo single bedswith asingle
head board meant for two persons.

Parlour . Adgittingor living room not used as bed room.

StudioRoom : A parlour setupwith oneor two studio bedsor
asofa-cum-bed.

Suite Rooms : A roomwithtwo roomswherein oneisabed
room and the other isaliving room.

Junior Suite : Alargeroomwith apartition separatingtheliving

room furnishingsfrom the bed room.

JUNIOR SUITE J

Pent House Suite: A set of roomssituated on terracelevel, apart of which may be
opento sky.

Presidential suite: Thisisluxurious, bigin
size and very expensive. It consists of a

parlour, bed room and a small Kitchen, *
usually occupied by top executivesand VIPs.

Duplex Suite: A set of two rooms ontwo
floors connected by an internal staircase
generaly livingroom at the lower and bed
room at the upper level.
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Efficiency Room: A room havingsomekitchenfacilitiesprominent in motels, resorts
andresdentid hotels.

Hospitality Room: A room used by aguest for entertaining hisguest, charged on
hourly basis.

Adjoining Room: Two or moreroomswith or without interconnecting doorsand
areonthesameleved.

Cabana: Aroomwhichisnear awater body or beside swimming pool.
L anai: A room which oversees ascenic beauty with abalcony.

Activity 5: List out thevarioustypes of roomsavailablein large hotels.

Activity 6: Imaginethat you are areceptionist and anumber of customer cometo
you with different request. State in each case which type of room you would
recommend. Justify.

a  Twofemae travellers.

b. A couplewithtwo children.

c. A businessexecutiveto conduct aabusinessmeeting.
3.2.4 Hotel plans

A planisapackage of room rent and medls. They arethebilling arrangements used
by hotels. Common plansin hotelsare,

1. European Plan (EP): Room charge + Early morning Tea. Thisplanismostly
usedindl thetypesof hotelsand especidly thecity or downtown hotds. Thisisthe
chegpest asitincludesthe room chargesand early morning. Thisplan mainly caters
the busy executives and the other commercialy important peoplewho areout of the
hotel throughout theday for their businessactivities.

2. Continental Plan (CP): Room charge + early morning Tea + Continental
Breakfast. Thisplanisalso called the bed and breakfast plan asthey are mostly
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used inmotels. Thisplanisaso chegp asitincludesroom charges, early morning tea
and continental breakfast. Thisplan mainly caterstheroad sidetravellers and other
trangent guests.

4. American Plan (AP): Room Charge + Early morning Tea+ Breakfast + Lunch
+ Dinner. Thisplanisadso caled Full Pension or Full Board Plan. Thisplanismostly
used in resorts and suburban hotels. Thisisthe most expensive plan. Thisplan
caterstothetourists, vacationers, and the conference attendeeswho stay withinthe
hotel throughout theday for their activities.

4. Modified American Plan (M AP): Room charge+ early morning tea+ Breskfast
+ Lunchor Dinner. Thisplanismostly used inresortsand various hotel and mainly
catersto the touristswho are out of the hotel during the day for sightseeing and
during night for nigh sefaris.

5. BermudaPlan (BP): Room charge+ Early morning Tea+American Breskfad.
Thisplanisaso cdled thehalf board plan or semi pension. Thisplanisexpensive
than the European and Continentd Plan asit includestheroom charge, early morning
teaand American Breakfast. Thisplan mainly catersthetourists, vacationers and
the conference attendees who stay within the hotel throughout the day for their
activities.

Activity 7: Visit ahotel inyour areaand obtain abrochure and tariff.

3.2.5. Tariff

Tariff meansrateand when applied to roomsof hotel it meansroomrate. Thereare
different typesof room ratesusedin hotels.

CorporateRate: Thisrateisgivento corporatetravelers, who normally formthe
cream of a hotel's occupancy. To earn this discount, the company may have to
guarantee aminimum number of roomsto be occupied during aparticular period.
Some hotels of this corporate rate to any business traveler irrespective of the
employer.

Government rate: Thisrateisnormaly givento the employeesof the government,
usualy onthebasisof a contract between the government department and hotels.
Discounted rate may a so be given to government personnel holdingavaid ID TO
encourageregular business.

Package rate: These rates are often offered during the lien season or as a
promotional venture. Theseinclude weekend package or promotional packages
like athree nights and two days stay which include mealsand other recreational

fadlities
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Rack Rate: It isthemaximum possibleratewhichischarged from theguest by the
hotel for overnight accommodation.

Seasonal Rate: Itisarate charged from aguest visiting the hotel having extreme
climatic condition such asinresorts. It variesaccording to seasons.

Discount rate: Itisroomratelessthan therack rate charged by thehotel fromthe
guestswhen thehotel givesdiscount or concession on the stay of the guest.

Cribrate: Typeor rate applicableto children below 5 years.
Family rate: A rate offered only to family with children sharing the sameroom.
Extrabed rate: Thisrateisapplicableto thefamiliesdemanding an extrabed.

Crewrate: Itisarateusualy chargedto theairlinememberswho do not stay inthe
hotel for along period.

Day rate: Thisrateisapplicableto guestswho stay only during the day without
stayingovernight.
3.2.6 Hotel Divisions or Departments

Deputy

500-bedroom

£
o 4-star hotel

Senior Assistant Manager
|1
I l | ]

l Personneal Manager I Roams Division of IFoac and BeverageManager I lf-\cr.uun:p.-m I M?ir'r:enance
Manager

Front -of-tha-House
of

Accommodation |
Operations Manager

Assistants 10 Deputy Manager Assistant to Wages and Maintenance
Personnei Manager (shift) Food and Beverage Manager || Control Clerks eic Stafl
-5
| i ] ] |
Head \ Head Head Restauram | Bar-q;et--\g] l Kitchen 1
Receptionist Hall | |Housekeeper
i Porer [ ’
[ [ 1 _
Head Head Advance anod Stores | m
Telephonist Bookkeaper Booking Office
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Classification of Hotel Departments (Location Basis)

1. Front office

Front officeisthenervecentreor hub of ahotel. Itisthe department that makesthe
first and last impression on the guests, and the place that guests approach for
information and servicethroughout their stays.

2. House keeping

Thisdepartment isrespons blefor themanagement of guest roomsand cleanliness
of al public areas of ahotel.
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3. Food and beverage

Thisisadepartment which concentratesmainly on the provision of food and drinks
for theguest. These services provided by coffee shops, bar, specialty restaurants,
banquet and room service department.

4. Salesand marketing

Thisdepartment isrespons blefor generating new businessfor thehotel, by handling
advertisng publicity etc.

5. Accounting Department

TheA ccounting department i srespons blefor monitoring and controllingal financial
activitiesof ahotdl.

6. Engineering (maintenance)

Thisdepartment isresponsiblefor the maintenance and operation of al machineries
and equipmentsinahotel.

7. Security

Security isthe department responsiblefor the safety and security of hotel guest,
visitorsand hotel employees.

8. Per sonnel/Human Resour ces

Thisdepartment isresponsiblefor theemployment of saff aswell astrainingemployee
relations compensation and staff devel opment.

9. Purchase Department
Thisdepartment isresponsiblefor the purchase of all therequired itemsinthehotd.
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CONCESSIONAIRES

These are shops run by outside agencies within hotel premises. The
management of these hotel s give contract to provide service such asbeauty
parlors, laundry and dry cleaning etc. on rent. Sometimes the hotel may
also charge a percentage of sales from these shops.

When a guest uses their service these shops are paid by the hotel and the
guest account is charged with the amount as cash advance.

Sample questions

1. Machthefollowing.

A B
Commercid hotel Higtoricd building
Transent hotel Room +two meals
European plan Short duration
Heritagehotdl Businessmen
Roomonly
2. Explaintheprocessfor classification for star hotels?
3. Expandthefollowing?

a HRACC b. MAP
4. Describebriefly any 5typesof roomsinahotel?
5. Completetheseries?
b. Room with normal sized single bed singleroom.
¢. Roomwith two separate single beds
6. Identify theroom near the swimming poal.
Lanai, cabana, twin, suite
7. Therearedifferent meal packagesadoptedin hotels. List out those plans.
8. Asastudent of CRM identify the plan suitablefor abusinessman. Givereason
to your answe.
9. Airport hotelsarelocated near airports.
a. ldentify thebasisfor thisclassfication of hotels
b. List out other types of hotel son the same basisof classification.
10. Writeashort noteabout any two hotel departments.
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Unit 3.3
Front Office Functions

Introduction

Thisunit deal swith theimportance of Front Officein hotelsand its organizational
structure. It narratesvariousfunctions of front officelikereservation, registration
etc. and various systems, methods and typesused for performing thisfunctions. This
unit also generates awareness about Rulesand responsibilities of front office staff.

Hotelsprovide qudity serviceto guests. Front office staff must have knowledge of
the productswhichthe hotel sell, theway these products can be sold. Front office
dedl swith many activitieslikereservation, registration, guest accounting etc.

Learning Outcomes

Thelearner,

Realisestheimportance of front officein hotels.
Anayzestheroleof co-ordination of front office.
Identifiestheflow of informationinfront office.
Anayzesthereporting hierarchy infront office.
Drawsthefront office organizationd hierarchy.
Identifiesvarious communication devices used infront office.
Handlesfront office communication devices.
Understandsthefunctionsof front office.
Identifiestheroleof travel desk.

Recognizestheterm concierge.

Identifiesvariousfront office equipmentsandlist out them.
Listsout the Sources of reservations

Comparesvarious Reservations methods
Classifiesdifferent Typesof Reservations

Identifiesthe various Processes of Reservations

Observes/identifiestheusage of different Reservation formsand redisethe

importanceof front officein hotels.
Analyzestheroleof co-ordination of front office.
Identifiestheflow of informationinfront office.
Anayzesthereporting hierarchy infront office.




B CUSTOMER RELATIONSHIP MANAGEMENT

Drawsthefront office organizationd hierarchy.
|dentifiesvariouscommunication devices used infront office.
Recognizestheterm concierge.

Identifiesvariousfront office equipmentsand list out them.
Listsout the Sources of reservations

Comparesvarious Reservationsmethods
Classifiesdifferent Typesof Reservations

| dentifiesthe various Processes of Reservations
Observesand identifiestheusageof different Reservationformsandredizethe
importanceof front officein hotels.

Anayzestheroleof co-ordination of front office.
Identifiestheflow of informationinfront office.
Anayzesthereporting hierarchy infront office.
Drawsthefront office organizationd hierarchy.

| dentifiesvariouscommunication devices used infront office.
Handlesfront office communication devices.
Understandsthe functionsof front office.

Identifiesroleof travel desk.

Recognizestheterm concierge

Identifiesvariousfront office equi pments. andlist out them.
Constructs knowl edge about Amendment and Cancellation procedures.
|dentifiestheimportance and procedure of registration.
Classfiesvariousmethodsused for registration.
Comparesdifferent methods of registration.
Identifiesthelegal aspect of regigtration.
Understandstheimportance of C form and itsusage.
|dentifiesthedutiesand respong bilities of front office.
Familiariseswith the product and servicesgivenin hotels.
Maintainsrecord of guests.

Handlesdevicesinhotel.

Handlesemergency Situations.

Undergtandsthedutiesand responghilities.

Understandsthe rulesof the housefor front office personndl.
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3.3.1 IMPORTANCE OF FRONT OFFICE
Front office has been

described as the nerve |
center of thehotdl. Itisthe ,
department that makesthe

firstand lastimpressionon
the guests, and the place
that guests approach for
information and service

throughout their stays.

Itisthelink between the guest and the hotel.
It createsanimagefor thehotel.

It'sduty isto enhance guest services by constantly devel oping servicesto meet
guest needs.

It representsthe hotel to theguest.

Itisthemain controlling centre of thea | guest services.

It co-ordinatesall other departmentsof the hotel.

Itisthe department to generatesnearly 70% of revenueof ahotel.
It helpsinearningforeign exchange.

Itisthe department responsiblefor saleof hotel rooms.

3.3.2 Structure of Front Office

Front officeof ahotel isorganizedinto different functiona sectionseachresponsible
for aparticular areaof work. Thestructure of front office showsthereporting hierarchy
andtheflow of informationinfront office.

Most hotel establishments consist of a General Manager who servesasthe
head executive (often referred to as the "Hotel Manager™), department
heads who over see various departments within a hotel, middle managers,
administrative staff, and line-level supervisors. The organizational chart
and volume of job positions and hierarchy varies by hotel size, function,
and is often determined by hotel ownership and managing companies.

&>
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Front Office Organization Chart
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FRONT OFFICE ORGANISATION STRUCTUREIN HOTEL

1. Small hotel (Approx. 50 Rooms)
Front Officeln-charge

! I }

Reservationist/Receptionist/ Bell Boy Cashier cum
Informationist Billsclerk
2. Medium Hotel
3.LargeHotel

MODEL LAYOUT OF FRONT OFFICE
3.3.3 Front Office Operations/Sections

Usudly front office department of ahotel comprisesof subsectionseach responsible
for particular areas of works. Thusthe major operations of front officeare:

&
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[ Front OfficeM anager]

I

(Asst. Manager/Lobby Manager)

J T 7 1 v 1

( Reservationist) (Receptionist/Informationist)( Cashier )(Travel Desk](Bell Captain)( GRE)

Lift Operators
Reservation

Travel Desk Lobby Managers Desk

E

N

Bell Desk L obby T

R

A

N

C

E

Cashier Reception Counter
Business Center Reservations
Telephones
Adminigtrative Offices
General Managers Room
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Reservation sectionisresponsible
for booking of roomsin advance.
It receive requests, process and |
recordsit properly and informsthe
guests. It is responsible for
maintaining reservation
correspondence, files, charts,
racks and computes records.

Registration
Theprocessof registrationistorecord aguest's |4
arivd and confirmtheir persond details, aswell as g
to satisfy legd requirements.

Guest Accounting
Guest Accountingisanessentid processto monitor and chart thefi nanad transactions
of residential and non residential guests of ahotel. It is done to ensure that all
transaction madeby the guest arerecorded, monitored, controlled and audited from
timetotime.

Cashiering

Thefront office department is charged with the responsibility for cash, cheques,
credit cardsand other credit rel ationships. These dutiesrequire extreme careand
diligence. This Sectionisrespons blefor maintaining and recording guest accounts,

billsand foliosof guest. It deal swith cash or credit settlement of guest folio at the
timeof departure.

FRONT OFFICE CASHIER

~ He is responsible to post all guest charges and
credit into their respective folios.

~ Settle all guest bills during guest departure.

-~ Encash foreign exchange as per regulations.®

~ Disburse Betty cash to hotel staff and
authorized paid outs.

~ To have control on safety lockers.

-~ Receive and hold in safe custody all cash
payrnents made by guests till the account is
rende

-~ To mmntaln records and to prepare cashiers
report.
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Themainfinancia transactionshandled by front office staff are;
*  Recaving cash payment

*  Veifyingcheques

*  Imprinting accepted credit cards

*  Handlingduebills.

Travel Desk

Travel Desk Section handlesthe transportation facility of the hotel guest. It also
arrange city tour, sight seeing etc. to the guests on request.

[ :_Y‘ _‘

Concierge Section provides information |
about hotel, its services and amenities, the
city, thecountry and nearby banksetc. It helps
the guests in airlines booking, planning &%
itinerariesetc. Itisalso called "Man About =%
Town'". <

Concierge

Activity: List out basic functions of front et
office.

Equipments used in front office
1. Credit card Imprinter

Thisisused for the purpose of front officeaccounting. Thisisused especialy when

the guest present credit card at thetime of their arrival or departureto settletheir
bill. Theimprinter makestheimprint of thecredit card used by the guest asamethod
of payment.

2.Credit card validator

Thisisusedto check thevalidity of the credit card presented by theguest a thetime
of arriva or departure of guest. Thisequipment isacomputer terminal linkedtoa
credit card databank which holdsinformation
concerningthevalidity of thecredit card of the
guest. Thiseguipment assuresthe management
that the guest has credit balance high enough
to cover thechargesand it also verify that the
card isnot astolen property.
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3.3.4 Reservation
Reservationisaprocessof booking roomsin advance.

