Page | 2








Student Name :Ionut-Mugurel Dragoi
Student Number :1816332
Assignment title : Component 2
Module title : Front Office Operations
M4X01920_BIRM
Module Lecturer’s Name :Jahanzeeb Qurashi












Analysis Report Front Office 
Department Communication






Table of Contents
Part2 A	3
Communication Tools	3
PMS	4
For Example	4
DECT Phones	4
For Example	4
Mobile Device-Based Walkie Talkie	4
For Example	4
Part2 B	5
House Keeping Report	5
For Example	5
Shift Audit Report	6
For Example	6
Reservation Report	7
For Example	7
Budget/Forecast	7
For Example	8
Conclusion	8
References	9




[bookmark: _30j0zll]Part2 A
Prepare a report by analysis of how communication between the front office and other departments of a hotel to execute operation successfully.
Effective communication plays a very important role in any workplace or environment but many people believe that it is a key quality of hotel manager and staff. As front office desk would be the main player who can clearly and effectively communicate with the other departments and guests of the hotel. In the recent age of electronic communication, we should not forget about the importance of non-verbal and well-executed verbal skills of communication in the field of hospitality and hotel industry. Be that the face-face in the reception of the hotel and email to the guest or the mobile phone or telephone conversation with the prospective guest. 
Excellent skills of communication would enhance the experience of the guest as it shows that hotel management is listening to them and valuing their response, opinions, suggestions, and feedback and conveying the messages. This may lead to customer loyalty as the business is increasing and eventually the hotel can achieve more and more success. Listening to the employee is a key point which every hotel required to follow and these rules for that who are dealing with the customers and guest on the regular and daily basis, but they should listen as it is very easy to hear but not listen. When they listen then they can understand what other people would be saying and can react in such manner i.e. meaningful. 
As communicating in the meaningful would not be necessary as it requires natural skills and it is very critical for managers and staff so they should be trained to communicate effectively and efficiently. Effective managers of the hotel can develop the ability for low communication and how or why things would be done. Once anyone knows why things would be done then they can easily improve the position and understand how things are managed and done. This can encourage motivation, innovation, and improvement consistently from bottom-up and cannot be presenting information and process simply from top-down and assist to keep encouraged and motivated. 

[bookmark: _1fob9te]Communication Tools

The different hotels used different communication tools for external and internal communication. These tools help to make communication efficient. Some of the communication tool used in the hotel are listed below: 
[bookmark: _3znysh7]PMS 
The first property management system in the hospitality industry introduced in 1980. The PMS help hotel staff by automate most of the daily operation. This system replaces the manual work and mostly operation automatically performs. It also provides online reservation of room so guest easily reserves a room online. The property management system expands its functions with the help of cloud computing. In the future, it will provide many other features like guest-facing features, online room checkout, online room check-in, and guest staff communication. 
[bookmark: _2et92p0]For Example
If the guest who wants to visit a hotel for one night will easily reserve the room for the night online, he also pays bills and clears all dues online with the help of a property management system. 
[bookmark: _tyjcwt]DECT Phones 
It stands for Digital Enhanced Cordless Technology this device is work on landline phone lines. Its range is depending on the device which is very device to device. The standard maximum range in 300 meters. The range of DECT depends on many factors like radio interface, obstacle, and climate. This tool is used as an intercom, this is best for internal communication within the building of hotels. 
[bookmark: _3dy6vkm]For Example
If the front desk office wants to communicate with the house-keeping department to know about room status than they use the DECT tool for this communication. 
[bookmark: _1t3h5sf]Mobile Device-Based Walkie Talkie
This is the latest app with a modern feature, the walkie talkie app enables the different departments of a hotel to use smartphones as a walkie talkie. This is much similar to the radio walkie talkie. This app work in Wi-Fi, it used on many devices at a time. This walkie talkie provides benefits to hotel staff because during work the staff members only need to carry one device. This design of this app is compatible with all phones. 
[bookmark: _4d34og8]For Example 
The front desk office communicates with the sale and marketing department to get the report of guest reservations through a walkie talkie app by just use this app on smartphones. 

