
M-EPA-HMF4002 4Hospitality Manager: 
Front Office Management - 
Mock Test 

The seal on this examination paper must only be broken by the candidate at the time of the examination. 

Under no circumstances should a candidate use an unsealed examination paper. 

Under no circumstances should you, the candidate, use an unsealed examination paper. 
This examination consists of 10 multiple-choice questions. 
The minimum pass mark is 7 correct answers. 
The duration of this examination is 26 minutes. 
You are NOT allowed any assistance to complete the answers. 
You must use a pencil to complete the answer sheet - pens must NOT be used. 
When completed, please leave the examination answer sheet (EAS) on the desk. 

EXAMINATION ANSWER SHEET (EAS) INSTRUCTIONS: 
For each question, fill in ONE answer ONLY. 
If you make a mistake, ensure you erase it thoroughly. 
You must mark your choice of answer by shading in ONE answer circle only. 
Please mark each choice like this: 

All candidates MUST sign the Examination Answer Sheet (EAS) in the bottom 
right-hand corner of the page before leaving the examination room. 

24 July 2025 M-EPA-HMF4002 © 2025 Highfield Awarding Body for Compliance Limited. 



24 July 2025 M-EPA-HMF4002 © 2025 Highfield Awarding Body for Compliance Limited. 

Page 2 

1 

How can the front office manager use software 
systems to support revenue generation from room 
bookings? 

A. By allocating rooms based on housekeeping 
availability

B. By applying flexible rates based on expected 
demand

C. By offering flat pricing to simplify the 
booking process

D. By tracking guest arrivals for check-in time 
analysis

2 

After analysing data showing an increase in 
cancellation rates, which of the following actions 
can the front office manager take? 

A. Adjust booking terms and review 
confirmation processes

B. Allocate additional staff and extend 
reception opening hours

C. Extend the check-out times for loyalty 
members

D. Limit access to third-party booking channels 
entirely

3 

Which of the following room allocation strategies 
can the front office manager use to improve 
profitability and encourage repeat business? 

A. Assign rooms based solely on availability to 
streamline the process

B. Change prices based on guest budgets and 
offer a complimentary meal

C. Offer discounted rates on future rooms to all 
guests at check-in

D. Use previous stay data to offer tailored 
services and exclusive deals

4 

Which of the following actions supports the front office 
manager’s goal of reducing delays at reception during 
high occupancy periods? 

A. Ensuring all guests are checked in manually to 
personalise the process

B. Offering room upgrades at check-in to reduce time 
spent on room selection

C. Preparing room keys in advance for guests with 
confirmed bookings

D. Restricting room types available to guests to 
streamline selection

Scenario 1
A front office manager is responsible for overseeing the efficient operations of both the reception and 
reservation systems within a hotel. They use software systems to manage guest bookings, check-ins and 
check-outs, while simultaneously maximising room sales through strategic pricing and upselling 
techniques. By regularly analysing data on occupancy rates, guest satisfaction and reservation performance, 
the manager takes action to improve efficiency and revenue generation. They work closely with staff to 
ensure that room allocations are handled smoothly, delays at reception are reduced and that special 
requests are managed effectively.
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7 

What types of data can the front office manager 
analyse to improve efficiency in the reservation 
process? 

A. Average check-in times, booking lead times 
and no-show rates

B. Food and beverage sales and guest 
satisfaction scores

C. Room service orders, spending and payment 
processing times

D. Staff performance and the number of staff 
on duty during shifts

8 

Which of the following actions helps ensure the 
accuracy of guest accounts before check-out? 

A. Checking that the guest has received all 
requested amenities

B. Comparing the details of the guest’s stay 
with the billing information

C. Ensuring that the guest has provided a valid 
identification at check-in

D. Verifying that room rates match the current 
market conditions

9 

How can the front office manager use guest 
satisfaction data to identify areas for improvement in 
reception services? 

A. By checking package selections made before 
arrival

B. By matching preferences with loyalty programme 
enrolments

C. By monitoring minibar and amenity usage during 
each stay

D. By reviewing ratings linked to welcome and 
check-in experience

10 

Which of the following approaches increases sales 
during periods of low occupancy? 

A. Encouraging extended stays by offering 
discounted packages for additional nights

B. Offering room upgrades to guests at check-in to 
enhance their experience

C. Providing complimentary breakfasts for all guests 
regardless of booking details

D. Reducing the length of guest stays to improve 
room turnover rates

5 

How can forecasting data help improve service during 
busy periods? 

A. By identifying trends in guest arrivals to better plan 
resources

B. By predicting the exact number of guests checking 
in on any given day

C. By reducing the need for guest interaction during 
the check-in process

D. By tracking individual guest spending patterns for 
upselling

6 

How can the front office manager ensure that guest 
room demands are met effectively? 

A. By allocating rooms randomly to guests to speed 
up check-in

B. By assigning rooms based on the guest’s stay 
length and room availability

C. By reviewing special requests and matching them 
with available rooms

D. By upgrading all guests to premium rooms 
automatically
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