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INTRODUCTION
Within the today’s assignment the front office department will be described and analysed having under consideration the idea of it being the most important department in the hotel environment. To do this, there will be a list introduced in the assignment to provide a clear explanation of everything that is happening, especially the report within the guest which is the most valuable thing in a hotel and in guest satisfaction as well. 
Because the front office department includes the front desk as well, the relation within the guests is very important, this suggesting that there must be people with very well-developed capabilities to provide services using aspects such as smiling and helping on time to ensure that the guest is being thankful for the services (Wilbanks J. 2001). 
Therefore, through the essay a clear representation of the front office will be provided including additional information about the way it works as well and how the members of staff are cooperating one with another to ensure the guest satisfaction. 
Front Office- The nerve cell of the hotel 
As mentioned in the introduction, the front office department includes the front desk as well, the front desk is very important because it is the place that gets in contact with the guests continuously. There are specific features that are supporting the front office to be defined as the “nerve cell”. Some of the things that are supporting this are the guest reservation, registration of new guests, recording of the guest data, give keys to the guest, solve their issues all the time, communicate with them to offer the best deals and products, keep the system that represents the availability updated and they do also keep contact with the house keeping employees to check the room status to see if it is ready for the new guests to go there. 
The importance of the guest interaction-Front Office
The guest interaction is important and this because “all the employees are dealing with guest interaction at the front office, this being a key activity especially at the front office” (Nestor M. 2018), therefore, they must be capable to handle all the guest’s requirements, complaints, issues, feedbacks, everything. 
As an extra information about the interaction with guests and relation with guests there is a specific person in charge of the relation within the guests and this is the GRE (Guest Relation Executive). As mentioned before, its role is “to deal with each guest especially when it comes about its request and queries” (SetUpMyHotel 2020). In addition to that the GRE has a variety of responsibilities that are supporting the hotel to build good relations with the guests, thing that will advantage the hotel itself as well, especially when it comes about the profit, the reputation and the statistical state of the hotel in terms of tourists coming in the hotel. 
The profit of the hotel in relation with the front office is very well pointed and this because of the upselling that the employees at the front office must work for. One example, “It may sell two rooms instead of one offering to the guest a good deal that may be profitable for the hotel” (Lords Institute of Management 2018), having this in mind, it is clear to realize that the front office is cooperating to the profit of the hotel. This aspect also makes the front office be the nerve cell of the hotel and this because if the profit of the hotel is not maintaining or even kept improved all the time, the hotel has no chances to grow as a business. 
The reputation of the hotel also is influenced by the services that are provided at the front office and this because if they are using their skills effectively it will be easy for the guests to build an impression and if the impression is positive then the guest will spread the feedback to others saying that their experience at the hotel was good. In this way, online feedbacks will be left as well attracting other people to come as well. This also matters when international tourists are planning to come in the hotel as if they are always guiding after the feedback of the hotel, the price and the way it looks. 
When it comes to the statistical state, it is also very important and this because it supports the employees to have enumerate if the numbers of guests have increased in a period of time or if they did not. In case the number of guests has decreased, they must think what is going wrong and why, in this way they will successfully manage to keep the statistics looking better. 
All of the three mentioned above, are things the members of staff could use when thinking what is their aim. For example, the profit, the reputation and the statistical state are key aspects in the hotel and if the front office members of staff manage to keep all these up, they will successfully keep the role of working in the most important department in the hotel. 
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Advices for the members of staff
All the managers are always looking after strategies and methods to use when guiding the members of staff. Some six key things the managers are saying to their subordinates are the following (SmartGuests 2019): 
· Empathetic and Caring: This is because some of the guests may not feel the best when arriving especially if they had a long way travelling therefore, it is important that the members of staff are treating them with patience and compassion and care in order to ensure that at least the hotel will be a comfortable place to have some time to relax
· Willing to Go Above and Beyond: This suggesting that they must never limit themselves to only what is mentioned in their responsibility list. For example, if they have the opportunity to do a job for a guest, if this is what it would make it happy why do not try it. 
· Ability to anticipate guests: Within this advice, the managers are suggesting that the employees at the front desk must always be capable to recognize what the new guests need in terms of the products are about to be outlines as well as some additional services. For example, if the guest looks tired, the employee at the front desk could advise it to get an additional leisure activity such a pool or spa access, which will help him to treat itself. 
· [bookmark: _GoBack]Engaging and Inquisitive: Within this thing, the employees must have the ability to cooperate with guest especially when they must have open discussions with them. The communication with the guests is a key thing when outlining the professionalism of the hotel. In addition to that the employee must also be able to communicate with the guest asking questions about the services that are being provided, this meaning that they will request feedback indirectly. 
· Calm and Composed: It is vital in a department as the front office to be calm and composed and this because, sometimes things could go out of control especially because in some periods of the year hotels are getting busier and the handling of stress is more than just important in providing the expected services. 
· Always smiling: A smile is the most valuable key thing when holding conversations with guests and even when serving them and this because sometimes, a smile on your face could bring a smile on the guest’s face. 

Conclusion
Having in mind everything that has been mentioned through the assignment the most important thing to say is that the employees are hardly working to achieve everything that is needed to provide the best to the guests. Moreover, they are following a lot of advices and a lot of instructions that are given by people with better positions and even if they might not be always ready to face such situations, it is part of their job to be able to deal with any type of situations as long as they are in the hotel’s interest. 
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