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Communication at the front office
I will describe the concept of communication at the front office related to the hospitality industry in the following Learning Log in order to highlight the personal knowledge I have acquired during the class. I found this subject challenging because as using communication on a daily basis I have realized how important it is within the hospitality industry and how much it can influence the whole businesses success.
Communication is the most common used skill while an individual is aiming to accomplish a goal. In our case, the communication between the hotel staff, more exactly the front desk officers and the guests is vital in delivering great services and have happy guests at the hotel.
Being able to communicate involves numerous stages such as listening the piece of received information, analyzing it, making the right decision and last but not least, giving an appropriate answer with a positive attitude. (IDS Softwares, (2021)
In many cases, the attitude of the front desk staff is important while delivering an amazing experience to their guests and for this reason, the staff should appropriately use gentle and nice facial expressions. Creating a friendly behavior will allow the guests to feel more relaxed and get rid of their tensions based on any reasons such as long time travelling, personal issues, stressful situations. This kind of expressions make the guest feel more comfortable and at the same time, to feel safe and respected. (Experity, 2016)
Being able to read the facial expressions and body language of the guest is also part of the effective communication at the front office as it was discussed during the lessons related to this subject. A good receptionist will be able to identify the state of mind and attitude of the guests and in case it is irritated, it has to adapt to the situation and come with a solution that will have a positive impact on the guest’s behavior. (Matsumoto, 2021)
The power of word was a topic spoken about during the classes and I have realized after further reading that the right words said at the right time can save or change a situation in a positive way very easily. For example, one of our class mates have discussed about how the receptionist at the hotel he was staying changed their whole view own the hotel just by treating them with calmness and kindness in a very critical situation, after a heavy earthquake and tsunami alarm. (Giannotti, 2019)
Both the good and the bad moods of the hotel’s guests are directly reported to the front desk office department so, for this reason, the staff should be prepared how to adapt and act in any kind of situations. If the guest is upset that their room is not tidy enough, will call the front desk office and the employees should be able to communicate properly and professionally with the guest to make them calm down and further call the cleaning department, report the issue and find a rapid solution so the guests can be satisfied but still have a good opinion about the hotel. (Revenue Hub, 2021)
According to what I have read on the internet, there are some tricks in communication that the front desk officers should adopt in order to maintain a good image of the hotel. In case any of the hotel’s guests will report something negative, the staff should give them bonuses such as a free daily pass at the spa or gym, sending a dessert in their room so the guest not feel so irritated and change their behavior towards the front desk staff. (Gibson, 2015)
The ability to be multitasking at the front desk office is another important aspect that should be discussed as it implies communicating with the guest and at the same time collecting information, proceed the check-in or delegating a room based on the guest’s preferences. As the phone usually rings very often, the staff should be able to communicate effectively in a reasonable timeline in order to be able to do the other tasks also but keep in mind every detail from the telephonic conversation. (Legros & Koole, 2020)
In conclusion, as students we need to be aware of the skills that we need to acquire in order to be successful in the hospitality industry and start planning our skills acquiring journey so we can have better chances to get a job in the field. 
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