Contributed January 30, 2002 by Sivanesan Sivakaruniam siva@kepland.com.sg
AUDIT PROGRAMME

FRONT OFFICE OPERATION

  *  Room Reservation

  *  Room Revenue

  *  Safe Deposit Box Facility

COMPANY : ____________________________

     PREPARED BY : __________________

AUDIT PERIOD : ________________________

     REVIEWED BY : __________________

Audit Objectives :  (1)
To ascertain the adequacy of internal controls pertaining to the front office operation..



    (2)
To ascertain the accuracy and reliability of the accounting records for the

front office operation, in particular, whether all room revenue are completely and accurately taken up in the accounting system.

	
	AUDIT PROCEDURES
	AWP Ref
	   Matters

   Arising
	   Initial &

      Date

	
	
	
	
	

	
	     General
	
	
	

	
	
	
	
	

	1.
	Document the front office procedures.
	
	
	

	
	
	
	
	

	2.
	Review previous working papers, audit reports,
	
	
	

	
	management letters, etc. to identify critical audit
	
	
	

	
	areas/weaknesses that require follow-up and warrant special attention.
	
	
	

	
	
	
	
	

	3.
	From the management accounts for the period of
	
	
	

	
	audit coverage, extract figures for monthly average
	
	
	

	
	occupancy, average room rate and room revenue.
	
	
	

	
	Obtain explanations for material fluctuations with budget.
	
	
	

	
	
	
	
	

	4.
	Compare hotel performance with competitors and
	
	
	

	
	the industry.  Obtain explanation for any material
	
	
	

	
	deviation from management.
	
	
	

	
	
	
	
	

	
	Maintenance of Room Rates
	
	
	

	
	
	
	
	

	1.
	Enquire into the procedures how room rates are
	
	
	

	
	updated into the front office reservation systems
	
	
	

	
	and how overrides can be effected, controlled and
	
	
	

	
	detected.
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	AUDIT PROCEDURES
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	2.
	Test vouch quoted rates in the rates’ table to the
	
	
	

	
	standard price list or customers’ contracts.  Examine
	
	
	

	
	for evidence of review by an independent official. Enquire whether the room rates are subjected to periodic review, benchmark against market rates and distinct between peak and off-peak rates.
	
	
	

	
	
	
	
	

	
	Reservation System
	
	
	

	
	
	
	
	

	1.
	Obtain Daily Reservation Report and ensure that
	
	
	

	
	there is evidence of check by Reservation/Front
	
	
	

	
	Office Manager on the entries keyed in by the
	
	
	

	
	Reservation Clerks, in particular, the room rates
	
	
	

	
	quoted to customers.
	
	
	

	
	
	
	
	

	2.
	Test vouch some of the quoted room rates in the
	
	
	

	
	Daily Reservation Report to the reservation forms. 
	
	
	

	
	Ensure the reservation forms are duly signed/initialed by the Reservation Clerks.
	
	
	

	
	Ensure that proper reservation forms are raised for
	
	
	

	
	all reservations made.
	
	
	

	
	
	
	
	

	3.
	Enquire from Senior Credit Officer how customers’
	
	
	

	
	credit limits/credit standing are taken into account
	
	
	

	
	in accepting reservations for hotel rooms.
	
	
	

	
	
	
	
	

	4.
	Check to reservation file kept at Reservation Dept
	
	
	

	
	to ensure that written confirmation (telex/fax) is
	
	
	

	
	received from travel agents/guests and attached to
	
	
	

	
	the reservation form pertaining to ad hoc/non-
	
	
	

	
	contracted rate extended to the agents/guests.
	
	
	

	
	
	
	
	

	5.
	Test check some of the memo/correspondence on
	
	
	

	
	suspended credit limits/accounts to the Enquiry
	
	
	

	
	Menu reservation system to ensure that all suspended
	
	
	

	
	accounts are updated into the system.
	
	
	

	
	
	
	
	

	
	Completeness & Accuracy of Room Revenue
	
	
	

	1.
	Peruse the “Expected Arrival Guest Report” for
	
	
	

	
	evidence of check by sales manager on the room
	
	
	

	
	rates quoted to customers.
	
	
	

	
	
	
	
	

	2.
	Select entries from the Daily List of Rooms with
	
	
	

	
	zero rates and trace to Request for Complimentary/
	
	
	

	
	Discounted Accommodation Form ensuring:
	
	
	

	
	- it is approved by the GM or other authorised
	
	
	

	
	  officials.
	
