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Evaluation of Communication between the Front Office and other departments in the hotel
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Summary 
The front office in any hotel is regarded as the point of the first contact with the customers, and it also happens to be the last contact point. Given its strategic nature and roles, there must be effective channels for communication with other departments. The other departments primarily rely on it to coordinate information from various channels to the right place in order to initiate the most appropriate course of action. Most hotels emphasize on productivity, and the initial steps to achieve productivity are through excellent communication and coordination. 



























Evaluation
This report analyses the various ways in which communications at the front office to other departments are conducted. It focuses on the modes used to ensure the hotel operations are executed successfully.































How the Front Office Communicates with Other Departments
The front office serves as an interface that facilitates the interaction between all departments. It is responsible for communication between the departments in the hotel and also relays messages between certain sections in the department. For effective coordination between the departments, the front office maintains a stream of continuous communication between colleagues, peers, and subordinates. There must be meaningful communication between the front office staff in their department so that they provide excellent services to the customers and other sections of the hotel (Sayin and Karaman, 2019). The departments have unique links for communicating to the front office. Another crucial function of the front office is to portray a good impression of the hotel by relaying the messages of the quests and fulfilling their requests (Agarwal and Garg, 2012). The front office also maintains an inventory of the available rooms in the hotel.

Communication with the marketing department
The front office enables the marketing department to acquire important data on the guests, including guest histories and the details for each guest (Lahap, O’Mahony, & Dalrymple, 2016). It is the responsibility of the front office department to maintain clear records about the guests. Some of the data collected include their visiting frequencies, special needs, and corporate affiliations for each customer. The marketing department uses the guest's history provided by the front office to accomplish various crucial tasks. These include the preparation of customized packages for each guest, segmentation of the customers, and strategic execution of their marketing campaigns. The marketing department also relied on the same data to develop promotions, effectively use targeted marketing campaigns, and chose the most appropriate media for their advertisements. Thus, Communication between the front office and the marketing department requires accurate, prompt, and complete relaying of vital information. Marketing and sales officers in the hotel require accurate information on the number of available of rooms for the guests before completing the process of bookings for special functions (Dzhandzhugazova, Kosheleva, Bondarenko, Nikolskaya, & Gareev, 2016). 

The Housekeeping Department
The housekeeping department also maintains consistent communication with the front office. The departments share vital information, including the status of the available rooms and their condition. This will enable the front office to relay accurate information to the marketing and sales department when they need to complete a booking for a guest (Lahap, O’Mahony, & Dalrymple, 2016). They provide information on the rooms that are ready to be occupied, the ones that are already occupied, those requiring maintenance, and the number of guests who have overstayed (Sayin & Karaman, 2019).  Other vital pieces of information include special concerns such as security, the number of guests in the hotel at a given time, and the amenities required in the rooms such as toothpaste, electrical equipment, and many others, Hap and Mahony, Dalrymple, (2016).   The importance of this information to the staff and guests in the hotel implies that communication from other departments, the front office is extremely important.

Maintenance department
The front office Departments provide clear communication to the maintenance department on the status of each room and the rooms that require maintenance Hap and Mahony, Dalrymple, (2016). In order to handle the maintenance for a room, the department must be aware of the occupancy of the room. This implies that maintenance services such as plumbing, repair of air conditioning systems, and faulty heating appliances cannot commence without the approval of the front office department (Sayin and Karaman, 2019). The web involved in relaying this information implies that effective communication is essential to the productivity of the hotel.

Security Department
Communication from the Security department to the front office is crucial since guest security is of extreme importance. The front office liaises with the security section to ensure that the customer is accorded adequate security (Sayin and Karaman, 2019). They will be able to enhance safety measures, especially the emergency communications systems and fire safety systems. The Security department will also be able to schedule mandatory routine guest room investigation through cooperation with the front office (Lahap, O’Mahony, & Dalrymple, 2016).

Human resource management department
Another department that heavily relies on constant communication with the front office is the human resource management department. They regard this department as the initial contact point with potential employees and may help them in screening the candidates as well as training (Dzhandzhugazova et al 2016). When these departments coordinate effectively, it enables Human Resource Management to hire qualified and competent personnel who will contribute to the success of the hotel. In essence, the front office plays a pivotal role in coordinating all departments in the hotel and relaying crucial communication from one department to the other. Thus, there is a need for efficient communication channels from the front office to other departments for effective operations. 



Ways of Enhancing Communication between the Departments for Optimum Operation
Hotel management begins at the front office because reservations, check-in, and checkouts are processed in this department (Sayin & Karaman, 2019).  Communication with the customers begins when the customer enters the hotel and extends beyond their departure. This implies that effective communication through the front office is vital for maintaining good customer relationships and improve productivity. 

The switchboard operator serves as a vital link between the hotel and its customers (Lahap, O’Mahony, & Dalrymple, 2016). The use of proper language, tone, and having a vast knowledge of the hotel operations is essential for the switchboard operator to maintain effective communication between the departments in the hotel and their customers (Sayin and Karaman, 2019). The operator is responsible for expressing the competency of the hotel while communicating with the customers. Urgent communication between the departments also goes through the switchboard operator. For effective communication, the operator must ensure that the calls are forwarded to the right department immediately (Sayin and Karaman, 2019). The hotel management ensures that only competent people are hired to run the switchboard. 

Communication from the front office involves both verbal and nonverbal communication (Sayin and Karaman, 2019). For communication to be effective, the front office personnel must ensure that they have a high sense of personal conduct, can provide immediate solutions to problems, and have integrity. Other factors that enhance communication from the front office to the rest of the departments effective is the attribute of punctuality, proper etiquette, having a command in the language, and honesty (Agarwal & Garg, 2012). These attributes will ensure that the form of communication between the departments and their front office is accurate and prompt since there are no barriers to communication. Lack of prejudice and having mutual respect also enhances the effectiveness of communication. Several studies have reported that front office staff who are punctual and possess some attributes of a salesperson make it easier for the departments to communicate, thus enhancing productivity (Sayin and Karaman, 2019). 

The departments need to implement several methods of communication to supplement traditional verbal and non-verbal modes. Written communication in the form of memos, emails, and letters has proven to be successful. Information can be effectively relayed between the departments through a single note that will be directed to the right personnel. According to Sayin & Karaman (2019), personal integrity, quality management, and unity are the core measures to implement effective communication. Since the quality of communication is directly related to the expected productivity, the hotel must ensure that the communication channels are effective (Dzhandzhugazova, Kosheleva, Bondarenko, Nikolskaya, & Gareev, 2016). The front office personnel must be continuously trained to equip them with the necessary skills and update them on the trends in the hotel industry. This is because the personnel is expected to have sufficient communication skills at all times because of the unpredictable nature of their job (Sayin & Karaman, 2019). 



Conclusion
The analysis shows that the front office department is the main link between various sections of the hotel. It links the customers to the necessary departments as well as coordinating between the departments to ensure the information is conveyed from one department to the other. Some of the departments directly coordinated through the front office are the Human Resource Management, Marketing and sales department, maintenance, security, among others. Front office personnel ensure there is a constant and prompt flow of data between the departments. From the discussion, the marketing department coordinates with the maintenance departments. Security also coordinates with other departments through the front office. Thus, the front office can accomplish its tasks using various means of communication. These include verbal, non-verbal communication and written forms of communication such as letters, memos, and emails. In essence, there must be effective communication in the hotel through the front office to enhance productivity. 
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