[bookmark: _2s8eyo1]Part2 B
How do they ensure that these communications are effective for the hotel operation?
The hotel management and different departments of hotels perform daily operations by communicating with each other because all department is dependent on other departments to complete their daily operations. Just like the front desk office communicate with the housekeeping department to know about the status of the room because it is important to know which room is available for reservation. Food and beverage department create a report by estimating future reservation by taking hep form current activities so this department communicates with other departments to know about the current activities of the hotel and estimate future reservations. 
[bookmark: _17dp8vu]House Keeping Report
In house-keeping reports shows front desk status and house-keeping status and unit type. This report helps the front desk office and house-keeping department to get information about room status. Before the reservation of the room, the front desk office should know about which room is clean and available for reservation. This report helps the house-keeping department to know about room status in which rooms are being check-out and need to clean so they change bedsheets, towels and other necessary things and ready room for the new reservation. 
[bookmark: _3rdcrjn]For Example
[image: ]
[bookmark: _26in1rg]Shift Audit Report 
The shift audit report includes information about payment methods and transactions sold by categories. The purpose of this report is to check and balance cost sources and revenue. This report should include cashier ID, payment breakdown and department breakdown. This report solves accounting problems. The shift audit report should be created daily if the hotel department does not focus on shift audit reports then in future hotels face accounting problems. 
[bookmark: _lnxbz9]For Example
[image: ]
[bookmark: _35nkun2]Reservation Report
The reservation report also creates daily by a front office desk. The reservation report shows reservation details daily. In this report hotel staff also mentioned the reservation that cancels on that day. This reports based on guest name, reservation date, reservation ID, check-in date, check-out date, room type, and room number, etc. This report keeps the records of all reservations and hotel management easily check reservation history if needed. 
[bookmark: _1ksv4uv]For Example
[image: ]
[bookmark: _44sinio]Budget/Forecast 
On other hand, a hotel should increase the transparency around the communication by sharing sales figures, goals of company and management decision along with their reasons as they would go along with balancing the control and develop the trust among the staff and employee of the hotel. Involving staff in the open conversation and goals with reasoning can assist to provide a sense of belonging and engagement is encouraged across the whole company. As from research, 88% of the employee who can know about their company transparent value of corporate would increase the engagement. Tools adopted for employee communication would be secure, effective and secure between the management and hotel staff as this can allow for the important announcement to be sent and segment to the employee right groups at right time along with facilitating the engagement in the daily operation of the hotel and for its guest. Managers should treat internal communication as a profit center instead of expense and by continually investing to make it more efficient and effective, inclusive and engaging it can provide compelling Return on Investment (ROI) in both the bottom line of the hotel and employee retention.
[bookmark: _2jxsxqh] For Example
[image: ]
[bookmark: _z337ya]Conclusion 
The communication is very important in the hospitality industry because different departments of hotels perform daily operation and o perform these operations, they need information from other departments that’s why all department communicate with each other to make the operation successful. The hotel management should provide a platform to the hotel department where they efficiently share data without any loss. Without communication the hotel department not able to generate operational report because all department relies on each other. The hotel should provide a platform to the guest where they communicate with hotel staff and share their problems. Get feedback from guests about hotel services and hotel management should improve their services according to feedback. 
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Shift Audit Report

Category: F&8
tem: Coca Cola
Room Number ‘Guest Name. Time of Transaction Total Price
101 Mr. J. Daniels 08:00am 624
521 Mrs. G Ale 12:15pm 899
a subloal:  $1528
tem: Corona
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‘Room Number ‘Guest Name Time of Transaction  Total Price
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4101 Ms.K Hula 2:16pm 21145
Subtotal: _ §317.23
Payments:
L
Room Number ‘Guest Name. Time of Transaction  Total Price
101 M. J. Daniels 803am s31.02
o Cash Total: $31.02
L
‘Room Number ‘Guest Name Time of Transaction  Total Price
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