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Introduction
The purpose of the report is to give a variation of information about the front office as a department and discuss why it is seen as the heart of the hotel. Therefore, to ensure that there is a clear description of the front office department, functions and definitions followed by explanations will be included.
As a department, front office is defined as being “the main cell of the hotel propriety having some other secondary departments including front desk” (Kulshrestha A. 2018), as a result, the front office has a massive importance in the hotel facing the guests.
The front office has a lot of important things that must done under their responsibility to provide advanced services and to prove their professionality when it comes about organisational skills and customer service skills.
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The importance of front office
As mentioned in the introduction, the front office is a very complex department having a lot of responsibilities, this suggesting that it needs capable and experienced members of staff. There are a variety of reasons why the front office as a department plays a vital role, some of the reasons are: 
· It is the first and the last department that is seen by a guest
· This is the place where the first impression of the hotel builds 
· It aids everyone that needs to make choices related to the hotel 
· Based on the way the services are delivered, the halo effect will shape in, influencing everything that the guest thinks about the hotel
· It is critical in ensuring that the guest’s experience is enjoyable, relaxing and comfortable 
· Carries special duty when having discussions with the guests, ensuring that their issues are being solved. 
· It must recommend products and additional services to the guests in a smooth way, so the guest is not feeling uncomfortable 
· It is the department that supports the hotel in terms of push ups facing the COMPETITION. 
All the mentioned aspects are just some of the things that are making the front office the most important department. In addition to that having under consideration the above information, the most important thing to mention is that the front office must always keep the step with everything, and “it must always ensure that continuous improvements in terms of performance are made” (Raymond K.S. 2000). Performance is also important because of the fact that people will always expect to find the “best” and you, as employee in charge of the department must be confident with everything that is done in the hotel and also you must be confident with the idea that the guest will like what it finds in the hotel. 
Another reason why performances at the front office are important is because of the continuous “marathon with the competitors which could improve their services within seconds affecting the way the hotel works” (Hampton M. 2003)
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The Front office within the guest services
The employees at the front office are playing an important role and this because they all must have necessary skills. The “skills are abilities that are accumulated by personnel in time” (Martin R. J. 1998). Some of the skills that are needed in order to achieve “success at the front office are: communication, listening skills, composure, problem solving, friendliness, organisation, sales, teamwork”, (Doyle A. 2019). 
· Communication skills are critical in the front office, especially at the front desk and this because they are continuously speaking with the guests and because the communication skills are needed “to understand and to be understood” (Beqiri G. 2017), these are more than just necessary, they are vital and sometimes they can help such situations to get better. 
There are some other secondary types of communication skills that need to be well-considered by all the employees, these are: 
¬Verbal communication (your voice)
¬Visual communication (images, graphs, maps, infographics)
¬Non-verbal communication (body language; eye contact; gestures)
¬Written communication (books; letters; emails; social media)
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· Listening Skills are also important, and they are very well linked with the communication skills and this because when a person is speaking with you must be able to listen actively.  These are also important because at the front office you must have the “the kindness to strangers and convert it into the relationship process” (Johnstone A. 2010)

· Composure, is the skill that must always be used to develop the guests in the way you want them to be and also it is the skill that allows you to serve more than just one guest at the time, This outlines the multiple activity at once. 
There are also some secondary aspects linked with the composure and these are: 
¬Multitasking 
¬Flexibility
¬Professionalism
¬Professional Appearance
¬Stress Management
· Problem Solving skills, are the ones that supports the employee at the front desk to respond actively to the guest’s issues without having any issues within confidence that can affect the situation even more. Some of the guest’s issues may be major and the employee duty will automatically be to find quick solution to help the guest to solve its issue. 
Some other skills linked with the problem-solving skills are:
¬Analytical skills
¬Creativity
¬Resolving Complaints 
¬Customer Service 
· Friendliness skills are mainly necessary because of the fact that the front desk is the first place the guest gets in contact with and if the friendliness skills are developed, the guest will build a good impression about the hotel, this impression being kept until the end of the journey at the hotel if the employees keep showing the friendliness facing the guests. 
The secondary skills of friendliness that are necessary to construct them well are: 
¬Courtesy
¬Enthusiasm 
¬Energy
¬Compassion
· Organization skills are important because the employees at the front office always need to get done plenty of things and they must be capable to have everything organized and to know where things are. If the employees are being organized, they will prove their implication for the job demonstrating to the guests the passion for the job. 
Skills related to the organization skills are: 
¬Attention to detail
¬Efficiency 
¬Time management 
· Sales are the skills that are pushing the employees to promote such new services and products as well as new deals, attracting the guest to upgrade its chosen offer. Also, within the encouragements made facing the guests, the employees are increasing the profit of the company as well as the guest satisfaction at once. 
The skills related to the sales skills are very important into the development of the sales skills and these are: 
¬Communicate sales and promotions
¬Promote services 
¬Mention customer programs 
¬Provide details about the hotel service 
¬UPSELLING
· Teamwork skills are the skills that are supporting the employees to develop capabilities in working with others effectively. Therefore, because at the front office are multiple departments and roles, everyone must be able to work one with another in the hotel’s interest during transferring data, when doing the reservation process, when updating such things in the system and many other things. 
Therefore, the skills related to the teamworking are: 
¬Integration
¬Cooperation
¬Leadership
¬Team management 
All the mentioned skills above are necessary for the employees to work having the same interest of maintain the front office as being the most effective-working department, bringing advantages to the hotel no matter what, Therefore, if the employees are not meeting the requirements of using those skills the hotel will decrease as a business and this will have as a result no enough profit. 

Conclusion
As a result to everything that has been mentioned throughout the assignment the main thing to mention is that everyone plays a massive role in the front office, and following that the front office as a department is the most important department in the hotel and not only because it is considered as being the nerve cell of the hotel , but moreover because everyone is working as hard as possible to ensure that everyone is enjoying its time and that all the guests are being satisfied with the services that received. In addition to that, each and everyone of the employees must ensure the achievement of using the skills mentioned in the assignment and this because if the skills are not effectively used, the hotel will face issue which then will highly affect the hotel and its development as a business. 
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