Sources of reservations

Sourceisdefined asany individual of body that actually paysahotel for services
rendered. Theusua sourcesfrom which reservation request comearethefollowing:
e Airlines

e Travd agents

»  Tour operators

*  Freelndividua Traveler (FIT)

e Companies
¢  Embasses
Reservations methods

Request for reservation may comefrom different modes. They includethefollowing:
e Letters

e Teephone
*  Pesondly
*  Onlire

e  BEmdl

Typesof ReservationsReservationin ahotel can beany of thefollowing types:
Provisional or temporary reservation

Thisisdonewhen aregquest isreceived from aguest, and the hotel bookstheroom
provisiondly until aconfirmation | etter receivesfrom the guest.

Confirmed reservation (Non-guar anteed r eservation)

Confirmed reservationisthat thecustomer will receiveaconfirmation number from
the hotel regarding to the booking for aroom at aparticul ar date, and the guest do
not need to pay at thisstage. In such acase, the hotel holdsthereservation up to 6
pm only ontheday of arrival of the guest and releasesit and may sell ittoawak-in
or waiting guest if theorigina guest doesnot arriveat 6 pm.

Guaranteed reservation

It ensuresaroom for the guest until aspecific time. For thisthe guest must givea
guarantee of payment using credit card, airlinesvoucher, company voucher, travel
agent voucher etc.

Process of Reservations (Systems of reservation)
Hotelsarefollowing difference reservation system depending upon their sizeand

finance. Themagjor systemsused by hotelsareasfollows:
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Manual system

Thissystem of reservationisused by small hotelsinwhich adiary isused to record
reservations.

Computer reservation system

Thisisafully automatic systeminwhich al reservation procedures are doneand
records arekept using computer.

Central reservation system (CRYS)

Thisisasystem of reservation used by chain hotel sin which acertain percentage of
hotel roomsof different hotelsaredone by acentra office.

I nstant reservation system

Thisisasystem used by chain hotels, inwhich reservationisdonetoafar of hotel
from the hotel whereaguest stays.

Basic Reservation Activities

Different hotel may adopt different sysems and documentsfor receiving reservation.
However the basic procedureinvolved in the reservation processissimilar for al
hotdls.

RecalvingEnquiries
e
Determining rooms and room rates
e
Accepting or Denying request for reservation
2
Creating reservation record
2
Confirmingreservation
e

Maintaining reservation record

e
Producing reservation report
Group Reservation

A group is a body of 15 persons or more. Group booking constitute great
responsi bility onthehotel and needsagreat deal of planning and organization. Asit
involvesvolumes of business, management offers specia discountsto groups. A
hotdl getsgroupsbus nessfrom travel agents, tour operators, embassi esetc.

Over booking

It isan act of booking more roomsthan actually available by the hotel. Thisisa
deliberate act by the reservation section to maintain 200% occupancy. Overbooking
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represents an important strategy for many service providersthat apply revenue
management.

Amendment and Cancellation

In certain casesthe guest may change hisorigina booking programmeand inform
thesametothehotd. Inthat casethe reservation section will first check that whether
reguest can be accepted or not. If possible, the necessary amendments shall be
made and communicated to all concerned departments and the guest.

Sometimestheguest may request for cancellation of reservation already done. Each
hotel hastheir own policy of cancellation. Once the request for cancellation is
accepted, it isimportant that hotel communicate back to the guest and inform him of
thecancellation.

RESERVATION FORM

Hotel Reservation

Name of the Hotel

Address

Phone number Email Date of filling the form

Name of the party: Mr./Mrs./Miss

Signature in full

MNumber of visiting members requiring the reservation

Narmves af the visiting mieribors:

Full contact address of the visiting members

F'otal number ol single bed rooms required

Price/room

Total number of double bed roocms reqguired

Price/room

Is there any reguirement of a suitel yves/ o)

Price of the suite

Is there any requirement of breaktast/ lunch/supper/dinner services(ves/no )

Date ol arrival at the hotel ate of departure from the hotel
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Activity: 1. Lisgt thedifferent methods of reservation.

2. Draw aflow chart showing the procedureinvolved in thereservation
process.
3.3.5 Registration
Itisthelegal procedureinthearrival of aguestinwhichimportant detailslikename,
address etc of aguest iscollected in hisown handwriting. It iscompulsory that all
guests over the age of 16 years must give basic information about them. The
procedurefor registration arethefollowing:

0 Wedcometheguest
0 Checkfor roomavailability and reservation statusoCompl ete guest registra-

tionformdities
o Follow gandard registration guideines
Methods of Registration

Hotel susedifferent methodsfor registration like Book Bound registration, Loose
Leaf registrationindividua card registration. Among them themost modern system
isGuest Regigtration Card inwhich separate card isused for each guest.

Forwms

Regigtration processusesdifferent formslike Registration card, C form, Guest folio
etc. Amongthem Cformisalega document. Itisalso called ashotel arrival report
and isto be completed for every foreign guest except Nepal ese.

Hotel Registration

The official code number of the hotel registration form:

The date of filling the form:

The name of the hotel:

The name of the hotel s proprictor:

The full contact address of the hotel:

Telephone number GiFany ):

Email id (if any):

Proprictor’s Signature in full:

Total fees for hotel registration:

Tenure of the hotel registration:
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It should be prepared and send to the nearby police station within 24 hours of their
arrival. In case of aPakistani guest thetimelimitis12 hours.

Guest folio

A guest folioisthemaster bill of aguest opened ontheregistration of aguest by the
front office cashier to record al thetransaction of theguest with the hotel.
Pre-Registration

Pre-Registration isan activity of registering aguest even beforehisarrival, which
may be oneday beforehisarrival or onthe sameday but beforehisarriva. In case
itisrequired thepre-registration activity for the guest will be done for thefollowing
typesof guest.

a. Regularguests

Guest folio

A guest folioisthemaster bill of aguest opened ontheregistration of aguest by the
front office cashier to record al thetransaction of theguest with the hotel.
Pre-Registration

Pre-Registration isan activity of registering aguest even beforehisarrival, which
may be oneday before hisarrival or onthe sameday but before hisarrival. In case
itisrequired thepre-registration activity for the guest will be done for thefollowing
typesof guest.

a  Regular guests

b. VIP

c. Handicapped

d. Specid attention guests(SPATTS) and DG

e. Groupsand crews

Theprocedureof pre-registration: GR. Cardiskept ready ie. Itisfilled upwithal
theavailabletransaction data, such asnames, address, billing instructions, type of
roomsand therate of room etc. (whichiscollected at thetime of reservation) and
arekept ready for the signatures of the arriving guests. Thiscan bedonemanualy,
semi automatically and autometicaly.

Purpose of Pre-registration:
* Ithdpsinmoreeffectiveregistration.

e Speedycheckin

Timesving
*  Moretimefor thereceptionist to give persona touchin servicetothearriva

Activity: Nameany two methods of Registration.

and avoids any confusion at the reception counter on arriva of the guest.
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3.3.6 Front Office responsibilities

1. Communication: Themajor responsibility of thefront officeisto provideboth
interna andinter departmenta communication.

Communication DevicesFor proper communication hotel susedifferent equipments
liketelephone, fax, EPABX, Computer etc.

Fax machine operates through tel ephone lines and are used to receive and
sent official document.

EPABX (Electronic PrivateAutomatic Branch Exchange): A private branch exchange
(PBX) isatelephone exchangethat servesaparticular businessor office.

The ERPABX may be defined asaswitching system that makesavail ableboth internal
and externa stitching functionsof any organization. Thesdectionof anEPBAX isa
difficult task and requires deep knowledge of traffic pattern of theoffice. By using
an EPABX boththeinterna and externa needsof the organization arefully served.
With the advent of powerful microprocessors and advancementsin thefield of
computers, the EPBAX can boast of versatilefeatures. Hotline can be established
between the bossand hisimmediate subordinates.
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2. Guest services. Front Office beingthe only point of contact for the guest, they
must providethebasicinformation regarding thefacilitiesand servicesof the hotel
,thecity etc and controlsthe keysof theguest .

3. Guest history: Front office must keep arecord of the name and preferences of
theguest whichiscalled theguest history.

4. Handling Emer gency situations: Front officemust handleall the emergency
stuationsof hotelslikefire, theft, death, accident etc.

DUTIES AND RESPONSIBILITIES OF FRONT OFFICE

Front OfficeManager:

PERSONNEL

Heisthehead of the department and hisdutiesare:

Guest Relation Executive (GRE)

Responsible for the
smooth running of the
hotd.

Recruit the staff inthe
presence of theGM and
Personndl.
Evaluatesthe job per-
formance of each front
officeemployee.
Maintains master key
control.

Train the Front office
Seff.

Preparereportsto the GM.

DUTIES OF FRONT OFFICE

PERSONNEL

@
DOCR

Attend all meetingsregarding the management.
Takes care of the need of hig/her subordinates.

Receive VIP'sand escort them.

Handling complaintsof the guest when higher staff can't managetheguest.

Receivetheguest.

Enquire about guest wishes.
Actsasatrouble shooter.

Isthe connecting link between the public and the hotdl's management.
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Reservation

*  Promptly and courteoudy handleall reservation requests.

*  Updateregularly thereservation chart and rack.

»  Keeproomavallability statusboard up-to-date.

*  Handleamendmentsand cancellations of reservations.

Reception

*  Promptly and courteoudly register guestsand assign them therooms.

*  Updatetheroom rack continuoudly.

e  Cdculateroomavailability position and advisereservation.

*  Completepre-registrationformaitiesfor VIP's, invalids, old people, groups
andairlinecrews.

*  Executegovernment formditiesregarding foreigners.

*  Co-ordinateclosdy with housekeeping for clearance of roomto sdll.

Information

Thisdepartment givesinformation about

» Fadlitiesof thehote

*  Pacesof tourist attraction

Room tariff

Room status

Places of Worship

Shopping centre

Foreilgnexchange

Bank and Theatretimings

*  Receivemessagesof guestsand forward them correctly and promptly
Bell Desk

» Briefdlthebdl boysat thebeginning of ashift.

Ensurethat the bell boysin each shift arewell groomed and uniformed.
Control themovement of al bell boys.

Initiate action against scanty baggage guests.

Organize paging servicesin thelobby.
Executeformditiesregardingleft luggage.

* Assstincrew and group, wake-up-call procedures.

Night Auditor

*  Reportsto theFront office manager.

*  Trainsthefront officecashier in night auditing.
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NIGHT AUDITOR s s
~ To reconcile all revenue statements. -

~ To verify and validate front office cashiers
vouchers/forms.

~ To check guest folios
~ Verify front office cashiers report.

~ Prepare high balance report of guest who exceed
the,'lyl)'i1 credit limit fixed by hotels.

~ To prepare daily transcript.
~ To verify room status report. =

- To check the cancellation of reservations. = | | f

~ Account for city ledger credit amounts. 'm | U w@

*  Supervisestheworking of thefront office cash section.

*  Postsroomratesand taxesin theguest accounts.

*  Veifyadl postingsand balances.

*  Monitor thecredit limitsof theguestsand prepare variousimportant night audit
reports.

e Prepareasummary of all the cash and credit card settlementsfrom thefront
office section onaparticular day.

Telephoneoperator

+  He/sheshould havethor-

ough knowledge about
. . « To attend to all incoming and outgoing
handling the various calls.

. + To monitor guest calls and to prepare
equi pments of the tele- guest bills at%cordingly. i

TELEPHONE OPERATOR

hon h Y » To give wake up calls to guest.
pho @xc mge . « To transfer calls regarding room
* Repliesthe various in- ;@emiﬂn-].t ot
. « To speak politely and softly.
coming calsof thehotdl. « To take guest messages and to inform to

B h . . reception.
* acesthevariousincom- » To handle any kind of emergency

ingcallsof theguestsin | situvation.
theguest room or thein-
coming callsof the staff
intheir departments.
*  Placetheoutgoing callsof the guests.
*  Receivesvariousmessagesfor the guest in hisabsence, or forwardsthe mes-
sageswhentheguest isintheroom.
*  Processesand executesthewake-up call request of the guest on the request of

theguest.
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Sample questions

1.
2.
3.

© oo N s

10.

11.
12.

13

"Front officeisthe nerve center of ahotel activity". Do you agree? Justify?
Describevarious sources of reservation?
Expand thefollowing.
a. CRS b. EPABX
isan example of modesof Reservation.
Compare central and instant reservation system.
Narrate briefly thefunctions of hotel front office.
FIT standsfor
Compareand contrast concierge and concessionaire.
Registration and Reservation are two major operationsof front office. Name
theother operationsperformed by front office.

Completethetable.
FuncTiOoNs SECTION OF FRONT OFFICE
1 Reservation
2. Recelving cash, Payment
3. Travel Desk
4. Prepare GRC, C-formetc.

iscalled the master bill of aguest.
Mr. Rgesh wishesto modify hissmall hotel intoamedium sized one. Helphim
by drawing afront office organizational structure.
Completethefront office co-ordination chart?

{
oﬁ\ E
O/ e
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Unit 3.4
Front Office Accounting

Introduction

A hotd isto providefacilitiesand servicesfor guest inreturn of money, ultimately to
makeaprofit. To ensurethat al guest billsare properly settled, hotel needsto have
an accurate and constantly updated record of all guest financia transactions. This
unit deal swith theimportance of guest accounting and accounting toolsandisable
to present the correct bill to departure guest. It gives awareness of the internal
control and creditlimit and asoin handling of cash and credit mode of the settlements
of bills.

L ear ning Outcomes
Thelearner,

e ldentifiesvarious stagesof guest accounting.

*  Congtructsknowledge about guest accounting cycle.

e ldentifiesdifferent documentsused infront office accounting and analyzetheir
usage.

* Classfiesvouchers, foliosledgersand acquire skill for preparation of these
documents.

*  Preparesledgers, folios, accountsand vouchers.

*  Explainstheprocedure of maintenance of guest accounts.

* Identifiesthevariouspointsof salesand their functioning.

*  Familiarizesthemethod of Updating thebillsfrom different POS.

*  ldentifiesthemethod of interna control inhotels.

*  UnderstandsNight auditing process.

*  AnadyzestheTracking of Transactions.

*  UnderstandsCredit limit.

»  Discussesabout credit limit, houselimit and floor limit.

»  Constructs knowledge about settlement procedures of guest accounts.

* Classfiesdifferent modesof settlement.

»  Comparesand contraststhe differences Between travel er's cheque and ordi-
nary cheque.

Front Officeaccounting or guest accounting system isan essentia processto monitor

and chart thefinancia transactionsof residential and non residentia guest of ahotel.
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Itisdoneto ensurethat all transactions made by the guest arerecorded, monitored,
controlled and audited fromtimeto
timeto avoid any discrepancy, loss

CREATION

of revenue, disputewith the guest i

OF ACCOUNTS

andto collect payment.

Stages of accounting

The process of front office
accounting is divided into three FEIUEALD
important stages. They are the
following:

PREPARATION

OF
OF ACCOUNTS DOCUMENT

e Creation of Documents and
Accounts

e Maintenanceof Accounts

e  Sdtlement of accounts

3.4.2 Creation of Documents and Accounts

Thefirg stepin thefront officeaccounting processisto create necessary documents
and maintain them properly. Documentsincludesvouchers, folios, ledgers, front
office cash shest etc.

INTERNAL

CONTROL

I. Vouchers

A voucher isdocumentary evidencein support of atransaction. Vouchersare sent
or electronically transferred to the front office staff or system for posting. M ost
automated front office systemsrequirefew paper vouchers. Typesof vouchersused
infront officeaccounting are cash, charge, transfer, allowance, and pai d-out

a. Cash Voucher

Itisusedtorecord cash FLCASHPAYMENT VOUCHER =Ex)
transactions. | CASH PAYMENT VOUCHER |
Serial # Date : _m

cash / Bank : [182881 | @ |[CASH IN HAND |

Entry # m ™ Income Tax Challan Given

ficcount Code : (185883 | & |[COMMISSION AGENT [JABEAR] ] E
warratlon @ \CASH PAID TO JABBAR AS COMMISSI0N T
A
|
Chg/Cash Amount IL.Tax % I.Tax Aml Aml. Before Tan L
| 71.88] | S.e0%] 4.00] 75.08] |
SAVE | REFRESH | DELETE ]
| Total : [ 166.08] [ 9.00] 175.80)

[ 4 *

= &
SAVE | REFRESH | DELETE EXT | PrEvious | NEXT
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b. ChargeVouchers

Thisvoucher isused to record the credit transactions of the guest like restaurant,
telephone chargesetc.

c. Correction Vouchers

It isused to record an account correction transaction for correcting an error found
out on the same day. It is prepared and presented to the front office manager or
supervisor for gpproval.

d.AllowanceVoucher

ALLOWANCE VOUCHER

No:
Date:
Name: Room A/C No :
Detailed explanation Amount

Rs. Rs.

