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Abstract

This study intends to understand the complex procedures of the hotel, with a specific focus on the
reservation department of InterContinental Dhaka. This paper also demonstrates the organization
chart of the hotel. A SWOT analysis is included to deliver a perspective of the hotel’s strengths,
weaknesses, opportunities, and threats. The objective of this study is to provide an exact summary
of the complex activities of the reservation system, such as Opera PMS. To serve this purpose, this
study focuses on the department to visualize how reservation activities play a crucial role in the
case of guest satisfaction. In addition, this study also discusses reservation sales agent tasks as well
as duties that reflect the completion of a student internship journey, and the knowledge and
experiences earned during this period have especially contributed to a student’s professional

development and enthusiasm for a career in the hospitality industry.

© Daffodil International University



Table of Content

Serial No Topic Name Page

1 Letter of Transmittal i

2 Certificate of Approval i

3 Acknowledgement il
4 Abstract v

5 List of Figures vii

6 List of Abbreviations viii

Chapter 01 Introduction

1.1 Introduction 2
1.2 Background 2
1.3 Objective of the study 3
1.3.1 Broad Objective 3
1.3.2 Specific Objective 3
1.4 Methodology 3
1.4.1 Data Source 3
1.5 Limitations of the Study 3

Chapter 02 Company Profile

2.1 Introduction to the Intercontinental Dhaka 5
2.2 Mission Statement 5
23 Vision Statement 5
24 Company Overview 5
2.4.1 Front Office 5
242 Housekeeping 5
243 Food and Beverage Service 6
244 Food and Beverage Production 6

© Daffodil International University




2.4.5 Human Resource Department 7
24.6 Sales and Marking Department 7
24.7 Reservation 7
2.4.8 SWOT Analysis of the Hotel 7
2.5 Key Millstones 9
2.5.1 Organizational Structure 9
Chapter 03 Analysis and Discussion
3.1 About Opera PMS 11
3.2 Requirements to Create a reservation 13
33 Reservation Process 13
34 Discussion of the Process 14
3.5 Activities that Need to be Undertaken 19
3.6 Work-Related Task and Responsivity 19
3.6.1 Morning Shift 19
3.6.2 Mid Shift 19
3.6.3 Evening Shift 20
Chapter 04 Findings, Recommendation and Conclusion

4.1 Findings 22
4.2 Recommendation 22
4.3 Conclusion 23
Reference 24

© Daffodil International University




List of Figures
Figure 1: Organization Structure Page no 9
Figure 2: Opera PMS Interface Page no 11
Figure 3: Dashboard Interface Page no 12
Figure 4: Reservation Process Page no 13
Figure 5: Reservation Interface Page no 15
Figure 6: Guest Profile Interface Page no 17
Figure 7: Reservation Options Interface Page no 17
Figure 8: Room Plan Interface Page no 18

Figure 9: Rate Query Interface Page no 18

vii
© Daffodil International University



List of Abbreviations
F&B - Food and Beverage
ICD - InterContinental Dhaka
IC — InterContinental
IHG — InterContinental Hotel Group
SBRP - Strategic Business Revenue Planning
CC - Carbon Copy
RM - Reservation Manager
OTB - On The Book
DOS - Director of Sales
DOSM - Director of Sales and Marketing
GM - General Manager
IHGRC - InterContinental Hotel Group Reward Club
CRS - Central Reservation System
BBF - Buffet Breakfast
MS - Microsoft
PMS - Property Manage System
BSL — Bangladesh Service Limited
VIP — Very Important Person
OTA — Online Travel Agency
BTHM — Bachelor in Tourism and Hospitality Management
Pte Ltd — Private Limited Company

