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In the fast-paced world
of hospitality,
efficiency is not a
luxury; it is a necessity.
Every second counts
when a guest is waiting
at the front desk, every
detail matters when
preparing a billing
statement, and every
interaction defines the

reputation of your
property. At the heart
of this operational
ecosystem lies a
powerful tool used by
thousands of hotels
worldwide: the Opera
Property Management
System (PMS). For a
hotel to run smoothly,
staff must be more
than just familiar with
this software; they
must be experts. This
is where a well-
structured Opera
Hotel System
Training Manual
becomes the most
valuable asset in your
back office. Whether
you are a front desk
agent, a reservations
manager, or a general


https://old.setefer.com/

manager,
understanding the
depth of this system is
the key to unlocking
operational excellence.

This guide serves as a
foundational resource,
walking you through
the critical components
of the system, from
basic navigation to
advanced revenue
management. By the
end of this article, you
will understand how a
robust training
approach can reduce
errors, improve guest
satisfaction, and
increase your
property's profitability.

THE PHILOSOPHY
BEHIND THE
OPERA SYSTEM

Before diving into
specific buttons and
screens, it is essential
to understand why the
Opera system is the
industry standard.

Developed by Oracle,
Opera Hotel System
is designed to be a
centralized hub that
connects every
department of a hotel.
From the moment a
reservation is made,
through check-in,
housekeeping updates,
and dining charges, all
the way to check-out
and billing, the system
tracks every
interaction. An
effective Opera Hotel
System Training
Manual does not just
teach you what buttons
to click; it teaches you
the workflow logic. It
helps you understand
that when you change
a room status in one
module, it updates the
view for the
maintenance team, the
front desk, and the
reservation team
simultaneously. This
interconnectivity
reduces
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communication gaps Hotel System
and ensures that the Training Manual
guest experience is should focus on

seamless. orientation.
¢ The Menu Bar:
U nderSta This is your

command center.

ndlng the It allows you to

switch between

User core functions

like Front Desk,

Reservations,
Interface Cochiering,

Housekeeping,

a n d and Accounts

. . Receivable. A
common mistake
NaVIQatIO for trainees is
n trying to perform
a front desk

function from
For new users, the

; within the
Opera interface can Housekeeping
initially feel module.
overwhelming. It is a Understanding
system rich with the menu

features, which often
means a dense screen
filled with icons,
menus, and data fields.
The first chapter of any
successful Opera

structure is your
first step to
efficiency.

e Task Buttons:
These are the
dynamic buttons



located on the
toolbar. They
change
depending on the
module you are
using. For
example, in the
Reservations
module, you will
see buttons for
"New
Reservation,"
"Waitlist," and
"Groups."
Learning these
specific buttons
allows you to
navigate without
needing to dig
through menu
trees.

Function Keys:
A true sign of an
Opera expert is
the use of
keyboard
shortcuts. F2 to
switch between
profiles, F3 to
search, F7 for
billing, and F12
to check in. A

good training
manual will
emphasize these
throughout the
chapters, as they
drastically
reduce
processing time
at the front desk.

CORE MODULES: A
DEEP DIVE

A comprehensive
Opera Hotel System
Training Manual
must cover the three

pillars of hotel
operations:
Reservations, Front

Desk, and Cashiering.
These modules are
used in every shift,
every day, and
mistakes here have a
direct impact on the
guest.

Reservati
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ons: The

Art of the

Booking

The Reservations
module is where the
guest journey begins.
Training must cover
more than just entering
a name and date. It

must cover the
nuances of rate codes,
packages, and

restrictions.

Creating a Profile:
Every reservation
starts with a guest
profile. This is a
database of guest
history. A good training
manual will stress the
importance of merging
duplicate profiles. If
John Smith from New
York and J. Smith from
the same address are
two separate profiles, it
creates a fragmented

view of the guest's
history. You must
teach staff to search
thoroughly before
creating a new profile.