Rupees in words
Total Rs.

Thisvoucher isused to record any account allowance givento the guest asadiscount
or rebate or asacompensation for any poor serviceor to correct any posting error
detected after the close of thebusiness. It isprepared by staff posting it and presents
to thefront office manager or supervisor for approval.

e. Transfer Voucher

A transfer voucher is prepared to transfer any account balancefrom oneaccount to
another.
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f. Paid Out Voucher

HOTEL ABC

PAID OUT VOUCHER

Date Time

Guest's name
Room no Account folio no
Detailed explanation

Rs . (in words..

Prepared by
Authorised by
Audited by

Signature of the guest

Itisavoucher prepared to record any cash disbursed by the hotel on behalf of the
guest. Itisprepared by cashier and signed by thereceiver who rentersthe services.

I1. Folios

Front officetransactionsaretypicaly charged on account statementsca led folios. A
folioisastatement of dl transactionsaffecting the bal ance of asingleaccount. When
an account is created, it is assigned afolio with a starting balance of zero. All
transactionsthat increase (debits) or decrease (credits) the balance of the account
arerecorded on thefolio.

At settlement, a guest folio should be returned to a zero balance by cash or by
transferring the balance to an approved payment card or direct billing account. The
processof recording transactionson afolioiscalled "posting.” A transactionis posted
when it has been recorded on the proper folio in the proper location, and anew
bal ance has been determined.

Typesof Folios:

Guest folios

Itisafoliofor recording transaction of aresident guest.

Master folios

Itisused for recording charges of groups.

Non-guest or semi-permanent folios

Itisafoliofor recording non-guest transactions.

Employee folios

Itisafoliofor recording employees accounts.
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Permanent folios

Itisused for recording transactionsof credit card, companies, travel agenciesetc.
Specialty folios

Itisspecially used for recording specia needs.

III. Accounts

An accountisaforminwhich financial transactionsarerecorded and summarized.
Increases and decreasesin an account are cal cul ated and the resulting amount isthe
account balance. In an account, chargesareincreasesto the account balanceand
are entered on the left side, while payments are decreases and are entered on the
right sde. Front office preparesdifferent accountsfor recording guest transactions.
They include Guest accounts, non-guest accounts and management accounts.

a. GUEST ACCOUNT

A guest account isarecord of financia transactionsthat occur between aguest and
the hotel. Guest accounts are created when guests guaranteetheir reservationsor
whenthey register at thefront desk. During occupancy, thefront officeisresponsible
for and recordsd| transactionsaffecting the guest account. Thefront officeusually
seeks payment for any outstanding guest account balance during the departure of
theguest.

b.NON-GUEST ACCOUNTS

Non-guest accountsare the accounts of non- resident guests. It include accounts of
thefollowing.
(1) Local busnesses/agencies
(2) Guestschecked out without settling their account
(3) Disputed billsaccounts
(4) Guestsholdingcredit card
(5) Skippersaccount
(6) Noshow account
(7) Bad chequeaccounts
M ANAGEMENT EXPENSE ACCOUNT
Management accounts are expense accounts or allowances given by some
hotels to the hotel manager.
These account are used to entertain guest or potential clients. The charge
for the expenseis debited to the manager's expense (management) accounts.

&
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IV. Ledgers

A ledger isasummary grouping of accounts. Thefront office commonly separates
accounts receivable into two subsidiary groups i€; the guest ledger (for guest
receivables) and thecity ledger (for non-guest receivabl es).

i. Guest ledger

It holds accounts of registered guests and advance deposits from future guests.
Front office preparesit and collectsthese accounts.

ii. City ledger (non-guest ledger)

It holds guest accountsnot paid infull at check out. Front office preparesit, but
accounting department collectsthem.

Visitors Tabular Ledger (VTL)

VTL OR Tabisaledger usedinsmall hotelsonly. Itisalarge sheetinwhich daily
trangtionsof the hotel withtheguest arerecorded. It hasaset of columnslikeroom
number, name, rates, termsetc. and asecond set for charges of food and room.

Solution: 1
Room No 10 102 103 104 105 Tatal
Hame Mr. P. Bavat | Mr. [, S. Mehta Mr. 0P Lal | M. & Wrs. [ S, N Talver
.5, Melva

No. of Persons 1 1 1 2 1
GR. No 2041 2043 2041 2044 2042
Arrival Time 2P M. BAM. TAM 4PM. BAM,
Departure Time 730 AM 730 AM 730 AM 730 AM 2PM
Plan EP EP EP EP EP
Rate Apartment 60 - 60 - 100 - 60 100
Rate Board - - - - - -
Apartment B0 B0 100 B0 340

B0
Board
Break fast 6 6 12
Lurich 12 12 24 48
Dinner 30 30 B0
TealC offee 1 k3 141 2 1 10
Food Sundries
Sott Drinks
Wine [ Spirit 20 20
Service Charge 10 19 20 7 40 13| 20 9 10 49
Sales Tax 2 20 2 20
Room Service

Inaddition to daily charges, the tab sheet showsdaily salesunder respective heads
likebreakfast, lunch, afternoon tea, beverages, snacks, tel ephonechargesetc. which
givesthedaily tota pluspreviousba ance brought over.

&
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V. Front Office Cash Sheet

Cashiersof amdl hotelsand with manualy operated accountsposting system, normaly
mai ntain asheet called front office cash sheet. It records each recei pts or payments
of cash. Theinformation onthissheet isused toreconcileactua cashwiththecashier
at theend of the shift.

CasH BANK
A cash bank isthe amount of cash assigned to a cashier to handlethe various

transactionsthat occur during a work shift. The hotel may issue cash banks
with a specific amount of money to each cashier.

CHARGE PRIVILEGES
To establish charge privileges, a guest may be required to present a valid
payment card or a direct billing authorization at thetime of registration; an
automated systemwill allow credit to be established at the time a reservation
record is created. Typically, the hotel obtains the number and expiration
date of the guest's payment card and electronically requests an amount
guarantee fromthe card company. Once a line of credit has been approved,
guests can make.

3.4.3 Maintenance of Accounts

Guest foliosmust be accurate, complete, updated and properly filed, since guests
maly enquire about their account balance or check out of the hotel withlittleor no
notice. Any transactioninitiates activity within the front office accounting system.
Debit increases the account balance, whereas credit decreases it. Posting of
transaction must confirm to abasi ¢ front office accounting formula

Front OfficeAccounting Formula
Previous Balance + Debits- Credits= Net Outstanding Balance
Types of Transactions
Therearethreetypes of transactionsto berecorded in guest accounts. They are:
1. Accountsreceivables

Thesearethecredit transactions of aguest withahotel . Eg: Charge purchases, cash
advances etc. They are debited to guest accounts and increase the outstanding
balances of the guests.

2.Accountspayables

Inthesetransactions hotel sdueto the guest for any bad serviceor allowance. They
arecredited to the guest accounts and decreases the bal ance of guest accounts.

&>
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3. Cash transactions
These are cash transactions made by the guest in hotel front office.
Points of Sale

Pointsof salearethe physical |ocationsat which goods or servicesare purchased.
Any hotel department or areathat collectsrevenuesisapoint of sale. Largehotels
typically support many points of salelike restaurants, room service, dry cleaning,
vaet service, telephone service, fitness centers, athletic facilities, spas, retail shops
etc. Somehotd soffer guest-operated devicesthat function as self-service points of
sale (in-room movie systems, Internet-access devices, in-room vending systems).

Any cash transaction of a guest at POSwill not be recorded in the guest
account.

Anautomated point-of-sal e (POS) system enablesremoteterminasat the point of
purchaseto communicate directly with the front office system. Automated POS
systemssignificantly reduce the amount of time needed to post chargesto guest
folios.

3.4.4 Internal control

The stage of front officeisto check and establish accuracy of records. Itiscaled
night auditing and if thereisany difference between outstanding balance of folioand
departmentd baance, the samemay be sorted out and corrected here. Thusinternd
control involvesthree steps.

1. Night auditing

Thisisthe process of checking and ensuring accuracy of accounts, donedaily at
night inhotels. Theauditor preparesnecessary reportsto provideinformationto the
management for appropriateactions.

2. Tracking Transactions

A front officeaudit isintended to verify transactional data. Typesof Front Office
Transactionsare:

a. Cash Payment

Cash paymentsto reduce aguest's outstanding balance are posted ascreditsto the
guest or non-guest account. Front office personnel may use a cash voucher to
document cash received. Only cash payments made at the front desk will create
entriesthat appear on afront office account folio; when cash paymentsaremade at
other hotel locations, they are accounted for at the point of sale. Personal cheques
should betreated as cash; they need to be carefully scrutinized.
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b. Charge Purchase

A charge purchaserepresentsadeferred payment transaction. If acharge purchase
occurs somewhere other than thefront desk, it must be communicated to thefront
desk systemfor proper folio posting. In non-automated systems, thisisdonethrough
acharge voucher. Guests may be debited for charge purchases to their account
when shopping in hotel retail outlets, merchantsin these outlets must ask gueststo
present room key and other formsof identification.

c. Account Correction

Correction transaction resolvesaposting error on aguest or non-guest folio. Account
correctionsaremade on the sameday astheerror isdiscovered, beforethe close of
business. An account correction can either increase or decrease an account balance.
A correctionvoucher isused to document an account correctiontransaction. Usudly
the staff member posting the correction signsthe correction voucher and presentsit
to thefront office manager or supervisor on duty for review and approval.

isadecreaseinthefolio baance ascompensation for poor serviceor asrebatesfor
couponsand/or other discounts. Another typeof account allowance correctsaposting
error detected after the close of business. These error correctionsmust aso be

d. Account Allowance

Account alowancesinvol vetwo typesof transactions. Onetypeof account alowance
entered into the accounting records of the affected revenue centers. An account
dlowanceisdocumented by theuse of an dlowancevoucher; usudly the staff member
posting the alowance signsthe dlowancevoucher and presentsit to thefront office
manager or supervisor on duty for review and approval.

e. Account Transfer

Account transfersinvolvetwo different guest or non-guest accounts and tend to
have offsetting impacts on subsequent account bal ances. Example: when one guest
offersto pay acharge posted to another guest'sfolio, the chargewill need to be
transferred from thefirst account to asecond account. A transfer voucher supports
thereductionin balance on the originating folio and theincreasein balanceon the
destinationfalio.

f. Cash Advance

Cash advancesreflect cash flow out of the hotel'sresources, either directly to, or on
behalf of, aguest. Cash advances are considered debit transactions, since they
increase aguest folio's outstanding balance. Cash advancesare supported by cash

advancevouchers.
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Visitors Paid Out (VPO)

Cash disbursed by the front office staff on behalf of aguest (and charged to the
guest'saccount asacash advance) istypically called apaid-out.

DUE BACKS

A due back occurswhen a cashier pays out more than he or shereceives; in
other words, there is not enough cash in the drawer to restore the initial
bank. Due backs are not unusual in front office operations.

Credit Monitoring

Front officestaff must monitor guest and non-guest accountsto ensurethey remain
within acceptablecredit limits. Guestsusing apayment card may beextended aline
of credit equal to thefloor limit authorized by the card company. Guestsand non-
guestswith other credit arrangementsare subject to credit limitations (house limits)
set by thefront office. Accounts approaching their floor or houselimit arecalled
high-risk or high-balance accountsand must be carefully monitored by management.

For high-risk accounts, front office managers may ask the payment card company
to authorize additional credit, or request that guestsmake apartid payment. Some
hotels may employ afull-time credit manager to review high-risk accounts.

GUEST HIGH BALANCE REPORT
Sr. No Date:
Night Auditor Received By:
Action
Sr.No. Guest Name/Agency Name [Amount [taken Remarks
CCto Signature
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Credit limit

It isthelimit up to which aguest can begiven the credit. Hotelsuse credit limits
cdled houselimit. Thenight auditor checksthose accountsexceeding thislimit and
reportsto the management for necessary action.

3.4.5 Settlement of Accounts

The collection of payment for outstanding account balances is called account
settlement. Account settlement invol ves bringing an account balanceto zeroasa
result of proper payments. All guest accounts should be brought to azero balanceat
thetimeof check-out. Guestsmay make paymentsagainst outstanding folio balances
at any timeprior to check-out.

Non-guest folio b ancesmay beinitialy billed ontheday of thetransaction. Settlement
may beduein 15to 30 days, depending on the hotel'spolicy. When aguest account
ispaid, thefolioisupdated to indicate account settlement and closure. Sometimesa
guest settlesan account but achargeis posted in the system after the account has
been closed; thisiscalled alate charge. Guests may disputeor refuseto pay alate
charge, which often resultsin an account adjustment in thefront office accounting.
Modes of Settlement

A departing guest can settlehishill by anumber of ways. Mainly they can begrouped
into two categories.

1. Cash mode

Cash modeincludes payment of bill in Indian rupees, acceptableforeign currency
such asdollars, poundsetc. and travellerscheque.

2. Credit mode
Credit mode of payment includes credit cards, airlinevouchers, company account
payment travel agency voucher and persona cheque.

[ Settlement of Bills ]

!
! !

Cash Mode | Credit Mode ]

—p Credit Card

— AirlinesVVouchers
( Indian Rupee ) (Foreign currency) (Travellerscheque) | Company vouchers

— Travel agency voucher

— Personal cheque
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Settlement procedures

Thecashier must use certain steps inthe settlement process. They aredifferent for
various mode of payments.

1. Indian Rupee

0 Thecashier collectsmoney from theguest
0 Issuescashrecept
2.Foreign Currency

0 Anencashment certificateis prepared and issued to the guest.

o If thereisany balanceamount, thesameisgivenin Indian Rupees.

3. TravellersCheque

0 Asktheguestto countersign at the specified place on the face of the cheque.
Talieshissgnaturewiththefirst signatureinthecheque.

Ensurethat thetravellerschequeisnot pre-dated.

Confirmtheidentity of the guest by asking for hispassport, driving licenseetc.
Ensurethat the chequeisnot damaged.

Any balanceshall bepaidin Indian Rupees.

An encashment certificate shal beissued to the guest.

o O O 0O o ©

Difference between an ordinary cheque and a travellers cheque
Ordinary cheque Travellers cheque

1. For issue a cheque a person should (1. No need of any bank account.
have a bank account.
2. Any amount can be filled in the |2. A fixed amount printed onitsface and

cheque as they are blank. availablein different denomination.
3. Only one signature is needed. 3. Two signature are required.
4. Validonly for 3-6 month. 4. Validfor indefinite period of timeun-
less dated.

5. These cheque can be crossed for |5. Nosuch provision.
account payee.
6. Nodlip/listof lost, damaged or stolen [6. Many banksissue astop list or stolen

chequeisissued by bank. and damaged cheques.
7. Cheque may be bounce. 7. No such possibility as the amount is
already printed on the face of the
cheque.

8. Quite safe because the second signa-
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4. Airlinesvouchers
0 Check thedetailsof thevoucher.

0 Ensurethat theitemsintheguest bill are covered by the voucher.
0 Asktheguesttosignthefolio.

0 Attachthevouchersandfoliotogether.

0 Sendthe origind voucher aongwith guest bill for payment.

Some airlines give MAO (meals and accommodation) and PSO (passen-
gersservice order) to the layover passengers.

