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Introduction Learning log for Front Office Department 


The Front-Office service is very important because it is at the customer / public interface.
 It is the image of the company / hotel, and for an organization of considerable size, the Front Office department needs a large staff but also well trained.  The organization of the activity of a hotel unit is the expression of a managerial policy, considering
 type, capacity, and classification category of the hotel.  Starting from the concept of hospitality, the organizational structure must ensure the achievement of objectives, namely meeting basic needs: shelter and food, imposed by the status of tourist, as well as other needs, desires, preferences of guests, at a high quality and in conditions of economic efficiency.  These considerations required the configuration of the two specific departments of a hotel: accommodation and catering, which provide basic hotel services. As a front office manager your department is the first and last impression that a guest has about the hotel so it is your job to make sure it is a good one, managing and training the night auditor's concierge and reception team, troubleshooting emergencies, scheduling staff rotation are just some of the key responsibilities.

This learning log for front office department of the Marriott Swansea hotel, I will describe the experience what I had in the front office, what I learned, what I am feeling the evolution of the experience analysis and conclusion about what I learned I use methods of Gibbs G (1988) Larning by Doing: Guide to teaching and learning methods. 

What is front office, or “Front of the House” is the first department of the hotel which comes in quest contact, at the time of guest arrival and the last department when they depart from the hotel.
What are the front office roles? Reservation, guest service, check-in, check-out, telephone, finance cashiering, foreign exchange, room assignment, inquiry.


Description of the experience. 
A key role of the front office staff is to present to guests the many types of accommodation and facilities offered by the hotel encouraging them to use them during their stay.  Working in the front office department give me the opportunity to talk and meet a wide range of people which was a valuable learning experience for me.  I learned how important it is to maintain communication with the housekeeper, food and beverage or kitchen departments to ensure the highest level of service for guests. 
One more significant aspect is to make reservations for guests at local restaurants, or to inform about local entertainment places or attractions in Swansea as well as arranging taxi or transfer services when requested by customers.  Another essential aspect was the provision of information about rooms, rates and what are the hotel facilities in the Marriott Hotel.
 Another important aspect is the answer to external or international telephone calls, as well as from registered guests but also the keeping of a record of each call for later reference. Front office department is the team that ensures a proper reception of customers in the hotel. For example, check out is at 12:00 but Gold members have a guaranteed late checkout at 14:00, Platinum, Titanium and Ambassador Members have until 16:00.

 It is the department responsible for the promotion and sale of hotel services.
The friendly response and handling of guests is the duty of the people who work in the hospitality industry (Foster, 2009).
  Front office is the department that communicates as efficiently as possible with the heads of other departments in the hotel, an interpersonal communication.  interpersonal communication, in the unit includes the knowledge of and skills necessary for the head reception to communicate as efficiently as possible with the bosses, with the staff, with colleagues from other departments, with customers, with partners, with visitors.  communication in a foreign language, very important to know a foreign language, to be able to transmit information or to have a discussion
Front office is the place to establish the client's first contact with the hotel.  Despite any trends and attempts to diminish or change the role and place in the economy of the hotel business, the front office remains the centre of customer interactions with other departments as well as inter-departmental relations. 
 What obligations do you have in the front office?
- the obligation to present oneself impeccably, personal hygiene, uniform attitude, perfect manners must outline a pleasant image that reflects a good education and training. 
- you need to know the product you are selling single, double room types, depending on the number of beds, room rate.  the situation of hotel occupancy. 
- booking policy (guarantees, cancellations, penalties). Accepted payment methods (card, cash payment).
I learned at the reception the skills and knowledge you need for this role in the front office including customer service, communication and problem solving
Feelings and thought about the experience in the front office. 
I love to get connected always with the quests. Gets chance to learn lots of things and love to do work to make always satisfy.
Evaluation of the experience good and bad. 
The personal of the front office have a friendly attitude. The experience from working in the front office was good and the staff was helpful, and they helped me a lot during my placement. 
I don’t have any bad experience to the front office department to hotel Marriott.
Analysis. I analysed the level of satisfaction of the guests in terms of the quality of services in the front office department of the Marriott Swansea Hotel. 
 As many hotels appear, companies are required to improve the quality of services in the front office department to achieve customer satisfaction.  
 
   Although in general the services of the Marriott Hotel are good, but they also have some shortcomings such as the PMS operating system opera [version 5.6.15.13] which at one point no longer worked (this meant that guests could not be accommodated for one hour) check in is an obstacle that does not contribute to improving quality services.  therefore, the IT problem was solved, the situation of finding ways to improve the quality of services at the front office was analysed.  although guests were satisfied with the service at the front office the results are from the reviews on the Marriott hotels website.
Conclusion and suggestion. 
Conclusion 
Front office department is on of the most important department in a   hotels industry. department divided into many sections such as reception, reservations online, telephone and concierge.  Each section has an important role in the front office department.  One of the important sections is quest relation officer supervisor which has responsibilities for handling VIP quest groups.  Him or her must handle the quest complains quickly and accurately.  Him what was for example in the Marriott Hotel Bruno prepare welcome letter, welcome drinks, fruit baskets for members gold, ambassador, or platinum.  
Examples of welcome letter
” Dear Andre Jhons
Warm welcome back to the Marriott hotel we hope that you have a pleasant stay with us. 
From Swansea Marriott team.
Suggestions. 
 Front office department need to hold regular briefing to evaluate the performance for each section.  therefore, it can improve the quality of employee’s performance and the benefits of the hotel at general front office in the Marriott hotel has been already good enough.            