Rate Codes and
Packages: This is a
critical area for
revenue management.
Staff must understand
which rate codes are
public rates (e.g., BAR -
Best Available Rate)

versus negotiated
corporate rates. A
common error is

booking a guest under
a "Friends and Family"
rate when they do not
qualify, which causes
reconciliation issues at
check-out. The manual
should provide a clear
matrix of rate codes
and their  specific
allowed user groups.

Handling Groups and
Blocks: Group
bookings are a major
source of revenue for
many hotels. Training
should cover how to



create a block of
rooms, how to cut off
the rooming list, and
how to bill master
accounts. For instance,
a wedding block might
include a "Paymaster"
account covering the
bride and groom's
room, while individual
guests pay for their
own. Understanding
the difference between
"Pickup" (rooms sold
from the block) and
"Attrition" (rooms that
must be paid for but
were not used) is vital
for profitability.

The Front
Desk:
Check-In
and

Check-
Out

This is the operational
heart of the hotel. The
training manual for the
Front Desk module
should be the most
detailed, as it deals
directly with guest
interaction.

1. The Pre-
Registration
Process: A
common best
practice taught
in a solid Opera
Hotel System
Training
Manual is to
pre-register
guests. This
means assigning
rooms, checking
for VIP status,
and noting
special requests
(e.g., high floor,
extra towels)
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before the guest
arrives. This
allows the agent
to simply greet
the quest and
print the
registration card,
rather than
hunting for a
room while the
guest waits.

. Up-selling at
Check-In: The
Front Desk
screen offers a
"Room Upgrade"
option. Training
should teach
staff how to read
the Availability
grid to see which
room categories
are still open. If a
guest booked a
Standard Room,
but a Junior Suite
is still available,
the agent can
offer an upgrade
at a discounted
rate. This
increases

RevPAR
(Revenue Per
Available Room)
and improves the
guest
experience.

. Check-Out

Procedures:
Check-out is the
last impression.
The manual
should cover how
to review the
folio quickly. This
involves
checking for
"pending
charges" (e.g.,
restaurant
charges that
haven't been
posted yet) and
ensuring that the
correct rate has
been applied. It
should also cover
the handling of
Express Check-
Out and night
audit corrections.



Cashierin
g and
Billing:
The
Money
Trall

Errors in billing are the
number one cause of
guest disputes. A
thorough training
regimen must treat the
Cashiering module with
extreme care.

Folio Management: A
single reservation can
have multiple folios: a
guest folio, a company
folio, and a master
folio. The manual must
clearly illustrate how to
post charges to the
correct folio. Posting a
bar tab to the company

invoice instead of the
guest folio can lead to
a charge that the
company refuses to
pay.

Payment Handling:
The system supports
various payment types:
cash, credit card, direct
bill, and house
accounts. Training
must cover the PCI
compliance standards
for handling credit card
data. Furthermore, the
manual should detail
the "Deposit" function.
Taking a first-night
deposit is standard
practice, but if the staff
incorrectly posts it as a
"Payment" instead of a
"Deposit," the night
audit will not balance

correctly.
End of Shift
Procedures: Every

cashier must close
their shift. The training
manual should provide
a step-by-step
checklist: balancing the
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cash drop, printing the

shift report, and
verifying the credit
card batch. This

ensures accountability
and prevents theft.

HOUSEKEEPING
AND
MAINTENANCE
INTEGRATION

The Opera system is
not just for the front
desk. The
Housekeeping module
is where the physical
status of the room is
managed.

Status
Updates: The
housekeeping staff
uses the system to
change a room from
"Dirty" to "Inspected"
to "Clean." This is a
critical feature that the
entire hotel relies on. If
a housekeeper marks a
room as "Clean" when
it is only "Pick Up"
(trash removed, but

Room

bed not made), the
front desk might sell a
room that is not ready,
leading to a "walked
guest" (a costly
mistake for the hotel).