5. Company Vouchers

0 Ask theguest tosignthehill.
0 Sendthishill to thecompany for payment.
0 Attachthevouchersandfoliotogether.
0 Sendtheorigind voucher dongwith guest bill for payment.
6. Travel agency voucher
0 Readthebillingingtructions.
Ensureit isissued from abonafide agency.
Seethat all chargesinthebill are covered by the voucher.
For aforeign travel agent voucher, get it authorized by |obby manager.
Ask theguest to signtothefalio.
Attach the voucher and folio together.
Send original voucher along with the guest bill for payment.
.Credit cards
Ensurethat the hotel accept the company'scredit card.
Ensurethe card isnot an expired/stolen one.
Check thecredit limitsand if thebill amount exceedsthelimit, take permission
fromthecredit card company.
Check thevalidity of thecard by passing it through the machine.
0 Passitthroughtheimprinter along with chargeslip and takeimpression on
them.
0 Asktheguesttosignthehill.
0 Makeachargerecord of thetota amount of thebillswith detailslike, the guest
name, credit card number, name of the hotel, date of chargesetc.
o0 Makethree copiesof the chargerecord (Onefor hotel, second for the credit

O O 0O NO O o o oo

(@)

o Retandl origind billstill payment

card co. and third for the guest).
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8. Personal cheque

Inform theguest that personal chequesare not accepted.

On compulsion, direct themto contact thelobby manager for an authorization.
Accept application for payment by persona cheque.

Check detailsof the cheque and ensurethat it is'Accounts Payee Only'.
Comparethesgnature of the chequewith that on the application form.

0 Enterthedetallsin cashier'sreport.

3.4.6 Classification of Hotel Activities on Financial basis

o O O O O

For the effective management and control of hotel activities, it must bedividedinto
variousdepartments. Onebasisfor such classficationisitsrevenueearning capacity.
They are certain departments which earn revenue and are called operational
departments. EQ: Front office, Food and Beverage, laundry etc.

The other group of departmentswhich offershelp, guidance and assi stanceto such
operational departmentsare called support servicedepartments. Eg: Engineering,
Accounting, Personnd etc.

[HOTELACTIVITIES]

I
! !

(Revenue Earning Department ) ( Support Service Department)
— Accounts
l l — Engineering

—— Maintenance
— Personnel

ChimorRoee) |y
l L » Purchase

Lol ! I

(Room)  (F& B) (Telephone) (Laundry ) ( Services )
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Sample Questions

1. Draw theformat of front office cash shest.

2. Draw achart showing theguest accounting cycle.

3. Josephisaguest who settleshishill using atravel agency voucher. Atthetime
of hischeck out hotdl transfershisaccount to aledger.

a ldentify thisledger.
b. List out any other four accountsthat can berecorded inthisledger.

4. Completetheseriesasgiven below:

Resdent guest : Guest Folio
Groupofguest: ............

5. Hote "Sukrutham" isasmall hotel and usesasingle statement for recording
guests daily transactions and daily salesof various headsin the same docu-
ment.

a. Namethe document
b. Giveabrief description about it.

6. Seethaaresident guest of ahotel settlesher bill using credit card. Suppose
you are the cashier there, list out the procedures to be followed by you to
handlethestuation.

7. Expandthefollowing:

VTL, POS, MAP, PSO
8. Front officeaccountingisknown as

9. Anandisaresident guest of hotel ABC and the hotel arranges and makes
payment of ataxi for hisjourney toarport.

a. Namethetype of transaction made by hotel for the guest.
b. Identify the voucher prepared by the hotel to record this.
c. Draw theformat of thisvoucher.
10. Preparationof documentsisan important step in guest accounting.
List out different typesof documentsused in front officeaccounting.
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Unit 3.5
Guest Cycle

Thearrival at ahotel isacritical period for both the guestsand for the hotel . But
thereare certain procedureswhich ahotel hasto do beforetheguest arrival. All the
phaseswhich beginsbeforethe guest arrival and continues even after departureis
called guest cycle. Therearedifferent phases of the guest cycle. It also dealswith
the check inand check-out procedure of front office and itsrecent trends.

Learning outcomes

Thelearner,
*  Understandsthevarious stagesof guest cycle.

*  Comparesdifferent phasesin guest cycle.

»  Drawsachart showing guest cycle.

e Listsoutvariousstepsin arrival and departure procedures of guest.

*  Understands thearrival and departure procedure of guest.

*  Familiarizes thelatest trendsin arrival and departure procedures.

3.5.1 Guest Cycle and its stages

Guest cyclerepresentsvarious stages of activitieswhen ahotel providesservices
keeps contact or maintai ns records during various stages of itscontact with guests,
suchasPre-arriva, Arrival, During stay, Departureand After Departure.

Out of thesefive stages thefirst stage (pre-arrival) and last stage (after departure)
are those
wherethereis
no personal
contactswith
theguest. Itis
only through

The Guest Cycle

Transportation

Baggage handling

Reservations
et d

Departure

Bill settlement

communicaion
and record
keeping that
satisfactory
services can
be given to
theguest.

Checkout

Currency exchang Doormen & porters

Reqgistration

Room assignment

Mail and information

Issuing of keys

Baggage handling
Transportation
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Theother three stages (arrival, during stay and departure) arevery important as
thereisdirect persona contact withtheguest. Henceitisimportant that theattitude
of service personnel isvery professiond so that maximum satisfaction canbegiven
totheguest.

Stages in Guest Cycle

1. Prearrival inother wordsisreservation. It isthe stagewherethe guest chooses
the hotel and makesthe reservation. Important informationisgathered at this
stage, which allowsthenext stageto run smoothly.

2. Thearrival stageiswhentheguest actudly arrivesand registers at the hotel
(check-in). Herethe guest verifiestheinformation gathered previoudly at the
reservation stage, confirmsmethod of payment, sgnstheregistration card, and
collectsthekey.

3. During Stay dealswith security of the guest along with the co-ordination of
guest servicesto ensure guest satisfaction and try to encourage repeat guests.
Thefront desk plays animportant part at thisstage asthisistheareawhere
guestswill maketheir requestsor raisetheir problems, to whichthefront desk
staffs need to respond in atimely and accurate manner. At thisstage thefront
desk need to keep guest accounts up-to-date so that thefina stageof thecycle
runssmaoothly.

4. Departureisthe moment when the guest isready to check out. Themain
objective hereisto settlethe guest account, check if thereismore guest charges
after checking the room, update room statusinformation, and create aguest
history record. In an attempt to ensurerepesat guests, it isimportant to find out
if theguest hasenjoyed their stay at thispoint.

5. After departureAt thisstagethe Hotel keeps contact with guests through
greetings and feed backs.

2.5.2 Check in Procedure

Thearriva processof aguestisvery important for ahotel. Thefront office staff must
welcometheguest in aproper way. Following arethe stepsinthearriva procedure
of aguest.

When Guest arrives at the reception to check in:

e Greettheguest.
*  EnquirethelL ast name/First nameof theguest.
*  Searchfor thereservationrecord and print registration card (if the sameisnot

pre printed).
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*  Presentthe Registration Card to guest for verifying/reconfirming preprinted
detailslike:

First Name, Last Name.

Arrivd Date, Time.

Departure Date, Expected time of departure.
Room Rate.

Room Number.

Room Type.

Method of payment.

Billingingructions

Med Plan

Request for ID Proof for local guest and Passport and Visadetails for
foregners.

Following details to be compl eted:

Sdutation.

Desgnation.

Company Name.

AddressHome/Business

City, Country

Postal Code

Telephone/Fax/Mobilenumbers.

Email address.

Contact Number/Person in case of emergency.
Purposeof Vist.

Check Passport details:

Passport Number.

Nationality and country of residence.
Dateof Birth/Anniversary Date.
Passport Issue date and Expiry Date.
Place of Issue of Passport.

Check Visa Details:

VisaNumber
Visaissuedateand Expiry date.
VisaPlaceof issue.
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- TypeofVisa
- Proposed duration of Stay inthe country.
- Arrivedfrom.
- Proceedingto.
*  Explantotheguest regardinglate checkout policy if any.
*  Request theguest to sign onthe Registration Card.
e Scan/Photocopy of Passport and Visacopy and attach to theregistration card.
*  Front officeassistant to also crosssign theregistration card on the provided
fidd.
e Updatetheguest details collected on regard to the Profile of the guest.
* FleRegigrationcard.
3.4.1 Check out Procedure

Check out isthe process of departureof aguest fromahote. At thisstage thefront
office staff must follow certain procedures. As per the billing instruction mentioned
on thereservation correspondence, the cashier should preparethenbill for the guest.
Thebilling instruction should be a so printed on the guest registration card.

If thebillingisto be settled to the Company/Travel Agent account then check for the
credit letter from the accounts and also make sure avalid ID is present on the
Company/Travel agent profile.

Prepare the guest folio as per the billing instruction:

e Check thehillinginstructions mentioned on thereservation for preparing the
guestbill.

* Incaseonly theroom and taxesto be billed to company/TA then move only
those chargesto another foliofor examplefolio B and keep al theextraswhich
guest need to make adirect settlement onfolioA.

»  If theProperty management system allow auto routing then aroutinginstruc-
tion needto set at thetime of reservation itself so asper thebilling instruction
chargeswill betransferred to each corresponding folio automatically asand
when they are posted.

* Incasetheguestispart of any pre paid packageswith certaininclusions, then
movethe chargeswhich are pre paid by the guest to aseparate folio and then
keep theextrason onefolio. By doing thiscashier can easily explainthe guest
on chargeswhich are already paid and those chargeswhich need to be settle
by theguest.
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3.5.4 Latest Trends
Express check-out (ECO)

Itisafacility givento theguest who avoid going physicaly to the cashier desk at the
timeof check out for considerable time saving. Those guestswho hold credit card
canavail of thisfacility. Thissystem meansthat they canreturntheir keysand go
without havingtowait for their bill to bemade up.

The benefits of ECO are the following:

0 ExpressCheckout saves gueststimewhen there arelong queuesat the front
desk, because thereisno need to wait to checkout.

o Ifaguestisinahurrytocatchatrainor plain, it avoidsthestressful delay.

o Ifthereisnooneavailableat thefront desk, guestscan simply dropintheir
keysandleave.

0 ExpressCheckout also helpsthe staff to prepare guests billsat the most con-
venient timeof theday.

Procedure of ECO

Following arethefront office proceduresfor ECO:

At check-in, ask the guest if they would like to use the Express Checkout
service or includethe Express Checkout Authorization Formin the guest's
"welcome package.”

L et thecustomer tofill out and signthe Express Checkout A uthorization Form.
Explaintheguest, that thefinal bill will be charged on hisor her card account,
without the need for acardhol der signature at checkoui.

Onceyou have obtained an authorization approval, print out asalesticket with
the customer's card account number.

If thefinal bill exceedsthe pre-authorized amount by morethan 15 percent,
request an authorization gpprova for theadditional amount.

Mail or email acopy of thebill, salesticket and the Express Checkout Autho-
rization Formto the customer.

Keep copiesof thehill, s esticket and authorization formfor at |east 18 months
to beused inthe event of adispute.

SAMPLE QUESTIONS

1.

Mr.Alex, aforeigner visited Mumbai to watch acricket match and reached at
Hotel Spark for apleasant stay. Asafront office saff explain the proceduresto
befollowed by you for hisarrival.

List out various stages of Guest cycle.
Now-a-day most of the guests prefer Express Check Out.
Isthereany benefit over theold system? List out those benefits.
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Completethe seriesasgiven below:

Reservation . PreArrivd

Account Settlement © .............

Draw achart showing theguest cycle?

Explain check -in procedure?

Explain check-out procedure?

Namethe stagesof guest cyclewherethereisno direct contact with the guest
and hotel.

Giveabrief description about ECO.

‘Arrival, During stay and Departure are the three important stages of guest
cycle. Do you agreewith thisstatement. Justify your answer.

Extended Activities

1)

2)

3

4)

5)
6)

Visgit any hotel nearby and prepareareport on various methods of reservation
adopted there.

Group studentsintofivegroupsentrust- = T

ing thetask of conducting asurveyon 'y
the settlement procedures adopted by the
hotels and a prepare a report on the
same.

Preparation of different voucherslike,
allowance voucher, paid out voucher,
cash voucher etc.

Direct studentsto prepare Power Point Presentations on variousfieldsof Hos-
pitdity Industry.

Visit hotels nearby and coll ect variousdocumentsused there.

OnTheJob training programmesin any star hotel snearby to acquire practical
experienceof variousfront officeoperations.

List of Practicals

PracticinginModel Front Office

Practice of standing behind the reception counter
Handling of Domestic and Foreign guest

Perform cashiering activities

Attending guest queries

Practi ce good mannersand devel op generel
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Handling of communi cation equipmentsliketelephone, PBX, PABX, EPABX,
Facsimile, e-mail andinternet access.

Handling Computersinfront office

Handling of guest complaints, mails, handling room keys, messages, knowl-

edge of postal rates, local andinternational.
Handling emergency procedures

Practice of entriesin different books, diaries and forms used at reception
desk.(Reservation form, Registration Card, Folios, Vouchers,Ledgersetc)
Handling of visitors property

Knowledgeof local sightseeing, readingtrain, plane and bus time tables
Acceptingof credit cards and travellerscheques.

Preparation of guest billsand V.T.L.(Visitors Tabular Ledger).

Preparation of front office accounts

Handling Computer systems of accounting

Practiceof preparingtheitinerary

Handling of foreign Currenciesandtheir conversonto cash.

Handling of Front Office Softwarefor Reservation, Registration, Guest Ac-
counting, Guest History Card, Guest Account Settlement etc.

Writing of tel egramswith the help of internationa telegraphic codes.
Develop generd awareness about your country and culture
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MODULE 4

FRONT OFFICE OPERATIONS IN HEALTH CARE
SECTOR

Overview of the module

Healthcare sector in Indiahas been growing rapidly over theyears. Consequently,
thesector isexperiencing anincrementa demand for human resourcesincludingthe
area of Customer Care. Staying ahead in today’s competitive healthcare market
makesit essential to ensurethat the highest possible standard of careisprovided
withintheavallableresources. Thefusion of knowledgeand skillsfrom bothabusiness
and ahealthcare perspective, provided through thismodule.

On completion of themodule, thelearner will be ableto understand competitive
environmentsand organizationa culture of hospitas, handle Information Systems
(1S) inHospitd and Hedlthcare M anagement ,preparation of Accountsfor Hedthcare
Centersand Hospitals, handle card transactions, Settle Insurance Claims and will
be adequately qualified to take up responsible positionsin reception, help desk,
insurance and other customer care areasespecialy in healthcare sector by acquiring
thereal senseof hogpitality and service mentality and itspracticedongwith moral
vauesand pogitive attitudes. To achievethisobjective, suitablelearning Situations
areprovidedinsdeand outsidetheclassroom to devel op crestivity, experimentation
andinnovetion.
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UNIT 1
HEALTH CARE AND HOSPITAL MANAGEMENT

Introduction

Thisunit familiarizesthelearner about theimportanceof hedth, hedthcareand hedlth
caresector inthemodern scenario. It gives anideaabout thefunctioning of hospitals
and the patient welfare schemes adapted in modern hospitals. It aso bringsthe
sudentsattention towardstheimportanceof maintaining quaity inhedth caresarvices.

Apollo Hospitals

Apollo Hospitals

L
r

Learning outcomes

Thelearner,

*  Recdlstheterm hedth and recognizeitsimportance

*  Identifiesthemeaning of theterm hedlth care

*  Understandsvarious hedlth care services

*  Recognizestheterm hospital and alsoitsimportance

* Identifiestheimportance of quality maintenanceon hospita.

4.1.1 Introduction to health

Health

TheWorld Health Organization (WHO) defined health as "a state of complete
physical, mental, and socia well-being and not merely the absence of disease or
infirmity.
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Maintaining health

Achieving and maintaining health is an ongoing process, shaped by both the
evolution of health care knowledge and practices as well as personal
strategies and organized interventions for staying healthy.

AssessmentActivity: "Hedth iswedth" do you agreethis statement. If your answer
isyes, justify your answer.

4.1.2 Health care

Hed thcareisthe maintenance or improvement of hedth viathediagnos's, trestment,
and prevention of disease, illness, injury, and other physica and menta impairments
inhumanbeings.

Itisthe act of taking preventative or necessary medical procedurestoimprovea
person'swell-being. Thismay be donewith surgery, the administering of medicine,
or other dterationsinaperson'slifestyle. These servicesaretypically offered through
ahedth care system made up of hospitalsand physicians.

Assessment Activity: List out varioushealth care servicesavailablein now aday.
4.1.3 Health care services

Health care services means the furnishing of medicine, medical or surgical treatment,
nursing, hospital service, dental service, optometric service, complementary health
services or any or all of the enumerated services or any other necessary services of
like character, whether or not contingent upon sickness or personal injury, as well as
the furnishing to any person of any and all other services and goods for the purpose
of preventing, alleviating, curing or healing human illness, physical disability or injury.