viii
© Daffodil International University



Chapter 01
Introduction

© Daffodil International University



1.1 Introduction

The tourism and hospitality industry is one of the most prosperous industries all over the world
and contributes most to the world's GDP. Tourism institution in developing countries like
Bangladesh is constantly observing tourism to develop competitive policies and regulations that
will help the destinations to be managed within a framework (Ananya et al., 2019). Moreover, in
Bangladesh there are several possibilities of facing further growth as well. At the same time, hotels
can be considered one of the major sources of economy in tourism and hospitality industry of
Bangladesh. For instance, Hotel InterContinental Dhaka is one of the luxurious hotels that offers
lavish experience to their customers as well as taking part to generate immense amount revenue
every year. However, among all the departments, reservation plays the most significant role to
satisfy their guest and creates revenue as well. Besides, the internship at this hotel is an effective
and transformative experience as it helps students to grab the opportunities from the hospitality
and tourism sectors. This hands-on knowledge experience, in a prominent organization like
InterContinental Dhaka, has certainly provided students with a competitive advantage and helps
to developed them to contribute practically in the world of hospitality. In addition, this type of
program helps a student to bridge the gap between academic knowledge and pragmatic application

in real life.

1.2 Background

In the case of the hotel industry, the term 'Reservation' is a common phenomenon that is considered
the most significant department. It has been seen that the big hotel chains began to use
computerized reservation systems or CRS in the early 70s, to manage their inventory
of vacant rooms. (Arteaga et al. 2006). Nowadays, the majority of hotel reservations are made by
electronic means that encourage marketing strategies and sales opportunities as well (Schegg et al.
2013). According to (Sofronov, 2018), the development of the tourism industry is reflected in the
increasing order of the people for an ever-increasing range of consumer goods and services which
can be considered as demand that stimulates the manufacturing and service sectors. At the same
time, it is also leading to an increase in economic action and consumption, independent of the

normal evolution of market trends.
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1.3 Objective of the Study
1.3.1 Broad Objective
This paper intends to gain an understanding of the operational procedures of the reservation system

of the Hotel InterContinental Dhaka.

1.3.2

Specific Objective
To understand the PMS software used for creating reservations.
To understand the room, inventory management and room selection process.

To know the activities during morning, mid and evening shift.

1.4 Methodology
The study is descriptive and exploratory in nature. This study was developed by using secondary

data from the related articles. Besides, the organizational data was collected from the hotel’s annual

report. Overall, the data were collected from the Secondary Source.

1.4.1 Data Source

1.
2.
3.
4.

1.5

Handbook and SOP of Reservation Department
Company Website
Journals and Articles

BSL Annual Report 2019

Limitations of the Study

This study mainly covers the reservation department of InterContinental Dhaka where it has some

limitations and these are given as follows:

e Due to the limited time, it was difficult to gather huge information.

Every company has its sensitive data where the employees are not authorized to disclose the

information with others. Due to confidential issue, agents were not reveal vast information

about the organization. As a result, it was difficult to receive all the crucial data and there could

be a chance of inaccuracy.
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2.1 Introduction to the InterContinental Dhaka

Bangladesh Services Limited (BSL), is a Public Limited Company that was established in 1973.
At the same time, this company has been involved in the hospitality industry for over 45 years and
has pioneered the international standard five-star hotel business in Bangladesh. However, BSL
operated under the name Ruposhi Bangla Hotel until its closure for renovation in 2014. Previously,
BSL operated under Hotel Inter-Continental Dhaka and Dhaka Sheraton Hotel. BSL signed a 30-
year management agreement with InterContinental Hotels Group (Asia Pacific) Pte Ltd. (IHG) for
the hotel’s management in 2012. Then the hotel underwent extensive renovation to meet
InterContinental standards and in December 2018, it began commercial operation as well. (BSL
Annual Report, 2019)

2.2. Mission Statement
“Ensure the highest level of customer satisfaction by maintaining world-class facilities and

services blended with the culture and tradition of Bangladesh.” (BSL Annual Report, 2019)