Lost and Found:
Many hotels use the
Profile section in the
Housekeeping module
to log lost and found
items. A good Opera
Hotel System
Training Manual will
include a section on
how to link a found
item to the specific
room and the guest's
checkout date, making
it easy to return the
item later.

DRIVING REVENUE
WITH OPERA

Beyond operations,
Opera is a powerful
revenue management
tool. A modern training
manual must include
strategic elements.



Forecasti
ng and
Yield
Managem
ent

The system can
generate reports that
show future occupancy
based on current
reservations. Training
should teach managers
how to read the
"Forecast Report" and
"Pickup Report."

¢ Pacing: This
tells you how
many rooms you
are selling per
day. If you are
selling 10 rooms
a day for a date
in March, but last
year you sold 15,
you might need

to adjust your
pricing strategy
or open up
availability to
OTAs (Online
Travel Agencies).
Rate
Restrictions:
The manual
should cover how
to apply
"Minimum
Length of Stay"
(MinLOS) or
"Closed to
Arrival" (CTA)
restrictions. For a
high-demand
event weekend,
you do not want
a guest booking
just Friday night,
leaving a
Saturday hole.
The training
must show how
to set these
restrictions at
the rate code
level.
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Reporting
for
Decision
Making

Data is useless if you
cannot read it. A
section of the training
manual should be
dedicated to the
"Reports" menu. Key
reports include:

* Operations
Report: A high-
level view of
arrival/departure
counts and room
revenue.
Daily Statistics
Report: Shows
occupancy
percentage, ADR
(Average Daily
Rate), and
RevPAR.
e Tracing Report:
This is a CRM

11

(Customer
Relationship
Management)
tool. You can set
a "Trace" to call
a guest on their
birthday or to
follow up on a
complaint. This is
a powerful tool
for guest
retention that is
often
underutilized.

COMMON PITFALLS
AND HOW TO
AVOID THEM

No Opera Hotel
System Training
Manual is complete
without a
"Troubleshooting"
section. Here are the
most common issues
faced by hotel staff:

1. The Double
Booking: This
usually happens
when the
"Availability" grid
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is not refreshed
or when a user
bypasses the
blocking
function. Fix:
Always use the
"Blocking" screen
to assign a room,
and never
assume a room is
free without
checking the
grid.

. The No-Shows:

A reservation is
marked as "No
Show" only if the
guest does not
arrive and the
reservation is not
canceled. If you
mark a
reservation as
no-show and the
guest arrives an
hour later, the
system will not

Verify with the
guest's
emergency
contact number
or wait for the
guarantee time
to expire before
processing a no-
show.

. The Split Folio

Error: Guests
often want to
pay separately
for dinner (room
charge vs. cash).
If the server
inputs the room
number
incorrectly, the
charge goes to
the wrong guest.
Fix: Always verify
the guest name
on the screen
before posting
any charge.

BEST PRACTICES
FOR ONGOING
TRAINING

allow you to
check them in
without turning
the "No Show"
status off. Fix:

A manual is only as
good as the training
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program that supports
it. Once you have your
Opera Hotel System
Training Manual
written, consider these
implementation
strategies:

* Role-Specific
Training: Do not
give the same
testto a
concierge and a
night auditor.
Tailor the
training paths to
the specific
module they use.

* Sandbox
Environment:
Create a
"Training"
database. Let
staff make
mistakes (e.qg.,
check out the
wrong guest,
delete a rate
code) without
affecting real

data. This is the
most effective
way to learn.

e Refresher
Courses: Opera
receives
updates. Every
time a new
version or patch
is installed,
update the
manual and hold
a 30-minute
refresher
session.

CONCLUSION

The Opera Hotel
System Training
Manual is far more
than a simple guide to
software; it is the
blueprint for
operational excellence
in @ modern hotel. It
empowers front desk
agents to handle busy
check-ins with
confidence, helps
managers