Health industry What services do the Healthand U{LCES>
Thehedlth careindustry Social care sector offer? grcommesoncon

incorporates several :
sectors that are
dedicated to providing
heslth careservicesand
products. It includes
many categories of
medical equipments,
ingrumentsand sarvices.

Hospital
activities and
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4.1.4 Hospital

A hospital is a health care
ingtitution providing patient
treatment with speciaized staff

and equipment. According to - 4

World Health Organization _ ~ oy N ;QSE;
(WHO), ahospital isdefined as fionccal &= alizc A
an integral part of social and EREER = =ZiEzEe
medical organization, the ==i=====- T PR R

function of whichisto provide

for the population acomplete

hedthcare, both preventiveand

curative. Some patients go to ahospital just for diagnos's, treatment, or therapy
and then leave without staying overnight (‘outpatients’); while others are “admitted’
and stay overnight or for several days or weeks or months (“inpatients’). The outpatient
servicesof the hospita reach out to thefamily and itshome environment.

Hospital Set up

A hospitd isan open sysem with various componentsthat areintegrated by common
purpose of achieving aset of objectives. Thevarious system and subsystemsof a
hospital can beschematicaly represented asfollows:

The performance of all these servicesis dependent on the co-operation and co-
ordination of variouscomponentswithin the system. Theindividual sub-systems
havetheir independent goal sfor providing best patient care. It iscan beinferred that
hospitalsare highly complex, social, economic and scientific organi zation whose
functionisto provide comprehensive hedthcare.

[ Componentsof aHospital J

! ! !

(Clinical & Nursing services)  (Support Services)  ( Other services )

¢ QOut patient
Dlejrp:'f\)rtri;t services Clinicait Non Clini ::al [,I\D/Iersonnel , Fi nance & ]
* Emergency and other [_S“F’F’Of l[ suppor l anagement services

services

N
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Functions of Hospital

The purpose of healthcare servicesisto effectively meet thetota heath needs of
community. Thehospita splay amgor rolein maintaining and restoring the hedl th of
thecommunity. The main functionsof the hospitalscan belisted asfollows:

- RestorativeFunctions

- PreventiveFunctions

- Trainingand Researchin hedthand medicine

Patient friendly Hospital

Itisahospita fully diveto the pain and suffering and sensitive to the concern and
worriesof the patientsaswell astherelatives. By providing the servicesthat of
acceptable, affordable, ssfeandrdiable. Itisahospita withfriendly and sympathetic
saff, ingpiring faith and confidence and having areputation for good quaity services
at areasonable cost.

Someattributes of a patient friendly hospital are:

1. Approachandentrance: Conveniently wit in ten-fifteen minutesin aemer-
gency situation at any timewithout much of transport problem.

2. Digplay of important information: OPD timing, nameof specidist, their OPD
dayschargesfor consultation, avail ability of ambulance, theemergency or en-
quiry number etc. isdisplayed right at the outer gate.

3. Parkingandtraffic control: Thereisasafe and adequate spacefor parking
forvehicles.

4. Disabledfriendlyfacilities: It meansfacilitieswhich canbeused conveniently,
without risk of any harm.

5. Helpandguidance:

6. Outpatient and emergency service: Hospital hasapolicy and procedureto
ensurethat all emergency cases are promptly attended to and no patient is
denied regardlessof paying capacity.

7. \Waitingarea: Thereisadequate, comfortable, well lit and ventilated waiting
spacewith arrangementsfor drinking water, toilet, reading material and public
poll booth etc

Assessment Activity: Name some super speciaty inyour native place.

4.1.5 Patient welfare schemes

Patient welfare startsfrom the time the patient entersthe hospital premisestill the
timethe patient leavesthe hospital. In modern hospital, it isnot only enough that

N
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patientsaretreated for their diseases, but need to betreated asw whole person. So
their welfareincluding convenienceswill a so haveto belooked after by thehospita.
Thefollowingwelfare measures need to belooked at by thehospital, depending on
the setting, level and nature of the hospital.

1. Easy access: Thisis important so that the patient can enter the campus of the
hospital without congestion and find easy access. Ensurethat emergency patients
have separate entrance. So it isrecommended that there aretwo gatesto the hospital
which are controlled by trained security personnel who arewell informedt guide
patientsand public.

2. Parking: Ensurethat vehiclesaredirected toaparkinglot whichissystematicaly
arranged.

3. Display of Important I nformation: Important information regarding thefacilities
available, theOPD TIMINGS, THEAVAILIBNILITY OF Ambulanceservicewith
BasicLifeSupport(BLS) or Advanced Life Support (ALS), theemergency or enquiry
numbers, etc. isdisplayed right at the outer gate.

4. Reception: Thisisanimportant function at the very entrance of themain hospital
building wherethe patient isregistered and given preliminary instructionsasgiven
preliminary instructionsasto whereto go for what service.

5. Help Desk: Thereisan effective help desk which guideswearing thearm bands
"May | Help You" isavailable at every door that isopen for entry of patientsor
vigtors.

6. Waiting Area: Patient need drinking water and toilet facilitiesasointhisareaso
that they would feel comfortableduring thewaiting area.

7. Audio-Visual facilities: Modern hospita sare providing patientswith Televisons
facilitieswhilethey wait. In some places, agood practice of providing them with
reading materid isasofollowed. M odern hospita sare now equipped withtdevison
facilitiesinroomswherethe patient isableto watch programmes.

8. Food and beverages: Themodernshospitalsprovidethe patientswith facilities
for hygienic, warm and aesthetic food at affordabl e price at the place wherethe
patient isresting or in the cafeteriaof thehospital.

9. Communication: Modern hospitalsprovideprivate telegphone facilitiesto patients
intheir rooms so that they can beintouch withtheir relatives.

10. Patient movement facilities: Facilitieslikewheel chair, trolley, ambulance,
lift(elevator) and the like will be of great use for the patient to move aroud for
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Investigations, consultations, clinics and treatment centrtesinside the hospital .
Sometimesthe patient needsto go out for some investigationslike scanning for
which ambulancefacility will beof great use. Indl of these, trained and experienced
hospita personnd will berequired to fransfer thae patient without much discomfort
or distressfor the patient.

11. Linen: Thepatient needsto begiven sterilized (clean) and pressed linen, pillow
cases and towel sby the hospital so that the patient will feel comfortable.

12. Chapel or Prayer hall: Religious activities are important for patients and
bystandersandin order to facilitatethis, modern hospitalsprovide chapel or prayer
hall facilitieswhereprayersof different religious groups may be conducted.

13. Disabled Friendly Facilities: Disabled friendly facilitiesmeansfacilitieswhich
can beused conveniently, without risk of any harm,even by thosechalenged visudly
or physicaly. Itwouldinclude:

*  Entrancetothefacility having gampsfor thewhed chair patientsand the pas-
sagehaving siderailsto be used by thevisually challenged.

*  Adeguate number of disabled friendly toilets.

e Smoothdiportrip free surfacesand

«  Wadllit corridorsand roomsfor senior citizenswithvisua problems.

Itisimportant that periodic surveysare conducted among the patientsand the staff

about the adequacy, efficiency and usefulness of the welfare measuresand to see

what more can be doneto improvethewelfare measures.

Assessment Activity: The patient welfare scheme are depends on the nature of the
hospital. List out someof them

4.1.6 Quality maintenance in hospitals

Healthcare services, especidly, the standard of medical care has awaysbeen of
prime concernin every society and in every country.

Quadlity in healthcareinstitutionsisdifferent from other organizations because the
service, ie. The patient care, isamultifaceted and multidimensiond serviceandis
delivered personally to the customer(the patient) by the doctors, nursesand other
staff. Further, because of itsrolein improving the efficiency; of careaswell as
lowering thecost of treatment inthelong run, it isthe single most important factor
affecting the satisfaction of patients.

Improvement of health servicesisalong process. It can beachieved by implementing
acarefully planned programme of quality management. Following pointsmust be

ensured:
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It hasto be organization wide covering al areas or departmentswithout ignor-
ing even asingledepartment or service,

Itis acontinuousongoing processinvolving implementation and repeated cycles
of review and corrections.

Steff at dl levelshasto betrained, involved and committed to quality manage-
ment.

The change hasto be brought about in away that i s acceptabl e to the people.
Oftenitisadvisableto bringin an expert outsider as achange agent who can
help transform the organi zation minimum leve of disturbance.

Assessment Activity: Suggest some programme has to be essential for quality
improvement in hedthcare services

Sample Questions

1
2.
3.

Write ashort note about the Hedlth care.
Describethetopic of patient welfare scheme.

For assuring thequdity maintenancein hospita weuse some progranmes.What
arethey.

Assessment Activities

1
2.
3.

Group discusson
Fledvist
Sideshow

Portfolio:
Activity note
Report
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Unit 2
Front Office Management in Hospitals

Introduction

Thisunit briefly describetherole of front officein hospitd's, itsimportance, sections
and variousfunctions. It dso narratesthe duty and responsibilities of FO staff and
thequalitiesor skillsrequired for the taff to handleit properly. A basic knowledge of
medica termsand methods of handling crisisisa so described herelong with genera
guiddinesto thefron office staff.

Learning outcomes
Thelearner

e ldentifiestheimportanceof front staff.

»  Listsout thevarious Section of thefront office.

*  Undergtandsthe Functionsof variousfront office sections.

*  Acquiresknowledge abouts M a ntenance patients records.

*  Andyzesthedutiesand responsibilitiesmedical receptionists.

e ldentifiesandlistsout the Qualitiesand skill of thefront office staff.

*  Acquiresknowledge about the Generd guidelinestofront office staff.

*  Generaesideasand understandsand differentiate the Basic medical terminol-
ogy for front office staff.

*  Understandsthe procedureof crisishandling.

* Identifiestheimportanceand functionsandtolist out theactivities.

4.2.1 Importance of Front office

Front officein ahospital has aunique position in the sense that thisisthefirst

department of the hospitd that the patient, hisrelative or any other visitor comesin

contact with. Theefficiency and skill withwhich thedepartment interactsand serves

them, leavesalastingimpression

about the standard of the hospita.

Themainroleof front officeisto *
provideinformation and guideor
help the visitors in reaching the
desired or required department
officda asquickly aspossible. They
should be providefull correct and
relevant information (acrossthe
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counter aswell asontelephone) asquickly aspossibleand inamanner and language
that iseasily understandabl e by the lay public. Equally important isthe ability to
understand thevisitor's problem and help or guidehimor her aspromptly aspossible.
The processused must be such and thetraining level of the staff must be such that
thesejobscan bedonewithahighleve of efficiency.

The Front Desk

The front desk (office), atermused for
thereception areaat amedical facility
and itspersonnel (receptionists), isone
of theunsung heroesof multi-tasking and
keeping everyone happy. Thisisthefirst
andlast areaclientsvisitand thusitison
the frontlines of keeping customers
happy and thingsrunning smoothly. From
scheduling gppointmentsto coll ecting payment, thefront desk seemstodoit dl!

R Rcé.c.ly to equlways

4.2.2 Sections of Hospital front office

The main role of front office isto gz
provideinformationand guideor help
the visitorsin reaching the required |
department or official as quickly as
possible.

Generally the department has the &
following sections.
1. Receptionorenquiry or hdpdesk
2. Regidration

3. Admisson

4. Billingsection
5.
4.
1.

Cash
2.3 Functions of various sections
Reception or enquiry or help desk
» Attending the outpatient and other visitors coming to the hospital.
* Answering thequeries.
* Providingdl theinformation about the hospita services, guiding and help-
ingthe patient or rel atives.
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» Brochure, schedule of charge and the health education.

* Prior appointment for OPD consultant, were applicable.

Registration

* Regigeringthepersonnd particular of dl new patientsandissuingtothem
their registration card.

» Collectionof registrationfeesif applicable.

* IntheOPD.

» Collection of consultationfeesasapplicable.

» Ligening to and understand patient's problemsand directing the speciality
doctor.

Issuing numbered token, preparation and issue of consultationfiletothe
doctor'schamber.

* Providingdl theass stancethey may requirewhed chair or trolley withthe
attendant.

» Arranging prompt attention at the emergency department for those who
areserioudy sick.

» Informing themedical record department to send the old records of those
on repesat visit.

* Guidingthepatient or vistorsto theadmission or billing section.

» Sending old record to the Medica Record Department (MRD) after con-
sultationisover.

» Updating or maintenance of statisticsabout OPD attendance, date wise,
Speciaty wise, doctor wise.

Admission section

*  Preparation of theadmission documents.

» [Issuingaredigticinitid estimatefor the advance deposit.

» Communicatingtotheward sister to get thebed ready for thenew admis-
son.

e Updatingthe admissionlist.

» Informing thetreating physician about admission of the patient under his
care.

* Informing thedietary service.

» Updating theward census or on discharge of the patient.

* Issueof visitorspasses.

» Digpatch of the case document to the ward concerned.
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4. Billingsection

» Issuingawritteninitial estimate of expenditureto patientsadvised admis-
sion by the consultant.

e Openingaseparatefile.

* Entering all  the
payments>credits(real time)
alongwiththedetailssuch as
theitem, the chargesand the
date>timeof deposit of money.

* Entering all the
expenses>debts(real time)
along with thedetail s of item (such asbed charges, cost of medicines, diet
charges, cost of investigations), thechargesand dateand timeonthebasis
of thevouchersreceived from the concerned cost centers.

» Keeping thepatient's accounts updated at all thetimesand informing the
attendants about further depositsto ensure sufficient credit intheaccount.

*  Onreceaiving thedischargeinformation, closing the account, preparing the
bil withitemwise, datewisedetailsand issuetothepatient's attendantsfor
timely payment before discharge.

»  Cumulating or computing of revenues collected for each cost or revenue
center.

NOTE: Billing countersshould generdly be separate from the cash recel pts counter
so that the process of cash depositsisquicker.

5. Cash

»  Obtainrevenueby recording and updating financia information.

» Recordingand collecting patient charges.

» Controlling credit extended to patients.

» Filing, collecting, and speedy settlement of third-party clams.
Assessment Activity: Makeapower point presentation of thefunction of various
section of thefront officeinahospita

—

Draw achart showing the different section of thefront officein ahospital.
4.2.4 Duties and responsibilities of front office staff

A medicd front officeisabusy intersection where health careworkersand patients
interact. Thisatmosphereisoften fast-paced and requiresan eyefor detailed record
keeping. Following arethemgjor dutiesand responsibilities of hospital front office
qeff.
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1. Reception Duties
» Thefront desk staff welcomes patientsand visitors by greetingthemin
person or by phone.
» Theydirect patientsand visitorsto the proper aress.
» They aso comfortspatients anticipating their anxiety and answering their
guestions.
» Themedical receptionistisaso responsiblefor kegping theflow of patients
moving smoothly and maintaining anest front area.
2. Callecting Patient Information
» Thefront desk staff collectsor verifiesthe patient's current address, phone
number and alergy information.
» Thegaff will needtolocate, review and update paper and computer files
for thephysician.
* Protectspatientsright by maintaining confidentiality of persond andfinan-
cid information.
3. Billingand Coding
* Oneof themost important dutiesof thefront desk medica worker isbilling
and coding.
* Maintains patientsaccount by obtaining, recording and updating persona
andfinancid information.
4. Cashieringandinsurance
» Caollecting copaymentsand processinginsuranceclamsaredutiesof front
desk help.
» Somemedical businessescollect feesbeforewhileotherscollect feesafter
theservicesarerendered.
» Controlling credit extended to patients.
 Filing collecting and settling third party claims.
5. MakingAppointments
» Themedica officeass stant reviewsthe schedul e, | ocating an appointment
date according to the time period recommended by the physician.
» Also, front desk office hel p assiststhe patients when they need appoi nt-
mentsfor referred specialists, surgery or hospital procedures
6. Minor OfficeEquipment Usage
» Medica officeassistantsin thefront office must be ableto operate afax

machine, copier, label printer and multi-line phone systems.
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» They should have aworking knowledge of basic computer systemsand be
ableto navigatethe office'scomputer network.