2.3 Vision Statement
“Be a leader of the upscale hospitality industry in Bangladesh.” (BSL Annual Report, 2019)

2.4 Company Overview

2.4.1 Front Office

The Front Office department of the hotel InterContinental Dhaka plays an essential role in guest
check-in, assistance, and satisfaction. By utilizing Property Management Systems (PMS), they
facilitate procedures, control guest profiles, and inspect room availability. At the same time, it also
serves VIP guests manages payments, and ensures guests 'safety’ as well. Overall, the department
is divided into eight divisions such as concierge, airport and transportation, business center, Club
lounge, and instant service. In this department, mandatory training programs are required for front

office staff to maintain professionalism and guest service skills. (BSL Annual Report, 2019)

2.4.2 Housekeeping
The housekeeping department of InterContinental Dhaka maintains cleanliness, order, and

convenience, cleaning guest rooms, sanitizing public areas, controlling laundry facilities,

5
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monitoring supplies, and supporting guest requests. At the same time, the department cooperates
with other units to make smooth transitions and transparent communication as well. (BSL
Annual Report, 2019)

2.4.3 Food and Beverage Service
Hotel InterContinental Dhaka delivers a variety of restaurants such as Elements, Cafe Social, Opus
Lounge & Bar, Aqua Deck, Amber Room, and Club Lounge. These establishments also provide a
variety of breakfasts, casual meals, and festivals, with international buffets and opulent ambiance.
Besides, elite members can enjoy complimentary breakfast at Elements and alcohol at
the Club Lounge. (BSL Annual Report, 2019)
e Elements
All day dining with international buffet of rich offering
Open: 6.30 am-10.30 pm, Seating Capacity: 144 Pax
e (Café Social
Lobby Café with French bakeries, snacks and light meals
Open: 6.30 am-11.00 pm, Seating Capacity: 90 Pax
e The Amber Room
Offering the juiciest and tender steaks
Open: 7.00 pm-11.00 pm, Seating Capacity: 70 Pax
e Opus Lounge & Bar
The club bar with an ambience of exclusivity and opulence
Open: 5.00 pm-1.00 am, Seating Capacity : 38 Pax
Aqua Deck
Pool Bar & Restaurant
Open: 10.00 am -10.00 pm, Seating Capacity: 40 Pax
Source: Hotel Website
2.4.4 Food and Beverage Production
There is three kitchen of InterContinental Dhaka:
e Main Kitchen
e (Cold kitchen

e Pastry

© Daffodil International University



2.4.5 Human Resource Department

The HR department of InterContinental Dhaka assists other departments in hiring, recruiting, and
training employees, supervises the Medical Center, and manages the Staff Cafeteria. (BSL
Annual Report, 2019)

2.4.6 Sales and Marketing Department

The sales and marketing department of InterContinental Dhaka promotes hotel rooms and
products, with the Director supervising sales, business promotion, and catering efforts. Similarly,
the department also manages business advertisement, guest relations, and public relations as well.
(BSL Annual Report, 2019)

2.4.7 Reservation

The Reservation Department is the foremost point of communication for guests looking for luxury
as well as comfort. Besides, its role is to provide flawless and extraordinary guest service by
delivering a booking experience that fits the organization’s standards. However, the department is
reliable in encouraging reservation requiring immediate, efficient, as well as with a personal touch.
Therefore, a team of highly experienced and passionate reservation agents is at guest service,
trained to expect their needs and also provide further on than their anticipations, guiding them for

their promising stay. (Reservation Handbook, 2018).

2.4.8 SWOT Analysis of the Hotel

The term "SWOT Analysis" refers to a process that evaluates a hotel’s strengths, weaknesses,
opportunities, and threats as well as helps to identify the areas that need improvement and
strategic planning.

Strengths:
1. Well known as an internationally prestigious hotel tempting global tourists.
2. It offers elegant rooms for a relaxed stay.
3. The prominent location subsidizes easy entry to business, government, and cultural
hubs.
4. It delivers amazing dining as well as excellent cuisine.
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Weakness:
1.

Opportunities:
1.

4.
Threats:

a > w0 N e

It may restrict attraction to economical guests and hit occupancy in economic
decline.

High-end hotels in Dhaka generate intense competition for luxury guests.
Infrastructure stand against in Dhaka, like traffic congestion and untrustworthy

utilities, influences the guest experience.

