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Healthy communication is the foundation of building trust and cooperation among guests, staff members and management. Communication between front office and other departments determines if guests stay or break their stay. The front office is responsible for selling accommodations in hotels hence a main driving force to generate revenue. Denney (2018) indicated that communication between front office and departments should be positive and vibrant. Getting the front office and other department to work successfully, staff members should communicate with their subordinates and colleague.  Communication allows staff from the front office to offer the best services such as handling mails for guests, personalizing services and reserving accommodation. Therefore, this paper focuses on how the communication in front office is effective for hotel operations. 
The current age is dominated by electronic communication but in the hotel industry, skills in both verbal and non-verbal communication have to be well executed. For people working in the reception area, face-to-face, telephone and email communications are commonly used. Good communication skills for the hotel industry enhanced guest experience which results to customer loyalty thus leading to successful business (Verčič, Verčič & Sriramesh, 2012). It is important for managers and employees in the hotel industry to get training on effective communication. Hotel managers ensure effectiveness with their ability to communicate how things should be done. Once everyone in the organization has sufficient information, it becomes easy to improve organizational operations. This helps encourage constant improvement and innovation from the lowest level of an organization to the top hence keeping employees motivated.
[bookmark: _Toc25659550]2.0 Front Office Role in Interdepartmental Communication
Kasavana (2017) acknowledged that the front office has a pivotal role in the hotel industry when it comes to delivery of guest hospitality. The front office is the center stage of making hotel visits pleasant or unpleasant. It is from the front office that visitors get enough information since they are unfamiliar environment. Requesting for information starts from front desk clerk because the employees are the first visible contact since they are considered to have sufficient information about the organization’s activities. Front office employees are the heart of the organization and how they respond to guests’ information request on location, public transport and special events shows the level of preparedness in their role. Managers of front office are usually expected to collect enough information that will benefit guests. They are also required to be active in developing processes of disbursing the collected information from the front office. 
The relationship front office manager has developed with other department managers is important in collecting information for guests. The communication process is part of personal relationship development, but should not be entirely depended on in relaying current and accurate information. 

[bookmark: _Ref25639237]Figure 1: Front Office as the heart of communication between departments
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Source: (Zilva & Wong, 2012)
Figure 1 shows interdepartmental interactions with the front office. As it is, the diagram illustrates the existing communication lines between different departments and the front office. The line of communication depends on the direction every department should follow in providing hospitality services in terms of safe environment, table services, proper operation of equipment. 
[bookmark: _Toc25659551]3.0 Interactions between Front Office and Other Department 
This segment will concentrate analyzing on communication role between from office and different departments. The point is to identify possible communication issues and trace their sources, do an analysis on the communication system to offer approaches that can enhance communication. The departments that the front office interacts with include housekeeping, human resource, marketing and sales, security, food and beverage and maintenance. The front office is the communication liaison for other departments when it comes to provision of guest services (Zilva & Wong, 2012). For each department, there is a unique link of communication with front office employees given that they are the voice and face of the organization. In order to connect with other department, guests approach the front office to get directions. In this case, hotel departments are reviewed to grasp knowledge on the role the front office plays with regards to communication. Figure 1 clearly shows front office as the heart of communication activities. Front office employees have to know the departments to direct their guests for assistance. They learn this through in-house training programs concerned with hospitality delivery to guests. However, this paper mainly focuses on foods and beverage, housekeeping and marketing and sales departments. 
[bookmark: _Toc25659552]3.1 Marketing and Sales 
This department highly depends on inputs by the front office about guests. The front office department is responsible for compiling guest history which is a good source for customer segmentations, planning and executing campaigns and preparing packages that are customer-oriented. The staff in the front office contacts the department of marketing sales when in need to prepare message boards used for promotion (Bardi, 2011). A banquet manager, front office employees, and assistant managers are in charge of reviewing the daily and weekly functions of the board. These employees are required to learn about associations and backgrounds of organizations and people staying and conducting business with the hotel. However, in case a hotel hosts an event, cases of miscommunication can arise if marketing and sales department fails to coordinate with the front office. 


[bookmark: _Toc25659553]3.2 Housekeeping 
The department of housekeeping keeps in touch with the front office on details about availability of rooms and room status for immediate occupancy by guests. The room status of housekeeping is described in terms of ready or available clean room for occupancy and occupied. Issues of security, guests’ complains about amenities and room service, readiness of the rooms, and room cleanliness are reported at the front desk (Szende & Reddy, 2017). The front office staff communicates the noted problems to the housekeeping department to make appropriate adjustments. The department of housekeeping depends on the front office staff for information such as departures, accommodation numbers, no-shows, stay-over guests and walk-ins. If this information is not conveyed on time, housekeeping managers will not be in a position to plan for guests stays and even plan for personal leaves for housekeeping employees. 
[bookmark: _Toc25659554]3.3 Food and Beverage Department
It is essential for front office and the department of food and beverage to communicate. The form of communication is transfers showing charges of guests’ account. Communication also entails giving reports on house count predictions, estimates on number of visitors and processing pay-out requests. Restaurant department managers find this information useful so as to meet public demand. Supervisors in this department depend on house count predictions from the front office management so as to predict and schedule sales (Espino-Rodríguez & Gil-Padilla, 2015). For instance, when working on breakfast shift, the supervisor needs to know the number of guests to determine the number of servers. Similarly, computerized cash registers and point-of-sale terminals are interfaced with property management systems and guest information is posted to guest portfolio on payments and charges automatically. Lack of such terminals in a hotel leaves the front office staff in charge of ensuring accurate charges on guests’ portfolios and also depends on transfer slips (Ibid). This means that the auditors’ job becomes easier if the front office department prepares and posts the transfer slips accurately. 
[bookmark: _Toc25659555]4.0 Recommendations 
It is not just a matter of preparing communication tools to help in sales predictions and staffing control. The front office should make sure that the communication tool is timely and accurately prepared for the marketing and sales department to use in sales predictions and staffing control. Similarly, the front office department management should make sure that initial contacts of guests are professional to focus on any upcoming events. Weekly meetings of the front office staff is recommended to give marketing and sales director a brief synopsis of expected guests. This is the time the marketing and sales department can note the guests’ special requests such as VIP treatment (Walker, 2012). The front office should timely distribute accommodation sales from marketing and sales department to the housekeeping department to make plans on room preparation and even plan for personal leaves for employees. The management of front office should closely work with food and beverage department to develop operating processes and standards of completing charges transfer. 
[bookmark: _Toc25659556]5.0 Conclusion
The front office department in a hotel is the soul of coordination between departments with the help of good communication skills. Requesting for information starts from front desk clerk because the employees are the first visible contact since they are considered to have sufficient information about the organization’s activities. The level of organization’s preparedness is dependent on front office services. It is upon the front office staff to gather information from all departments which can be done through interdepartmental communication.
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