» Minor office maintenance such asloading printer paper and changing ton-
ersmay also be necessary.

The Limitations of the Front Desk

And while the front desk is tasked with a lot of important things, there are
some things that they should never do nor be asked to do.

Front Desk Saff should never
- Diagnose
- Treat
- Prescribe
- Provide prognoses even as a joke
Assessment Activity: List thedutiesof thefront office staff.
4.2.5 Qualities or skills of front office personnel
Medical Receptionists Qualities
Following aretheessentid qudlitiesof hospitd front office staff:

Persona grooming

Smilingface

Physicdl fitness

Memorizing

Persona hygiene
Professondism

Promptness

Courtesy

Diplomatic

Be specific clear and correct
Freefrom mental stress
Decisonmaking

Effective Communication
Bepositive, energetic and helpful
Friendly

16. Tolerate, calmand patient
Attributes for Medical Receptionists:

Following arethemgjor attributesrequired for Hospital Front office staff;

e  Multi-tasking
*  Hexihility

©oo Nk wdRE
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e Teephoneskills

e TimeManagement

e Organizaion

»  Scheduling

e Word Processing

*  Professondism

e  Qudity Focus

e Communicationskills

e Information collection and management

*  Panningandorganizing

* Attentiontodetall

*  Customer sarviceskills

e Adaptability

o Confidentidity

Assessment Activity: Sajeev selected asareceptionist inthe Taj super specialty
hospital. Hediscussthiswith hisfriend Surg . Writeaconversation between them
(Hint: Specify thequalitiespossesthisjob).

4.2.6 General guidelines to front office staff

CLOTHING

Man

e Onlyforma dressing (shirt and trouser) duringwork hours.

* Nojeansor T-shirtsalowed. Shirtsshould always be tucked.

e Ifuniformisprovidedit should beworn according to thedesign.
Woman

e If uniformisprovidedit should beworn accordingtothedesign.
*  Alwayswear cleanandwell ironed clothing.

e Ifuniformisnot provided, wear only forma or decent dress.
HAIR

Man

e Hair should belean, neatly cut, and should not extend below the ears.
e Hair should aways bewell-combed and kept in place.

*  Howersshould bestrictly avoided.

Woman

e Hairshould betied upwel to avoidfaling ontheface.
e Hair should never beleft open especially in patient care aress.
e Smal hair clipsand ssmplerubber bands should be used.




Reference Book [l

JEWELLERY
Man

*  Employeesshould not wear braceletsor thick chains.

*  Redrict yoursdf toonesinglefinger ring.

*  Earringsshould be strictly avoided.

Woman

e Wear light authenticjewelry.

* Redtrict yoursdf toasinglechain, singlefinger ringand small earrings.

*  Wear asminimum banglesaspossible. Avoidwearing many glassbanglesfor
work.

FACE

Man

¢  Clean-shaven.
*  No stubble'sof beard or mustache.

*  Mudgeche

- Wadl trimmed.

- Abovethelipleve and not drooping.
Woman

*  Make- upshould beneat and carefully applied.
*  Bindiesshouldbesmall andsmple.
*  Lipstick colour should not beflashy.
e Alwaystrimmed
* Notenameled
NAIL
 Short and have been length
* Clemn
* AlwaysTrimmed
» Notenameled
FOOTWEAR
»  Should beneat and comfortable.
»  Shoesshould beingood condition.
*  Shoesshould dwaysbewd | polished.
Assessment Activity: List out the general guidelinesto thefront office staff.
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4.2.7 Basic medical terminology for front office
Cardiology

Theareaof medicinethat dealswiththe heart and the diseasesthat affect it.
Dentistry

The study of peopl€e'steeth and how to treat problems of theteeth and mouth.
Dietetics

The scientific study of how food affectsyour health.

ENT

Specidizationin Ear, nose, and throat treatment.

General practice

Thework of adoctor who treats people for awide range of medical problems,
rather than concentrating on aspecific type of medica problem.

Genetics

Thestudy of how theindividua featuresand behaviour of living thingsare passed on
through their genes.

Gerontology
Thescientific study of old age.
Gynaecology

Thetype of medicinethat deal swith the study and trestment of medica conditions
and diseasesthat affect women and their reproductive organs.

Haematology

Thescientific study of blood.

I mmunology

The study of how diseases can be prevented and how theimmune system works.
Neurology

The study of your nervous system and the diseasesthat affect it. A doctor whoisan
expertinthissubjectiscalled aneurologist.

Neur oscience

Thescientific study of the nervoussystem.

Obstetrics

The part of medicinethat dea swith pregnant women and childbirth.
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Orthopaedics

The part of medicinethat deal swiththetreatment of orthopaedicinjuriesor diseases.
Paediatrics

Thepart of medica sciencetha dedlswith children and thetreatment of their illnesses.
Pathology

The study of the causes of diseases and how they affect people.

Phar macol ogy

The scientific study of medicinesand drugs used for treating medical conditions.
Phar macy

The scientific study of methods of preparing medicinesand drugsused for treating
medica conditions.

Radiology

A medicd treatment inwhich radiationisused for treating anillness, or the study of
thistype of treatment. Someonewhoistrained inradiology isaradiologi<t.

Rheumatology

Theareaof medicinethat deal swith rheumatism. A doctor whoworksinthisareais
caled arheumatologist.

Urology

Thestudy of diseases of theurinary system, or medical trestment for them.
Virology

Thetreatment and study of illnesses caused by viruses.

Ophthalmology

Assessment  Activity:

1. _ isthetreatment and study of illnessescaused by viruses.

2. Study of thecause of diseasesand how they affect peopleiscalled .

3. Thestudy and treatment of cancer iscalled
4.2.8 Crisis handling

Crisismanagement in Hospitals
Hospital usevariousmethodsto managecrisis. Themgor stepsinvolvedinthisare:

Remain camintheevent of acriss, determinethe cause, go onestep at atimeand
professionaly summarizetheinformation giventothemedia Thiscould betheplan
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of ahospital that hasto deal withacrisis
situation. Could be! Unfortunately the
reality isoften different. Many hospitals
do not seemto preparefor possiblecrisis
Stuations.

PGS

= Be prepared!

1. ldentify potentiad contingenciesand

areas of vulnerability.
2. Egablish/createaset of crissindicatorsthat aert acrisissituation.
3. Determineaudiencesfor crisscommunication.
4.  Organizethe CrissCommunication Management Team.
Hospitals have acode system for indicating an emergency These emergency
codes areusedin hospitals worldwideto alert staff to variousemergencies. The
use of codesisintended to convey essential information quickly and with minimal
misunderstanding to staff, while preventing stressand panic among visitorsto the
hospital. The medicd receptionist must be aware of the system used in hospital sand
must follow the procedures accordingly. One common system uses codeasfollows:

Blue - Cardiac arrest or Medical emergency
Red - Fire

Black - Bomb threat or a Suspicious object
White - Violent Person

Ydlow - Missing Patient/Child Abduction
Brown - Internd CrisisHazardous Spill
Orange - Externd Disaster/Masscausality
Green - Interna Evacudtion

Assessment Activity: Oneof the patient approach the front officefor complaining
his8 yearschild missing on the OPsection. Asafront office staff how you handle
thissituation. Write down the procedure.
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SampleQuestions

1. Receptionandregisiration arethetwo department of front officesection. Name
theother sections.

2. Matchthefollowing.

A Updating theward census 1 Billingsection

B  Answeringthequeries 2  Admissonsetion
C Initid estimateof Expenditure | 3 Enquiry section

D RegidrationCad 4  Cashingsection

E  Controlling Credit 5 Reception section

3. Explainthedutiesand responsbilitiesof thefront office staff.
Prepareachart of the qudities of thefront office staff.
5. Find out moremedica terminology with thehelp of theinternet and list them.

>
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Unit 3
Patient support services in Hospitals

Introduction

Hospitalsbeing apart of serviceindustry givesvariety of servicestothe patients. All
of such servicesarebriefly described inthisunit dong with patient safety management
programme and patient Information and Education Programme. It also givesanidea
about therightsand responsibilitiesof patients.

Learning Outcomes
Thelearner,

e Understands, compares and constructsknowledge about OP Service.

e Identifiesand recognizetheimportanceand functionsof |P Dept.

e Acquiresknowledge, and understands handling the Emergency.

*  Recognizes the importance of security servicesand identifiesitsfunctions.

*  Understandsand prepare patient account. Identify accounting systemsin hos-
pitd.

e |dentifiesthemeaningandimportanceof patient safety management programme.

*  Undergandstheimportanceof Patient information and education programme.

*  Identifiestheimportanceand list out thevariousRightsand Rightsand respon-
shilitiesof patients.

4.3.1 OP Department services

Out Petient Department i sthat section of the hospita which isstaffed and equipped
and has scheduled working hoursto provide diagnostic, therapeutic, preventiveand
rehabilitati ve careto those patientswho are not registered asinpatient whilereceiving
theservices.
Servicesinthisdepartment | g -

have to be reasonably -— — .
prompt and provided in a e - !
respectful and dignified
manner as well as in a
comfortableenvironment.
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Functionsof the OPD:

1. Ealydiagnoss.

2. Effectivetreatment on ambula-
tory basis.

3. Screeningandinvestigationsfor
hospita admisson.

4. Follow up care.

5. Rehabilitation, eg: physiotherapy,
speech therapy, etc.

6. Hedtheducation.

7. Medicd education of doctors, nursesand paramedica staff.

8. Maintenance of recordsand generation of epidemiologica and public health
data.

9. Medica andsocial research.

Assessment Activity: List out thedifferent functionsof OP Department.

4.3.2 IP services

Inpatient servicesareasaretheplaces
meant to provide temporary &
accommodation to patient who
requirethemonitoring, treatment and
carethat cannot be provided at home.
During his stay, in addition to treat
meant and nursing care, a patient
needs all a the day-to-day
requirementsof lifesuch asabed with - g we= _
linen, food, bathroom or toilet and cl ean comfortableand safe environment.

W
A

Important aspects of IP Management

1. Facility management
Provision of atemporary hometo the patient whichinvolves:
a. Patient'sliving accommodation with bed, other furniture, toilet facility,
lighting,ventilation and communication.
b. Housekeeping, dietary services, physica safety and security to meet his
day-to-day physical and psychological needs.
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2. Patient caremanagement
a  Medica management:
Itincludedoctorsvisit to the patient, examination and assessment of the
progressor clinical condition, rendering advice about theinvestigation,
medication and other treatment morality, briefing the patient or relatives
about the disease, the progress and prognosisand precaution to be taken.
b. Implementation of patient management plan:
It includes periodical observation of patient condition checking and re-
cordingthevita parameters (temperature, BP, etc.), administration of medi-
cation collecting samplesfor investigation, sending the patient to diagnostic
sarvices, cdling thetechniciansfor bed sideinvestigation(ECG etc.), col-
lecting thereport from diagnostic servicesand informing the treeting physi-
cian, carryingout other nursing procedure such as change of dressings,
bandages, physiotherapy etc. and maintaining up to date nursing care
records.
Maintaining the caserecordsfor every patient and ensuring confidentidity.
Discharge documentation and briefing of patient or relative about thefol -
low up and precautionsto betaken.
e. Releaseof patient to home after the payment of thebill.
Assessment Activity: Analyze various aspect of Ward management.

2 o

4.3.3 Dietary services

Dietary servicesisoneof themost important hospita supportiveservicescontributing
to therecovery of health, through scientifically prepared diets and educating the
patientsregarding useand utility of different foodsand balanced diets.
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Functions of dietary services

1. Providing adequate nourishment to the patients, in accordancewith their dis-
ease, clinical condition, age, weight, persona preferencesand theingtructions
of thephysicians.

2. Preparation of food as per therequisitionsfrom wards or on demand fromthe
gaff andvigtors.

3. Menuplanning after ascertaining theview or choiceor satisfactionleve of the
consumers.

4. Ensuringthefood or snacksserved are hygienicaly cooked, stored and served.

5. Dietary counsdling of patients.

6. Teaching, trainingand research.

7. Purchasing, receiving, ingpecting, accounting, storage, preservation and issue
of food items.

8. Maintaininganinventory or ledger of thestoreitemsand up to date accounting
system.

9. Maintaining an account of the number and typesof diets or med sissued med-
wiseand day-wise.

Assessment Activity: 1. Give out theimportance of dietary servicesin hospital.

2. Examinethefunctionsof dietary services.

4.3.4 Emergency services

Medical emergency isdefined asasolution
wherethe patient requiresurgent and high
quality medical careto prevent lossof life,
l[imb or organ and initiate action for the
restoration of norma hedthy life.

It also called "Casualty Department”. The
department provide non-stop servicesround
theclock.

Functions of Emergency services

1. Prompt reception of al emergency casesand the assessment of their clinical
condiition.

2. Immediateresuscitation and other life support treatment measuresincluding

minor surgica procedures, whereindicated.
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3.  Startingtheinvestigationsand trestment by the specidist concerned.

4.  Admitting the patientsrequiring admission to the appropriateward unit and
sending back to homethose not requiring admission.

5. Providingambulanceservices.

6. FilingtheFIR, cdlingthepoalice, preparing the detailed caserecordsand pres-
ervation of body fluid samplesin medicolegal cases.

7. Briefingthepatientsor their relative about the patients condition.

Maintaining record of al casesattended to in emergency department.

9. Research, education, andtraining of the medica and paramedicd staff.

10. Functioning asacentre for reception, and management of mass casualtiesas
the centra andintegra part of any disaster plan.

11. Information center to render adviceontelephoneor in person, on semi medica
queries.

Activity: Explainthefunctions of emergency department in hospital.

®©

4.3.5 Security services

Security servicesinahospita isa .I
sarviceresponsblefor ensuringthe
security and safety of hospital
plant, personnel, patients and
public as well as regulating the
trafficwithinthe hospital premises.

HOSPITAL SECURITY SERVICES

Security system in the hospital is a must because

(i) Hospital is a people intensive place.

(ii) Provide services to stick people round the clock.

(iii)Any body has an access to any part of the hospital any time for
advise and treatment.

(iv)The hospital atmosphere is always filled with emotions,
excitements care and happiness, death and sorrow.

(v) The hospital staff operates in a tense atmosphere resulting in
irritation,conformation, conflicts and aggression, threatening life
of hospital staff.

(vi)Hospital uses very costly equipments, fixtures and machines
whose safety is essential.

(vii)Not only hospital but also safety of patients, attendants and their
property is the moral duty of the hospital.
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Itisaserviceof vitd importanceinahospita, being aublic dealing organizatin visited
by thousands of peopleevery day.

OBJECTIVE OF SECURITY SERVICES

HOSPITAL STAFF HOSPITAL BUILDINGS
PATIENT VISITORS & FIXTURES

HOSPITAL PROPERTY
PATIENTS BELONGINGS

Functions of security service

1.
2.
3.

N o ok

Full security of hospita staff and property (buildings, stores, equipment).
Security of patientsand their belongings.

Polite, sympathetic and hel pful attitude of security staff towards patients or
attendants.

Control of visitorswithout displeasing them.

Control of rowdy and mischievouse ements.

Lost and found service.

Early detection or prevention or containment of any threetsor hazardsto safety
of security.

Assessment Activity: Analyze theimportance of security servicesin ahospital.

4.3.6 Patient related functions of accounts department

Accounts department of a hospital deals with the management of al financia
transactiong(revenuerece ptsor expenses), their accounting, anaysis, generation of
financia statisticsor statementsand preparati on of budgets.
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Patient Related Functions

1. Day-to-day red timeupdating of theindividua patient's account, checkingthe
entriesfor correctness.

2. Day-to-day calculation of the balancein each account and sending periodic
communicationtothe patient or relativefor cash deposit so that sufficient credit
isavailablein every patient'saccount, asper thehospita policy.

3. Getting the bill ready by the billing section, to be sent to the patient at the
earliest after receiving information of thedischarge of the patient.

4. Collection of cash paymentshby the cashier inthe patients accountsand issuing
thereceipts.

5. Hndizingthehillsandforwarding themto theinsurance agenciesinthe case of
patients authorized cashl ess service and follow up of the samefor payments.

6. Answering thequeriesor observationsif any, raised by the patientsor insur-
anceagenciesin connectionwith thehills.

Activity: Giveout the patient related functions of accounts department.