Bangladesh’s developing tourism industry seduces both leisure and business
tourists.

Collaborating with regional businesses can stimulate corporate bookings as well as
generate revenue.

Manipulating digital marketing and online booking boosts spread to possible
guests.

Eco-friendly initiatives attract environmentally aware tourists.

Economic instabilities may affect luxury component guest interest.
Safety problems discourage global travelers and affect occupancy.
Government law modifications influence procedures and profit.
Dependence on OTAs boosts expenses and decreases control.

Health situations like COVID-19 could hardly affect travel and hotels.

(BSL Annual Report, 2019)
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2.5 Key Milestones
2.5.1 Organizational Structure

General
Manager

Sales &

Marketing g Sales Director
Director

Revenue ;
Marketing R :
Safty &
IT Director @@  Security
Director

T 1
Front Desk Reservation Housekeeping : :
Sales Manager Seme F&B Manager Chief Engineer

Figure 1: Source Author’s Construction
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Chapter 03
Analysis and Discussion
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3.1 About Opera PMS

The term ‘Opera’ is a cloud-based property management system (PMS) that permits hotels to
organize their reservations, rates, inventory, guest profiles, billing, and reporting. That means
Opera is developed to simplify the procedures and workflows. It gives total control over future

bookings as well as real-time availability to ensure full occupancy during peak periods.

1<y opera on OPER v
olsly OPERA User v

ORACLE" www.oracle.com Copyright ® 1987, 2015, Oracle and/or ite affiliates. All rights reserved

Figure 2: Opera PMS Interface

This is the interface of opera PMS. An agent is required to log in with username and password.
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Reservations FrontDesk Cashiering Rooms Management AR End Of Day Miscellaneous Setup Back Office Interface Help Exit

@mNNER
B k|1 B
Reservahons Front Desk Rooms AR End Of Day
Management

Cashiering

=, New
v Reservation

Update
=0 Reservation

ORACLE

HOSPITALITY

Calendar
T —

OPERA Training

Figure 3: Dashboard Interface

The main dashboard of the PMS. Reservation sales agent has some limited access that are given

as follows:

1.

© N o o~ D

Reservations
Miscellaneous

New Reservation
Update Reservation
Waitlist

Blocks

Profiles

Room Plan
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3.2 Requirements to Create a Reservation

1. Guest name

2. Phone number
3. Email address
4. Passport or NID

3.3 Reservation Process

Inventory
Check

Rate
Offer

Clear
Communication

Booking
and Confirmation

Guest Data
Management

Maximize Occupancy
by Upselling

Guest

Satisfiction
Figure 4
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3.4 Discussion of the Process

Initially, agents are required to log in to the PMS with their username and password. Then they

have to complete other steps that are discussed as follows:

1.

Inventory check: Using the PMS software agents are required to check the room rate
and availability of the day

Rate Offer: According to the PMS, agents have to select the special rate to offer guests.
Clear Communication: Deliver precise customized information on room availability,
room rates, packages, promotions, and requirements for the booking.

Booking and Confirmation: After creating the booking a confirmation is generated
automatically and sent to the guest’s email.

Guest Data Management: Due to confidential guest data, agents are required to store
guest information securely.

Maximize Occupancy Upselling: Agents usually optimize room occupancy by
upselling and managing room inventory in teamwork with other departments like the
front office as well as sales and marketing.

Guest Satisfaction: An agent is required to deliver outstanding customer service with
reservations, modifications, and any sort of inquiries, as per the guest’s expectations

and ensuring satisfaction.

14
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This is the main screen of a reservation. The information that needs to be filled out is given

below:
Last Name First Name
Tittle Phone
Membership Type Membership No
Membership Level Company
Contact Arrival Date
Departure Date Adults
Number of Rooms Room Type
Rate Code Market Code
Source Origin
Payment Credit Card Number
Credit Card Name Credit Card Expired Date
Specials Comments
Traces (For online reservation) Preferences

Profile Note

© Daffodil International University
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3.5 Activities that need to be undertaken

A trainee is instructed to learn the procedures of the department in detail and attempt to do it with

the help of the manager as well as senior colleagues. There are three shifts in a day. However,

trainees need to work each shift as per the roster. Systematically, there is a plethora of activities

and tasks to do from morning to evening.

