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Introduction 
The aim of the today’s assignment is to critically analyse the role of the Front Office department having under consideration aspects of how they represent the heartbeat of the hotel. During the assignment there will be theorical frameworks to support such statements that are about to be made. According to the Lords Institute of Management (2017), “front office department plays a vital role in a hotel and it is described as being the face of the hospitality environment”, therefore, the front office department is the department that is in charge of the first impression that is constructed by anyone that enters the establishment. 
One of the main things that will critically describe the front office is based on the front office components that are delivers by SAP, those allowing the customer information centre (CIC) to function as a good call centre. 
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Front office and its real role as a department
Front office as a department has a LOT of responsibilities and duties and this because it considered as being the “nerve cell” of the hotels. One of the main reasons why front office is considered as being the nerve cell of the hotel is because it gets in contact with everyone that is coming in the hotel ensuring that everyone has the comfort a person expects and that everyone is having no issues. However, if the guests are dealing with some inconveniences the main people, they will directly go to are the ones from the front office. 
There are some essential operational functions of the Front Office Department and these are (SetUpMyHotel, 2013): 
1. Guest Registration: This meaning that everyone that is coming must go through registration-related activities such as check-in, room assessment and welcoming. All of this are advised by the front office members of staff which must ensure that all of these are going successfully making the guest thankful. 
2. Guest Service: The guest service is more than important and this because this is the aspect that supports the guests to build impressions of the hotel and honesty facing the employees. 
3. Guest History and records: There must always be records about previous guests with the aim of maintaining their profile, their feedback, their expectations and all these with the aim of sending them to be processed especially for the decision-making activity. 
4. Guest Database: This must include the employees updating the rooms that have been occupied and by whom. In addition to that this will develop and maintain complex database of guest information in term of internal activities as well as external. 
5. Updates Room Status:  This meaning that they are responsible to update the correct status of the rooms such as CI; CO; DNCO; DND
6. Reservation: This bringing important responsibility to the members of staff at the front office and this because this is related to the reservation forms that need to be collected and recorded, related to the rooms that are being wanted and given explanation of their availability. 
7. Postage and parcels: This also requires the members of staff at the front office to give continuous attention to all the requests that are being made within the letters, as well as the fact that they might give attention to the parcels that are coming passing them to the department those are needed for. 
8. Telephone: This function includes the fact that there must be people continuously in charge of the calls answering and this because there is a variety of people calling for potential requests and for potential bookings. However, the people from the front office must ensure that they know all the numbers in case if there is a transfer needed for the person calling. 
9. Finance and Foreign Exchange: This section is linked with the department in charge of the accounting, this having under its responsibility the idea of the collection of the money from the guests when requiring additional services. Also it is based on the exchange for the foreigners and this because they also need services. 
10. Inquiry: This function is considered as being one of the most important functions and this because the members of staff that are at the front office must ensure that there are clear responses given to the guests with the aim of ensuring that everything goes as it should in the relation guest-employee. 
11. Bell Desk and Concierge: This proving that the employee must always be active and respond to the bell desk. 


Front Office Framework 
A framework is “a structure that is conceptual, created with the aim of providing help of guiding for the building or for something that needs a structure for something useful” (Rouse M 2017). Therefore, the hotels are using frameworks for all departments, but when it comes to the front office, they tend to be even more focused on how they are structured. 
One of the main frameworks is the CIC (SAP 2016) is available from the release with the aim of interacting with the customers. There are key components of the front office framework and these are: 
1. Toolbar: This is a component, that is necessary, because it helps the front office employee to link calls between them having under consideration the function of an agent that is required
2. Quick keys: This represent a useful tool for the employees to press especially when they need to transfer calls, this ensuring that there is quick access to those specific departments/ employees. 
 
3. Call State Display: This supports the employee to recognise the active calls and the way they are separated after the needs they have.  
4. Business Object Display: This being a more than important thing and this because it supports the employee to generate the information that is accumulated within the calls easily. 
5. Action Box: This component supports the employee to categorize the transactions that are being made day by day
6. Document Flow: This being the component that is generating the information that is accumulated during the call and links it with potential business components that need to be under consideration. 
7. Scripting: This component includes the creation of scripting; the use of variables such as time, title…; language-based scripting; and specific enhancements of customers, having the aim of supporting the agent with reminder scripting while process its call. 
8. Logging: This component is used to connect everything to the agent with the goal of processing the calls. 
9. Computer Telephony Integration: The CTI is one component that is doing thing indirectly from the background, but which, however, does not contain any considerable elements. 
10. Call Centre: It is also a component that runs in the background of the framework, but it does perform, comparing it to the information of all the process that are incoming and outgoing through the call. 
11.  Call-back Categories: Within this, specific agents are having the responsibility to schedule other calls within some of the guests having the aim of discussing in details such aspects or the aim of providing clear information that is currently unsure or unknown. 


Critical Analysis of the Front office
Having under consideration that the front office is the nerve cell of the hotel; all the employees must ensure that their guest services skills and abilities are impeccable offering the best services as possible (Bardi, 2006). 
[bookmark: _GoBack]Therefore, considering the statement mentioned above, it is vital that the employees are well-trained and check continuously to see the way they are treating the guests and what is influencing the feedback they are providing. In addition to that, if the employees are not hardly working to show compassion and commitment towards the guests and they are representing a personality that is working just because they have to and not because they have the pleasure to, the guests will feel uncomfortable and this is the opposite from the way they must feel.
One of the main criticisms to make against the front office employees generally is that they are not showing enough empathy and they do not show enough interest in order to attract the guests and in this way bad feedback may appear (Robbins et al. 2001 p.27). 

Conclusion
As a conclusion the main thing to mention is that the front office plays a vital role in hotels and this because of their roles, which everyday are either bringing advantages of disadvantages to the hotel. The advantages through the front office working are brought because of the services they offer either directly face to face or indirectly online/ at phone. In addition to that there are specific theorical frameworks that are supporting and covering many aspects of the front office. One more thing to add is that there are specific frameworks that are strategically designed to improve the way the employees are working making everything even more structured and organised. 
Another important point that need to be made is that there are also negative actions that could occur if the employees are not doing their work in the way they should, and this means that if the employees are not showing their abilities for commitment they will never successfully attract the guests. 
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