4.3.7 Patient Safety Management Programmes (PSMP)

Patient safety management programisasystemtoidentify al possible hazardsthe
patient may be exposed to during hisjourney through the hospitd inthe courseof his
treatment and taking all possible precautionary measuresto ensurethat not only she
or herecoversfrom thedisease process(if possible) asquickly aspossiblebut also
remainssafe and protected from all poss ble hazardsand unexpected complications
dueto human or systemfailure.

PSMPinvolvescreating an organization culturewhere safety of the patients, saff as
well asvigtorscomesfirst and foremaost. Hospital administrator hasacrucia role
and responsibility for the success of the program. Heis supposed to betheguardian
of the patientswho arefully dependent on hospital management for prevention of
hazardsthey al areexposed to. Heshould act liketheproverbia "devilsadvocate”
tofindfaultswith asharp and penetrating eye. He should not rest satisfied with the
casual OK reports. After the reports from the subordinated present avague and
incompl ete picture often the things appear innocuousfrom adistanceto atrusting
person. Theimportance of written periodicreportsasper structured formats, verified
further by aschedul e of periodic inspectionsof variousareas of the hospital can
never beover estimated.
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The PSMP hasto be organi zation wide and encompassing the entire spectrum of
activities, minor or major. No activity, service or department can be treated as
absolutely saferequiring no monitoring or control .

PRATICE OF PATIENT SAFETY
(WHO)

Be aware of Look-Alike, Sound-Alike Medication

Names.

Proper Patient Identification.

Explain in Detail During Patient Hand/Take- Overs.

Performance of Correct Procedure at Correct Body

Site.

Careful About Electrolyte Imbalance.

Assuring Proper Treatment During Shifting.

Avoid Catheter and Tubing, Wrong Connections .

Single Use of Injection Syringes.

Improved Hand Hygiene to Prevent Health Care-

Associated Infections .

Proper Disposal of BMW and Good House Keeping.

lice Surgical Safety Guide Lines.

-
.

2.
3.
4.

Assessment Activity: "Aboveall do not do any harmto the patient”- Examinethe
statementsand givetherelevance of PSMPin hospital.

4.3.8 Patient Information and Education Programme
Information and education has becometheright of the patients and hencethe duty
of hospitalstowardstheir patients. It includesall information about the services
availableor not availableand the competencelevd. It dso includesfull detail sabout
the patients disease the tresatment modalities, the cost of treatment m, theside effect
aswell asthe chancesof recovery.
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A good Patient Information System means:

1. Beforeavailingtheservicesof ahospital, the patient isfully informed of the
servicesavailable, theleve of servicesand the schedule of charges.

2. Beforestarting thetreatment the doctor briefsthe patient, to hisor her full
satisfaction, about thedisease or diagnosis, the possible causes, theinvestiga
tionsrequired, thetimeit may take and the cost of treatment options.

3. Theinvestigationsand trestment procedures are carried out after dueinformed
consent of thepatient of hisrepresentatives.

4. Thepatient or hisrepresentatives are briefed about the progress of the case
regularly, especidly if thereare any unexpected complicationsor critica devel-
opments.

5. Atthetimeof discharge, thepatientisgivenabill (withitemwisedetals) anda
dischargedocument with full detail sof thediagnosis, reportsof investigations,
the procedures carried out the treatment given and thefollow up instructions
such asthe medicationsrequired, thedietary or life style adjustmentsif re-
quired and thereview consultations, if any.

6. A patient fully satisfied with the services provided by the hospital.

Assessment Activity: Information and education hasbecomeright.

4.3.9 Right and Responsibilities of Patient

Right to health would be among the most cherished of the human rightsand the
governmentsall over theworld recognizeand acceptitin principle.

In India, unlike inmany other countries, rights of the patients have not yet been
spelt outinalegal form. Thefundamental rights enshrined in the constitution and
certain lawsenacted fromtimeto timehave spdt out the obligationsof the hedlthcare
providerstowardsare discussed below:

Rightsof Accessto Hedthcare.

Right of Accessto Free Treatment Facilities.
Right to be Treated with Respect and Dignity.
Right to Full Information.

Right to Consent.

Right to choice of Care.

Right to Privacy and Confidentidity.

Right to Careof Acceptable (Quality) standards.
Right to Safety.

Right to Healthy (clean, infection-free, hazard-free) Environment.
11. Right to Education about the Healthcare Needs.
12. RighttoRedressa of Grievances.

©ooNoOkrWDNE
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Responsibilities of Patients

With therights come certain responsibilities, too, which the patients must accept
with full sincerity. Otherwisetheir own acts of omission or commission can render
their rightsimpractical and meaningless.

A patient is expected to:

1. Knowingandunderstanding hisor her rightsand responsibilitiesand exercising
them responsibly.

Providing accurate, complete and relevant information to the doctor.
Enquiring about the estimated cost of treatment and paying thebillsintime.
Choosing theclass of patient accommodation asper hisor her paying capacity.
Making decisionsafter full information, and accepting their consequences.
Following the advice of thedoctor primarily responsiblefor thecare.
Respecting therightsof other patients, hospital staff and management.
Protecting thehospita environment and not pollutingit.

Following thehospital rulesand regulations.

© O N AN

DO YOU KNOW YOUR

RIGHTS?

PATIENT RIGHTS

PATIENT RESPONSIBILITIES

ADVANCE CARE DIRECTIVE / POWER OF

You have a right to access health care ATTORNEY/ GUARDIANSHIP

Please inform your health professional if
SAFETY , . . a curren nce Care Directive or Power
You have a right to receive safe and high  of Atiorney for any health or personal matters, or

ACCESS TO CARE

quality care

RESPECT

You have a right to be shown respect,
dignity and consideration
COMMUNICATION

You have a right to be informed about
services, frealment, options and costs in a
clear and opan way

PARTICIPATION

You have a r(i:?hl to be included in
decisions and choices about your care
PRIVACY

You have a right to privacy and
confidentiality of your personal information
COMMENT

You have a right to comment on your care
and to have your concerns addressed
PARENTAL RIGHTS

You can exercise your rights as a parent
or guardian of a child

if you are subject to a guardianship order

SAFETY
Tell us of your sufaty concerns

RESPECT
Consider the wellbeing and rights of others

COMMUNICATION
Provide information regarding your medical
hIsIDly and ask questions

PARTICIPATION

Follow your freatment, cooperate and
participate where able

PAY FEES
You should promplly pay the fees of the
hospital c:m:?your aftending doctor

COMPLAINT / FEEDBACK

You should direct any complaint to a staff
member or the manager so that immediate
unncfacc:rpruprium action can be taken to
remedy your concern
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Sample questions

1.
2.

4.

5

Giveabrief note on the patient rel ated functions of account department.
Compare and contrast between Out Patient Department and In Patient Ser-
vicesof ahospital.

"Dietary servicesisvery important in the case of ahospitd™. Doyou agreewith
thisJustify your answer.

'Patientshave certain rightsand responsibilities. Analyzethe statement.
Explaintheimportance of emergency servicesof ahospital.

Assessment activity

Brainstorming
Groupdiscusson
Fddvigt
Interactivelecture
Softwarepractice

Patient account reparation
Newspaper cutting
Generd discussion

Quiz

Port folio

Discussion note
Report patient account
Activitylog

Collection
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UNIT 4
PUBLIC RELATION IN HOSPITALS

Introduction

Thisunit explainstheimportance of communication in hospital dongwiththepublic
relation and marketing functions of modern hospitals. It also showstheroleof IT in
the health care sector.

PUBLIC RELATION

Learning Outcomes
Thelearner,

*  Understandsandysestheimportance of publicrelation.

* Identifiestherelation between public rel ation and marketing under
theimportance.

*  Recognizestheimportanceof marketing anditsrolein hospita.

*  Undergtandsimportanceof IT in hedthcare.

* Identifiestheuseof LAN for hedthcare.

4.4.1 Need for Public Relation in Hospitals

Marketing and publicrelations have alot in common and often thetwo are clubbed
together. Goal of both the departmentsiscreation of theright imagefor the hospital
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among public and promoting the businessinterests of the hospital . Public relations
may beviewed asafoundation or aspring board for marketing activities.

Public relations serviceinterpretsto the public, to patients, relativesand to their
friends, to staff and employees, the objectivesand idea s of serviceto whichthe
hospital is dedicated, always operating within the confines of good taste and
professona ethics.

Publicrelationistheactivity aimed at shaping theimage of the organi zation among
the public and the department entrusted with the responsibility of building the
organization'simageiscalled publicrel aions department.

Publicrelationsfor hospitalshaveitsorigininthe acts, attitudes and aptitudes of
every employee, staff member and themanagement. Day-to-day interactionsof the
saff at variouslevel swithin and outside the hospital, knowingly or unknowingly, do
convey to the public, information about the hospital and formsacertain kind of
opinioninther mindsabout the hospital.

Functions of the Department

Likeany other businessorganization, it isvery important for the hospital sto build
positiverdationship of trust and mutua respect with the dependent public. All public
relations activities, asmentioned below, areaimed at building aright image of the
hospital among public in accordancewith thevision, mission and policy statements
of thehospital management:

1. Organizing campaignsfor publicinformation about the hospital, itsmission,
sarvicesavailableand the high quality standards achieved.

2. Issueof pressstatementsafter approval of the chief executive.

3. Issueof brochures and handouts about the hospital, the servicesavailable, the
news bulletinsabout the activitiesin the hospita with the purposeof informing
the public more and more about the hospital and the excellence of services
provided.

4. Buildingapositiverdationship with and through themedia.
Assessment Activity: Examine the importance of public relation in hospitals.

4.4.2 Marketing functions of Hospitals

Marketing in healthcare came largely with the entry of corporate housesin the
hedthcarefied. Thebus nessmen owning the corporate hospita sbrought with them,
fromtheir other business, theideaof marketing teamsand campaigns. Withllittle
knowledge of medica ethics, they assumed that hedthcareislikeany other business.
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Stiff competition among hospitals (especialy for-profit hospitals) concentrated in
the urban areas, isanother factor promoting the need for marketing activities.

Marketing activitiesinthe healthcarefield

should bedifferent from other business. They .

should avoid conscientiously any 'keti
businesses, healthcare marketing should

educating the public with theaim of securing their acceptance and winningtheir

should be ethical, non-aggressive and Q" )
- .. . | e

oriented towardspublicinformation. They Ma \ "9

misinformation, disnformation, exaggeration

or boastful pronouncements. Unlikein other

awaysbepositive, agang other hospitdsor professonas. Inother words, marketing

in healthcarefield is expected to be a clean and sincere effort at informing and

patronage.

Functions of the department

Marketing servicein ahedthcare establishment performsthefollowing functions:

1. Marketresearchamedat:
a. ldentifying different target segmentsor groups among the publictofocus
theefforts.
b. ldentifyingdifferent ssgment specific marketing strategies.
c. ldentifyingthedifferent emerging trendsin customer attitudes and behav-
iors.
2. Onthebasisof themarket research, suggesting to the management the devel -
opment of new, more profitable services or repackaging the existing services
such asambulatory surgery, birthing centers, cosmetic surgery, school health

programs.

3. Sdlingthehospita servicesto the prospective clients(individualsor organiza-
tions).

4. Cultivating new clientsor organizationsfor securing their patronagefor the
hospital.

Internal Marketing

Internal marketingisamanagement philosophy of promotingthefirmanditspolicies
to employeesasif they arethe customers of thefirm. Internal Marketing (IM) isan
ongoing processthat occurswithin acompany or organi zation whereby thefunctiona
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process is to motivate and empower employees at all management levels to

consistently deliver asatisfying customer experience.

Inthisprocessevery person employedinthehospital playsarolein representing the

hospital to the patients, families, doctorsand the community. Theeffectiveway in

which aclient istreated and the client's positive experienceisvery important in this.

Thusinternal marketing includes all the ways and meansthat the hospital staff

communicateswith people primarily present and previous patients. Depending on

thenatureof practicethisinfluential audience can bearich resourcefor:

e Inspiring patient referrds

*  Providing additiona or follow-on services

»  Converting enquiriesto gppointments

*  Capturing testimoniasand/or word-of-mouth advertising, and

*  Retainingexigting patientsfor timesof future need

Internal Marketing Tactics

Therearemany waysfor internd marketing. Theseinclude:

»  Creating areliableand effective systemto convert phone enquiriesto appoint-
ments.

»  Usingactivelistening, open-ended questionsand tail ored presentations.

e |dentifying patient expectationsintheofficevist.

*  Presenting educationa classes, seminarsand events.

e Consstently asking patientsfor referras.

*  PresentaThemeof the Month messagein oneminute.

*  Provide"PassAlong" invitation certificates.

e Usingemall for continued contact.

»  Electronic phonecommunicationsfor select messages, reminder calls, etc.

*  Officesigns, postersand video screens.

Assessment Activity:

1. Doyouthink that interna marketingisimportant in hospitals? Narrate.

2. Listout themagor functionsof marketing department in hospitas.

4.4.3 Importance of Communication in Healthcare Sector

In theinformation age, we have to send, receive, and process huge numbers of

messagesevery day. But effective communi cationisabout morethan just exchanging
information. It isalso about understanding the emotion behind theinformation.
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Effective communication canimprove rel ationships at home, work, andin social
Situati ons by deepening connectionsto othersand improving teamwork, decision-
making, and problem solving. It enabl es peopleto communicate even negative or
difficult messageswithout creeting conflict or destroying trust. Effectivecommunication
combinesaset of skillsincluding nonverba communication, atentivelistening, the
ability to manage stressin themoment, and the capacity to recognizeand understand
own emotionsand those of the person you are communi cating with.

Communication Systems in Healthcare

Thecaredf patientsnow dmost inevitably seemstoinvolvemany differentindividuds,
all needing to share patient information and discuss their management. As a
consequencethereisincreasnginterest in, and useof, information and communication
technologiesto support health services. Indeed, if information isthelifebl ood of
heal thcare then communi cation systems arethe heart that pumpsit. Thereissome
significant advanced researchin highly specific areasliketelemedicine, theclinica
adoption of evensmpler serviceslikevoice-mail or dectronic mail isgtill not common
placein many hedth services.

Thereremain enormousgapsin our broad understanding of theroleof communication
servicesin health care delivery. Laboratory medicineis perhaps even more poorly
studied than many other areas, such as the interface between primary care and
hospital services. Clinical laboratories in many ways are message-processing
enterprises, recel ving messages conta ninginformation requests, and generating results
that are sent asmessages back to clinical services.

Elements of communication systems

Communicationssystemsaretheforma or informa structures organi zationsuseto
support their communi cation needs. A communication systeminvolves people, the
messagesthey wish to convey, thetechnol ogiesthat mediate conversations, and the
organizationa structuresthat defineand constrain the conversationsthat aredlowed
to occur. Elementsof communi cation systemsinclude:

Communication channel: The channel isthe 'pipe adong which amessageis
conveyed, andthereareawidevariety of different communication channdsavailable,
from basi ¢ face-to-face conversation, through to telecommuni cation channelslike
thetelephoneor e-mail, and computational channelslikethemedical record.

*  Typesof message: Messages are structured to achieve aspecific task using

havevariable structures, include voice and e-mail messages. Structured or for-

availableresourcesto suit the needs of thereceiver. Informa messages, which
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mal messagesind ude hospital discharge summaries, computer-generated derts
and laboratory results. When these messages are computer generated, they
typicaly will bein aformat that complieswith astandard.

Communication policies. A communication system can be bounded by for-
mal procedure rather than technology, Eg: clinical handover. A hospital may
have many different policiesthat shape their communication system perfor-
mance, independent of the specific technologiesused.

Agents: A communication system can be specifically constructed around the
agentsinvolved in thedifferent information transactions. The clerk'sspecific
communication roleisthus an organizational structure created in support of a
policy tominimiseinterruptionto dinica staff. Agentshaveattributeslikether
understanding of specifictasksand language.

Communication services: Just ascomputer systems can run anumber of
different software applications, we can think of acommuni cation system pro-
vidinganumber of different communication services. Thusvoice communica
tionisonly one of the many servicesavailable across atelephoneline. Fax
transmission of documentsisan entirely different kind of servicethat usesthe
same underlying channel. For example, amobile phone may provide voice-
mail, text messaging.

