







COMMUNICATION BETWEEN THE FRONT OFFICE AND OTHER DEPARTMENT
Name:Larisa Elena Sabo 
[bookmark: _gjdgxs]Student no:1815217 

Lecturer’s name:Dr Jahanzeeb Qurashi 


Contents
Introduction	3
Significance of Front Office’s Communication	4
Front office communication with other department	4
The way of communication with other department	4
Conclusion	8
References	9



[bookmark: _30j0zll]Introduction
Every organisation there would be a requirement of reception or front office department. In the Hotel industry front office has an important role. It is the visible part in a hotel, whether it is a start- up hotel or renown Hotel. A business like hospitality, the front office administration becomes a vital part of boosts the customer experience. It will help to increase the organisation’s business too. Rosewood London is a renown five- star hotel in London.  It is located at 252 highborn with four blocks. It was constructed between 1912 to 1960. As a hotel, Rosewood London starts its working from 2013. When a guest arrives in Rosewood London, The front desk employees will be visible to the guest. The front office staffs receive the guests and they manage the requirement of the guests as per their requests. It will build the first impression of the Rosewood London in the guest’s mind. A front office department of Rosewood London consists of front desk, unique services, caretaking, Accounting and private branch exchanging system. Every section in the front office has the different functionalities. Communication is a transformation of a word, thought, idea and any information from one individual to another. Communication is an essential part of a hotel industry. Interconnection between Rosewood London’s front office with another department leads into a better outcome.


[bookmark: _1fob9te]Significance of Front Office’s Communication
Front office is liable for interacting with all of the departments of Rosewood London as well as various parts within the department. To run the work of front office and back office as smoothly, front office staffs need to interact with their peers as well as other employees. Within the department, front office staffs have to regularly interact with each other to support the feasible services like managing accommodations, preparing records of guest, maintaining guests account, managing emails of guests, to fulfil guests needs (Chen & Cheng, 2012).	
[bookmark: _3znysh7]Front office communication with other department 
The front office have to maintain better interaction with different departments. The interaction starts when a guest inquires about the reservation and it will continue throughout till the guests are ready to depart. 
The following figure.1 includes the departments where the front office communicates.
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[bookmark: _2et92p0]The way of communication with other department
· Communication with Human Resource Department
Front office is occupied with the Human Resource Experts to conduct the interview, to shortlist the candidates and selecting the most suitable candidates. It is also interacts with the HR team for the training of newly hired employees, Induction programs, the salary of the employee, leaves and dues of the employee and appraisal too.
· Communication with Accounts Department
A front office team has to manage the accounts of guest. They have to act as more accountable. They have to interact with the experts who are in accounting sections of the back office related to payments settlement of guest, dues of guest, current offers available on discounts and proper settlement of coupons. There is also required to maintain the updated status of night auditing with the accounts.
· Communication with the Food and Beverage Department
A better way of interaction between the front office and the food and beverage team is very important. Some of the communication includes reporting of expected house count, on paid-outs for processing requests, form which is used to paying out the cashier’s drawer. While a guest is during the reservation procedure, they ask about food and beverages. Then front office staffs need to interact immediately with the food and beverage section to fulfil the requirement of the guests. They keep a record of particular guests who purchase from the restaurant, coffee shop and bar in the hotel. They convey the special requests from the guest related to food and beverage to the food & beverage section. Excellent assistance helps the food & beverage manager, restaurant manager to fulfil the requirements of the guest. Authorised staff of food and beverage may ask cash to front office authorities to complete the last-minute item purchase. There are paid out guidelines maintains to control paid-outs (Chou, 2014).
· Communication with Sales & Marketing Department
Sales and Marketing department of Rosewood London directly depends on the data about the guests, which is received from the front office. The guest’s details maintained by the front office section are a magnificent origin for categorising the customers, preparing the packages of customer-oriented accordingly. The guest information is a valuable resource for preparing innovative campaigns, designing promotions, creating mailing labels and choosing the right advertising media. The front office employee has to keep the database very accurately. If there would be a requirement of preparing electronics marquees or message boards for promotion then the front office staff would interact with the sales & marketing team for better assistance. The front office makes the first impression as the best one. So they have to take care of better message conveying they are providing to the public. The front office staffs have to fulfil the requirement of guest those who booked the hotel for their meetings, seminar and banquets. Front office staff should be aware of how to pronounce the name of the sales and marketing employees. The front office manager has to instruct all new employees about sales and marketing people’s name and their roles (Melián-González & Bulchand-Gidumal, 2017).
· Communication with the House Keeping Department
The housekeeping and the front office has to interact with each other to know about the status of the room, it will help to maintain the report of the available rooms. That report should be properly maintained, it helps the immediate guest occupancy. Front office staff have to interact with the housekeeping section when a guest is asked to remove soiled t from h accommodation, guests are complaining about any amenities, there is a need of security in accommodation, a guest is going to vacate the accommodation. Housekeeping department works upon the information which is received from the front office. Like the total number of accommodation sold, total number of departures and total number of walk-ins. The timely allocation of the accommodation sell-off assists the housekeeping manager to make planning for leaves of employees. A front office has to depend on housekeeping staffs for any unusual events which lead to violation of guest’s security. The front office manager can coordinate with front desk clerks and switchboard operators to make a call to floor supervisors to check activities on guests floors on a regular basis. Additional guest requirements like towels, extra blankets, soap and shampoo will be received through the front desk but it will supply to the guest through the housekeeping staff (Sucher & Cheung, 2015).
· Communicating with Banqueting
The banqueting department actually joins the functions of the sales and marketing section and the food and beverage section. A front office authority has to provide the details to guest about the event and amount. The front office section & banqueting section have to communicate with each other. They have to interact related to the expected strength of individuals who are attending the banquet. If any of the non-familiar guests reached then they have to show them the direction towards the venue.  Need to post the daily happening events information on the boards. An individual who is responsible for paying the bills for the event will communicate with the front office staff for settlement of their city ledger accounts (Tehrani, et. al., 2019).
· Maintenance Department & Security department
The front office and maintenance department communicates with maintenance services of requested rooms. Maintenance staffs need to be aware of the room occupancy status before they attend to the room. If the room is already reserved then maintenance and front office both have to find another way to get the room to be maintained. A maintains request will be received through the front office from the guest and these request will be communicated towards the maintenance department. A front desk clerk has to maintain the records of repairing schedules so that the guest will be aware of the maintenance time. 
Better way of communication is necessary between the front office department and security department. It will help to provide a better hospitality to the guests. Both of these departments’ works together to keep the guests safely. Regular fire and safety measures and investigations help the system to maintain the Rosewood London as safe and secure(Emiroglu & Achova, 2015).


[bookmark: _tyjcwt]Conclusion
In Rosewood London’s reputation the front office has a vital role. Front office management in the hotel industry consists of reserving the hotel accommodation, registration of the guests, maintaining the accounts of a guest, night auditing and coordination amongst the all sections for providing better services to the guests. A front office department coordinates and communicates with the Human Resource part, House Keeping part, Sales and Marketing part, Accounting part, Maintenance and Security part, Banqueting part and Food and Beverage part. Each of these sections has a unique interaction with the front office staff. Proper and appropriate interaction between the departments is necessary for the smooth operation of the hotel industry. Each employee’s contribution is vital, so there is a better understanding of each individual in a team is necessary. 
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