3.6 Work-Related Task and Responsibility

3.6.1 Morning Shift

Generating morning reports which need to be stored in the system and send files through email to
GM, CC RM, DOSM & DOS. Which includes:

History Forecast of three months: Need to generate running and 2-month after
history forecast.

Reservation cancellation: Need to generate per-day cancellations for instance how
many guests cancelling their bookings.

Reservation Entered One and by means a report about the quantity of the
reservations entered into the system from yesterday to today.

Profile Production Statistics: A report about all of the package information in the
running year. Also counting the number of guests who are availing of which
packages. And update the Package Summary report.

Guest INH: Report about how many guests are already staying in the house.
Generate a "Next 14 Days Availability" report from PMS and keep it in check
regularly to ensure availability of rooms.

No Show of the Day: A report about the number of guests who have confirmed
booking but have not come. For that reason, it will be charged for one night as per
the hotel policy.

Generate and upload SBRP (Actuals & OTB) reports on the hotel’s

website to store data.

3.6.2 Mid Shift
1. Check CRS Bookings twice on every shift.

2. Check guest profiles and merge duplicate profiles.

19
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3. Check & update IHGRC membership details
4. Arrival Follow-up of next 2 days

Pre-arrival checkpoints:

. Check the arrival and departure date

. Check More fields and Update flights

. Check the mode of payment and comments

. Update/collect membership details if any

. Check the rate code and update benefits with a market segment
. Check special requests if any

. Check the Specials field and package (BBF/Dinner)

. Reward club special sources/special instructions if any

5. Respond to emails and calls according to IHG Standards.
6. Check the reservations made by the front desk.
7. After doing all the tasks in the morning shift and mid-shift each agent is required to

take handover to the evening shift agent.

3.6.3 Evening Shift
1. Need to save "History & Forecast Report" of the Current and Next 2 months,
Reservation Cancellation & "Reservation Entered On & By" reports at shift closing
time & send them to the reservation manager.
2. Send the "Profile Production Statistics" report of ICD packages to the reservation
manager.
Today’s arrival checks if any pending.

4. In-house guest reservations check.

20
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Chapter -04

Findings, Recommendation, and Conclusion

© Daffodil International University

21



4.1 Findings

1. Internationally recognized prestigious hotel that attracts global tourists.
Different types of elegant rooms are available for a relaxed stay.
They have a prominent location that subsidizes easy entry into the business.
It delivers excellent cuisine.
A lengthy process of recruitment and decision-making consumes time.
Shortage of employees is considered as a drawback.

N oo g bk~ DD

A high volume of phone calls in reservations during high occupancy or promotions,
like "buy one get one," is challenging.

8. Due to a less powerful system server it is difficult to work smoothly.

9. Shortages of professional-grade computers create challenges for smooth work.

10. Insufficiency of first aid equipment does not meet the need in an emergency.

4.2 Recommendation
e InterContinental could provide adequate training to employees to more effective in
operating the procedures of the hotel.
e They can install powerful computers and strong servers to provide promising services to
guests.
e The quality of the food can be increased in terms of satisfaction of employees.

e First aid equipment can be expanded in every department to fulfill urgent needs.
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4.3 Conclusion

The hospitality industry is one of the rapidly growing sectors in Bangladesh. InterContinental
Dhaka stands as the most dominant participant. Apart from some restrictions, the hotel excels in
delivering quality service as well as personalized experiences to its customers. However,
reservation is an extensively significant department in terms of approaching guests with
satisfaction and generating revenue for the hotel industry. On the other hand, knowledge, and
practical experience are essential for comparing it with academic knowledge. The internship
duration could be extended to gain a more comprehensive knowledge of all operations. To
conclude, the period is crucial in terms of learning and achieving experience in this sector and can

enormously benefit individuals’ professional careers.
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