Communication device: Communication servicescan run on different com-
muni cation devices. Examplesof devicesincudethe computer, telephone, fax
machine, and persond digital assstant (PDA). Different devicesaresuited to
handle different situationsand tasks. Communication devicesare asource of
continuing innovation, and will continueto evolve. Oneareaof recent interest
has been the area of wearable computing, where devicesaresmall enoughto
become personal accessorieslikewristwatchesor earrings.

I nteraction mode: Theway an interactionisdesigned determinesmuch of the
utility of different information systems, andthisisjust astruefor communication
systems. Somemodes of interaction for example, demand that the message
receiver paysattentionimmediately, such astheringing tone of aphone, while
otherscan be designed to not interrupt. An asynchronous servicethat isinher-
ently not interruptive, likee-mail, may still be designed with aninterruptive
interaction mode, such astheringing of acomputer tonewhen amessagear-
rives, dtering theimpact of the service onthe messagereceiver.

Security protocol: Inhedth care, patient privacy concernsmakeit important
that unauthorized individuasdo not accessclinica records. To protect privecy,
messages can be scrambled or 'encoded’ asameansto prevent unauthorized
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individualsintercepting and interpreting them. Only thosewith accessto sys-
temsthat understand the encoding, for example, through the possession of a
'key', should be ableto read them. A widely available public method for en-
coding messagesisthrough use of the Public Key Infrastructure. Fortunately,
most important communi cationstypicaly have extremely strong security pro-
tocolsthat are exceedingly hard to be cracked. The use of encryption methods
inhealthcarewill typically afford the same degree of protection, and confi-
denceinthesystem. The choice of security protocol used will reflect the de-
greeof risk associated with unauthorized accessto message content.
Effective Communication in Hospitals

Good medical care depends upon effective communication. Ineffective
communication can lead to improper diagnosisand delayed or improper medical
treatment. Hospita sareactively taking stepstoimprove effective communication.
However, hospitalsfaceincreasing challengesto meet the communi cation needs of
anincreasingly diverse population. Resources and toolsavail ableto healthcare
organizationsthat assist peopl e hel p healthcareto meet these chal lenges. Following
aresomeof thesituationsin ahospital when effective communicationisnecessary

*  Discussngapatient'ssymptoms

»  Discussng medicationsfor apatient

*  Discussngmedica history

*  Explainingmedica conditionto patient/rel atives

*  Explainingtreatment options

*  Communicating with patient/rel ativesregarding phys ciansrounds

*  Providingingructionsfor medications

Applying Principles of Effective Communication in hospitals
The principlesof effective communication can be categorized as 7 C's, which are

applicabletobothwritten aswell asord communication. Let usnow try to understand
them oneby one.

Clarity: Clarity isof utmost importance and communication by hospital support
staff should have adefinite purposefor communication.

Comprehensive: Little knowledgeisdangerousand thereforeit isimperativeto
includeall the necessary facts and background information to support the message
whilecommunicating, moreso, in hospitals. Totality of communicationisintegra to
the process.

Conciseness: Brief and short pieces of communication ensure effective
communication, however, one needsto keep in mind the reader'sknowledge of the
subject and their time congtraints. Information should be conveyed asquickly and
eadly aspossible.
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Concreteness. Thiselement needsto be used with utmost care asit could lead to
confusion. Themessage needsto be based on factsand beredl.

Courtesy: Keeping theambience of hospital in mind, courtesy needsto begiven
due credit for patient may arriveat hospita in astate of distressor traumatized.

Correctness: Thisisavery important C. Itisof utmost importancethat all pieces
of information released by hospital support staff are checked to ensurethat itis
accurate and timely. Double-checking al information -isit written or verba , will
ensureright communicationoccursall thetime.

Coherence: Logicand rationale need to be used while communicating. A delicate

balance needsto be stroked in order to ensure effect communication. Sound and

consistent communi cation will ensurethat patient comesback.

Assessment Activity:

1. Listoutanytwo Situationsinahospita when effectivecommunicationisneces-
sary?

2. Show achart of signlanguage and ask the studentsto explain the meaning of
varioussigns/gestures.

3. Listoutthe7C'sof aneffective communication

4.4.4 Handling of Health Insurance

Healthinsuranceisinsurance against therisk of ' [
incurring medica expensesamong individuas. By o -

estimating theoverall risk of hedthcareand hedth HEALTH }
system expenses, among a targeted group, an INSURANCE l

insurer can develop aroutine finance structure,
such as a monthly premium or payroll tax, to
ensurethat money isavailableto pay for the health care benefits specified in the
insurance agreement. The benefit isadministered by acentrd organizationsuchasa
government agency, private business, or not-for-profit entity.

Hedthinsurance can either reimbursetheinsured for expensesincurred fromillness
or injury or pay the care provider directly. Health insuranceis oftenincluded in
employer benefit packagesasameans of enhancing quality employees.
Definition Of Health Insurance:

Insuranceagainst lossthroughillnessor injury of theinsured; especialy insurance

providing compensation for medica expensesand oftenincomefor disability.
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AccordingtotheHea th InsuranceAssociation of America, healthinsuranceisdefined
as" coveragethat providesfor the payments of benefitsasaresult of sicknessor
injury. Includesinsurancefor |ossesfrom accident, medical expense, disability, or
accidental death and dismemberment”.

Functions

Health Insuranceisan important mechanism to financethe healthcare needs of the
people. To manage problemsarising out of increasing health care costs, the health
insuranceindustry hasassumed anew dimension of professiondismwith Third Party
Adminigtrators(TPAS).

TPA or Third Party Administrator (TPA) isacompany/agency/organization holding
licensefrom Insurance Regulatory Development Authority (IRDA) to processclams
- corporate and retail policiesin addition to providing cashless facilities as an
outsourcing entity of aninsurancecompany. TRPAsfunction asanintermediary between
theinsurance provider, healthcare provider andtheinsured. Medi Assist IndiaTPA
Pvt. Ltd, MD IndiaHedthcare(TPA) Services(Pvt.) Ltd, Vida Hedth TPA Private
Limited aresomeof themgor TPAsin India

Often, individua swill get accessto ahedth care plan through their employer, which
sometimesprovidesass sanceon premium payment. Aslong astheindividua remans
current ontheir health insurance premiums, they can count on receiving coverage.
Insurance desk in hospitalshandlethe claims of patientsthrough TRPAswith whom
they havetie-up.

Cashless hospitalization

Itisafacility provided by most health insurance policiesand enablesan insured
customer to obtain admission and undergo the required treatment without adirect
payment. Theassigned TPA will mediate between the healthcare service provider
(Hospital) and the Insurance Company and settlethebillson behaf of theinsured
custome.

TheHospitd isonly afacilitator and has no authority to approve or disgpprove any
request for cashlesshospitalization. Certain protocols, laid down by the Insurance
Regulatory and Devel opment Authority (IRDA) with respect to cashlesshospitdization
will need to be adhered to strictly.

Hospital Procedures at Insurance Desk
*  Collecttheorigind Hedlth Insurance Cardissued by TPA from the patient with

aphotocopy of the same.
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*  Ensurethat the hospital hasatie-up with the TPA issuing the card.

e Collect aphotocopy of 1D proof issued by Govt. Authorities(PAN card/ Driv-
ing License/Voter ID card etc). Additionsto this collect aphotocopy of em-
ployeelD cardif itisacorporate group insurance policy.

*  Issueand Collect the pre-authorization request duly filled with al detailsin-
cluding estimated amount of expenditure and signed by the Doctor whois
tregting.

e E-mall therequest within 6 hrstothe TPA and obtaininitia approval.

*  Completetheproceduresfor special reportsof patientsfrom TPAS.

e Cdculatetheamount asper TPA and inform and issue abill for ba ance pay-
ment if any to the patient.

*  Sendadl thenecessary documentsto TPA within 7 daysof dischargeto collect
payment.

Reimbursement

A facility under which theinsured can claim the expenses borne by him during
hospitaization whichisotherwise claimable under hisinsurance contract.

Emergency Hospitalization

In case of emergency hospitalization, theinsurance desk will takeup thecaseona
fast track basiswith TPA andislikely to receiveapprova swithin 3 hoursduring any
working day.

For cashlesstreatment it is mandatory for the hospital to have an approva from
TPA. Incaseof delay inreceiving the gpproval or when the hospital cannot wait for
receiving the approval owing to medical urgency then undertakethe treatment by
collecting the necessary cash deposit from the customer and refundit on approval.

Types of policies

Policiesdiffer inwhat they cover, the size of the deductible and/or co-payment,
limitsof coverage and the optionsfor trestment availableto the policyholder. Hedth
insurance can bedirectly purchased by anindividud, or it may be provided through
an employer. Medicareand Medicaid are programswhich provide healthinsurance
toelderly, disabled, or un-insured individuals.

Therearedifferent typesof healthinsurance plansthat meet different needs. Some
examplesincludeHM O, EPO, PPO, and POS plans. Different plan typesprovide
different levelsof coveragefor care get insde and outside of the plan's network of

doctors, hospitals, pharmacies, and other medical service providers.



Reference Book [l

Typesof Health Plans:

1. PFainum : covers90% onaverageof medical costs
2. Gold . covers80% on average of medical costs
3. Slve . covers 70% on average of medical costs
4. Bronze : covers60% onaverageof medica costs
Assessment Activity:

1. Narratetheterm cashlesshospitalization.
2. Examinethefunctionsof insurancedesk in hospitals.
4.4.5 Financial Statements of Hospitals

Charitableingtitutionslike hospitad's, schools, clubsetc. are Non-Profit Organizations
that are operated for the benefit of the society. They do not carry ontrading and do
not earn profit. Hencethey do not prepare atrading and profit & lossaccount.

In order to show their financial position, Hospitals are required to prepare the
following financial statementsat theend of eachfinancid year.

1. Recepts& PaymentsAccount

2. Incomeé& ExpenditureAccount

3. Badance Sheet

1. Receipts and Payment Account

It isacombined form of Cash and Bank book. It showsthe summary of cash and
bank recei ptsand payments made during theyear. Thereceiptsare shown at the | eft
hand side and the payments at the right hand side. It showsaall the cash and bank
entriesirrespective of itsnaturei.e. Capita expenditureor Revenue expenditure.

2. Income & Expenditure Account

This statement is similar to Profit and Loss Account prepared at the end of an
accounting period. It showsall revenue expenseson theleft hand sdeand dl incomes
ontheright hand side. All Capital Incomesand Expendituresareexcluded fromit.
Also theexpensesand incomesrelating to aparticular year shall berecordedinit.
The balance of thisaccount iscalled surplusor deficit asthe case may be.

3. Balance Sheet

Balance sheet isastatement of Assets& Liabilitiesof anentity at agivendate. Itis
prepared at the end of an accounting period after the preparation of the Income &
Expenditure account. Thedifference between assetsand ligbilitiesareshowninthis
asCapita Fund, which representsthemembers contribution. The surplusor deficit
of Income & Expenditure account will beaddedin thisfund.

Assessment Activity: List out the financial statements of hospitals.
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4.4.6 Application of Information Technology in Healthcare

Hedlth sector isthefiddwhere
computers could make
maximumsodid impact. There
are human beingstoday who
are living with computer or
softwarerelated equipments
like patientswith pacemaker,
computerized precision made
artificia heart, computerized
hearing aid, computerized .
dialyssmachine, etc. The present day hospita sare ableto understand the complex
processes and manage materials, money and manpower effectively and efficiently
only dueto compuiters.

Wide gpplicationsof computersin hedth careinclude hospita management, patient
care, billing, counseling, appointments, curriculum planning, research, study,
communication, etc. Most of thediagnosticinstrumentssuch as X ray, CAT scan,
ABG, spirometer, ultrasound, automatic analyzers, etc. are based on computers.
Computerscould hel p solve some of the problemslike:

*  Rdievingphysiciansfrom routinedocumentation and other clerica functions.

e Cutting down onthe paper work, sparingmoretime for patient care, reducing
errorsand increasing accuracy in transmission and storage of data.

»  Establishment of consistent standardsand continuous monitoring or transac-
tions.

»  Easyanddirect accessto variousinformation regarding patient through re-
motely located terminals.

Telemedicine

Telemedicineis"the use of computers, the Internet, and other communications
technologiesto provide medica careto patientsat adistance”.

If patient isadmitted in ICU or ICCU now it can be monitored directly by the
computer. The datatransmiss on systemsenable doctorsto check onthestatusof a
patient on acontinua basis, even whenthey areaway from thehospital, by connecting
to personal computer or amachine by the patient's bedside. A doctor from other
city or remoteareas can know the statusof the patient he hasreferred or even see

and speak to him through compuiter.
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The internet has linked doctors, health care providers and patients, thereby
accel erating medical research and landing aflow dimension to patients, thereby
accel erating medical research and landing aflow dimensionto patient care. New
technology vialnternet has saved many lives.

The LAN hasmade hospital information system eat, fast, accurateand comfortable.
The patient'sdata, X-rayssonograms, Ct Scansand other investigation reportsas
well asstock management, linen management, financia accounting system and other
management or administration systemscan bebrought tothetermina sintheoperations
theaters, patients bed, the consulting room or the desk of administrators as per
requirement, just at the press of abutton.

Many computer software are now availablefor usein hospitas.In India, hospitals
areusing different computer systemsas per hospital requirements. Some of the
computer system examplesare:

*  HMS Hospital Management Software.

*  SSB Hospital Software.

* VSS-Visua Software Solution.

Assessment Activity:

1. Examinetheimportanceof IT inhealth caresector.
Sample questions

1. Andyzetheimportanceof communicationinhospital.

2. Doyouthink that Public Relation Department isessentid inahospital.

3. "Marketingand Public Relaionhavealotincommon’. Do you agreewiththis.
Judtify.

4. Explantheterm"telemedicing’ anditsrelevance.

5. Listout variousfunctionsof Public Relation Department of ahospital.

6. Examinetheimportanceof marketing departmentin hospitals.

7. "Good communicationisessentia in hospital”. Do you agreewith this state-
ment. Judtify.

8. Andyzetheuseof IT inheathcaresector.

9. Listouttheproceduresininsurance desk.

10. "Rembursement and cashlesshospitalization aredifferent.” Examinethe tate-
ment.

Extended Activities
1. Visitany NABH accredited private hospita, nearby to study their front office

activitiesand preparereport.
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2. Inviteany Guest Relation Executive/Patient Relation Manger to the school and
arrangeaninteractive sesson for studentswith the expert.

3. Arrangeafiedvigttothelnsurance Desk of any hospital to conduct asurvey
of their procedures by the students.

4. OnTheJobtraining programmesinany private hospitalsnearby to acquire
practical experience of various patient support servicesin ahospital.

List of Practicals

I.  Practicepatient registration process by entering their basic detailslike name,
age, address, phone number etc. and dlotting registration numbers.

ii.  Practiceof booking doctors appointmentsand issuing token numbersand tim-
ing theappointment.

lii.  Practiceof hospitd front office software.

iv. Practiceof cusomer handlingin hospita front office.

v. Practicehepdesk activitiesin hospitals.

vi. Practiceinterna marketing.

vii. Practicein handling hospitd Information system.

viii. Practicein Hospital Front Office operationthroughroleplay.

iX. Practicetracing of patients old records by entering their registration numbers.

X.  Practicein handling patients insuranceclams.

xi. FamiliarizewiththeHedth Insurance Software

xii. Practiceof hospital Insurance Desk activities.

xiii. Practicein handling of OPD services.

xiv. Practicein patient related functions of accounts dept.

xv. Practicein crigshandling methods of hospital front office.

xvi. Practiceproper communication methodsand develop listening skill.

List of References

1) Front OfficeManagement - Sushil Kumar Bhatnagar (Frank Brothers& Co.)

2) Hotd Management - Jagmohan Negi (HimalayaPublishing House)

3) Hotel Front Office Training Manua - Sudhir Andrews (TataMc Graw-Hill
Co))

4) Quality Management in Hospitals - SK Joshi - (Jaypee Brothers Medical
Publishers(P) Ltd)

5) Health Care Operations Management - A QuantitativeApproach - JamesR.
Langabeer

6) AdvancedAccounts, M.C. Shuklaand T.S. Grewal (S. Chand & Company
Ltd., New Delhi) ISBN 81-219-0396-3
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