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Effective front office communication is the key to improve the cooperation among staffs and guests that facilitate the way of increasing the hotel revenue (Sayin et al., 2019). The front office department is the main area from where all the information has been circulated among other departments according to the guest's preferences. The front office staffs need to ensure the overall front office job and back-office job are accomplished effectively.

What have I learned 
I have learned that front office communication creates bridges among other services to ensure the guest best experience during staying at the hotel. Besides,  the crucial learning from the front office how this department interacts with the guests and create a positive environment while providing information about the services like registering,  managing guests account, personalised guest service and reserving the room (Roberts et al., 2016).

The new skills & knowledge 
While studying front office communication, there are some crucial skills and knowledge that I have gained.  There are three communication process including verbal, non- verbal and para- verbal which I have learned from this module. 

Verbal
Verbal communication refers to the process of communication in which words are used to convey message (Sayin et al., 2019). Besides, there are two types of verbal communication including oral and written which can be used in front office. Oral communication is crucial while communicating with the guest directly. Information like room vacancy, available services have been provided through oral communication. On the other hand, written communication is also the part of verbal communication which can be applied in formal communication like any formal query about personal information about the guest is gathered through written paper. 

Non- verbal
Non- verbal refers to the communication process in which facial expression is the mode of communication (Sayin et al., 2019). In front office area, the guest and front office personal are continuously engaging each other so facial expressions such as smile, eye contact are crucial factor of communication. Positive facial expression and smiling face of the front office personnel creates good impression while communicating with the guest.
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Para verbal communication 
Para- verbal communication defines the process of conveying messages through tone or pitch. I have learned that a front office personal should keep his or her voice tone calm and humble that can help to create positive environment while communicating with the guest.

Inter personal skills 
The following interpersonal skills crucial for front office communication that I have learned from this module:

To be a good listener 
From the lecture, the crucial message that I have received every front office personnel must be a good listener to interact with the guests. Good listening enables the way of effectively identifying the guest's actual needs and their comfort zone (Rabea et al., 2018). The lecturer has focused on that there creates positive image while the guests are finding out that the staff actively listen to their needs.

Frankness 
Frankness refers to the personal quality of being open,  honest as well as direct in speech that can facilitate the way of increasing the effectiveness of front office communication (Rabea et al., 2018). When any complaint has been received from the guest, a front office officer should be honest and open to talk about the reason of creating the complexity. This process helps to retain the guest through solving any crisis. 

Significance of emotional intelligence
The course has highlighted that every individual front office personnel need to nurture themselves to gain emotional intelligence to apply in front office communication. I have learned that how emotional intelligence can apply to motivate the guests to stay in another room while their preferred rooms are unavailable. 

How to maintain the interdepartmental relationship 
One of the significant lessons of this course is that front office personnel must have skills to maintain the relationship among other departments. I have learned that always should be thankful after getting involved with other department personnel. Besides, miscommunication always needs to solve immediately to avoid further conflict (Rabea et al., 2018). 
Improve the ability to solve problems 
Considering the front office communication course, there has been solved some case to gain actual knowledge how to solve the problems while communicating with the guests or other department. Problems solving skill is one of the crucial skills that improves the communication skills and boost the performance as front office personnel. 



The application of knowledge in future 
The aforementioned skills and knowledge will open numerous opportunities while entering professional life. As a good listener, anyone can be successful in their professional life because it helps to identify the actual problems or services preferences (Wong and Lee, 2017). Moreover, this skill can help to solve personal life problems. Besides, emotional intelligence is a crucial part that can apply in the future workplace. While communicating with upper-level officers and lower-level staff, emotional intelligence makes the process easier and effective (Astuti et al., 2018). If I become a leader one day there will be helpful to motivate the team to efficiently accomplish the roles. Furthermore, gaining knowledge about maintaining relationship enables the opportunity to be a good communicator in the workplace as well as in personal life. A good relationship is the key to reach any target. Finally, case solving skills can be implemented in any front office processional related case in the future. 


Personal reflection 
Considering my reflection, this course will play a vital role in my hotel professional carrier. My overall communication skills have been improved after completing this course that enriches my knowledge and cognitive skills. Before this course, I have no idea about the front-office communication and how to interact with the guests and other departments. After completing this course, I have become good at the front office communication areas   As the hotel industry has been improving, there will be numerous opportunities to start professional life as front office personnel. Without this course, it could be quite difficult to get competitive advantages in the job market. Therefore, I am so confident about this course and my skills to become successful in my future career. 
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