	
	

	
	- reasons for authorisation are indicated, and
	
	
	

	
	  acceptable in accordance with hotel policy.
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	3.
	Enquire into front office registration of hotel guest
	
	
	

	
	procedures upon guest arrival and how these are
	
	
	

	
	input into the system for income recognition.  Credit
	
	
	

	
	card approval and deposit collection procedures
	
	
	

	
	should be considered.
	
	
	

	
	
	
	
	

	4.
	Consider test checking the registration cards to the
	
	
	

	
	number of occupied rooms as per Room Status/Key
	
	
	

	
	Report and the Daily Room Charges Report to
	
	
	

	
	ensure that all occupied rooms are billed.
	
	
	

	
	
	
	
	

	5.
	Select occupied rooms noted on the Room Status/
	
	
	

	
	Key Report for checking to the registration cards.
	
	
	

	
	This is to ensure that registration cards are raised
	
	
	

	
	for all rooms that are occupied.
	
	
	

	
	
	
	
	

	6.
	Ascertain whether the Duty Manager has reviewed
	
	
	

	
	the Room Status Report in conjunction with the
	
	
	

	
	Housekeeping Discrepancy Report to ensure that
	
	
	

	
	all occupied rooms have been billed.
	
	
	

	
	
	
	
	

	7.
	Determine whether the Duty Manager performs
	
	
	

	
	random checks on unoccupied rooms to ensure their vacancy.
	
	
	

	
	
	
	
	

	8.
	Enquire whether the Duty Manager performs a
	
	
	

	
	reconciliation of keys held at the front office at
	
	
	

	
	night, to ensure that keys to unoccupied rooms are
	
	
	

	
	not taken away.
	
	
	

	
	
	
	
	

	9.
	Ensure that the exercise in (6) - (8) are reviewed
	
	
	

	
	and followed up as appropriate by the Income
	
	
	

	
	Auditor.
	
	
	

	
	
	
	
	

	10.
	Review reasonableness of room rates per the Daily
	
	
	

	
	Room Charge Report and test check the rates to
	
	
	

	
	reservation forms/standard price list/customers’
	
	
	

	
	contracts, if necessary, for unusual/exceptional
	
	
	

	
	rates.
	
	
	

	
	
	
	
	

	11.
	Enquire into the procedures for accounting of “day-
	
	
	

	
	used” rooms ,  “health club” clients ,  “no-show” guests & late-check-out.
	
	
	

	
	
	
	
	

	12.
	Review the Night Auditor’s and Income Auditor’s
	
	
	

	
	work done on the Daily Auditing Summary, General
	
	
	

	
	Cashier’s Report and the Accounts Receivable Daily
	
	
	

	
	Batch Control Summary.
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	Safe Deposit Box Facility
	
	
	

	
	
	
	
	

	1.
	Enquire into the existing procedure for the granting
	
	
	

	
	of safe box facility to hotel guests, custody of the
	
	
	

	
	guests’ items and eventual return of the safe box
	
	
	

	
	key.
	
	
	

	
	
	
	
	

	2.
	Determine if the facility is extended to hotel staff.
	
	
	

	
	This practice is discouraged for security reasons.
	
	
	

	
	
	
	
	

	3.
	Ascertain whether there is adequate disclosure of the
	
	
	

	
	maximum exposure on the part of the hotel under
	
	
	

	
	the Innkeepers Act Cap 139 or a similar statute in
	
	
	

	
	the event of any claims of loss from hotel guests.
	
	
	

	
	
	
	
	

	4.
	Consider checking the physical number of safe box
	
	
	

	
	keys remaining against the key register and reconcile
	
	
	

	
	to the actual no. of safe box utilised by the guests
	
	
	

	
	as evidenced by the Safe Deposit Box Registration
	
	
	

	
	Cards.
	
	
	

	
	
	
	
	

	5.
	Enquire into any incidents of missing safe box key
	
	
	

	
	and subsequent action taken by the relevant
	
	
	

	
	personnel.
	
	
	

	
	
	
	
	

	
	Others
	
	
	

	
	
	
	
	

	1.
	Assess the appropriateness of the accounting and operational procedures laid down. Ensure compliance. Wherever applicable and appropriate, consider whether improvements can be made to improve the operational efficiency of the front office.
	
	
	

	
	
	
	
	

	
	Conclusion
	
	
	

	
	
	
	
	

	1.
	Summarise the audit results/findings and consider the
	
	
	

	
	need for inclusion in audit report.
	
	
	

	
	.
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