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The hotel front office, often known as the hotel front desk, serves as one of the initial points of contact for your guests when they arrive at your hotel.   The main objective of the hotel front office is to manage the process of visitor arrivals and departures, as well as the allocation of appropriate accommodations.

This look at the process of dealing with enquires and reservations, room allocations, bills and check-outs. These are clerical functions, calling for a methodical approach with a strong emphasis on accuracy and tidiness. (Abbott and Lewry, 2010)

What are the primary divisions within the front office department?
The front office often has several departments, each with its own assigned tasks and responsibilities.   Let us examine the standard organizational structure of a front office department, together with the specific tasks and crucial functions of each component.

- Reservation department
Enrolling room bookings
Filing reservation records
Ensuring the accommodation is prepared and available for occupancy at the designated check-in time.
- Reception
Performing check-ins and check-outs
Explaining the available payment methods to the guest
Addressing complaints
- Telephone operator
Responding to both internal and external telephone calls
Making wake-up calls, when requested.
- Information
Answering guest enquiries.
- Bell desk
Managing and transporting guest’s baggage
Escorting guests to their rooms
Delivering newspapers
- Concierge
Welcoming guests upon arrival
Organising outings upon inquiry
Making reservations on behalf of guests
Suggesting destinations and famous attractions
Organising tasks such as doing laundry.

What are the main duties and tasks of the front desk staff?
As previously stated, the front desk workers are responsible for tasks beyond check-ins and check-outs.   In addition, they engage in a wide range of equally significant activities:

Ensuring a seamless guest experience

The front office personnel plays a crucial part in strategizing the guest experience to effectively highlight the hotel's top services. By consistently engaging with the visitors over their entire stay, they acquire essential input to assist them in fulfilling this crucial responsibility.   The front desk personnel' expertise in recommending local sights, suggesting activities, and showcasing the hotel's onsite amenities can enhance the entire visitor experience.

Ensuring the hotel provides a welcoming and secure environment for guests.

It is the responsibility of every hotel staff member to guarantee that customers experience a sense of hospitality and security.   Nevertheless, the front office workers serve as the initial point of interaction for visitors and play a crucial role in establishing the overall ambiance for the duration of their stay.

Responsible for upselling at check-in
Upselling is a significant driver of revenue in the hotel sector.   Hotel front desk workers have the ability to recommend additional services, such as spa treatments and room upgrades, either during the check-in process or even earlier in the pre-arrival stage.   Furthermore, it enhances upsell income and reinforces TRevPAR growth, while also increasing visitor pleasure.

What is TRevPAR in the hospitality industry?

TRevPAR is an abbreviation for the metric that measures the total revenue generated per room that is available for occupancy.   The analysis focuses on the hotel's overall revenue generated per available room.

Handling guest complaints and questions
The front office is usually the primary point of contact for attending to guests' individual demands.   Additionally, they can provide assistance with fundamental matters such as operating an equipment or gaining access to a service.

Handling administrative tasks
In order to ensure the smooth functioning of the hotel, front office personnel can also handle administrative activities such as visitor check-ins, check-outs, and payments for both rooms and additional services.   They may also be required to assist with hotel administration.  These could entail chores like preparing spreadsheets, drafting letters, and organizing calendars.

Qualification in a variety of skills and competencies is necessary for effective guest interactions in the hotel front office.  Some of the important skills necessary for front office workers include:
Customer Service Skills, Communication Skills, Organizational Skills, Attention to Details, Problem-Solving Abilities, Multitasking, Upselling Skills, Technical, Proficiency, Empathy, Teamwork, Cultural Sensitivity, Adaptability, Conflict Resolution, Sales and Marketing Knowledge and Time Management.

Possessing the aforementioned abilities will guarantee a seamless work environment and facilitate the execution of your job responsibilities.   The front office role is not easy, but it is highly fascinating and inspiring as it involves assisting hotel guests and empathising with them.   This opportunity is ideal for individuals who possess a keen eye for detail and excellent communication skills, as it allows them to apply and enhance their abilities.
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	Trip Advisor Review Response 150 words +/-10%

	


Much appreciated for the extensive and constructive feedback provided. We are delighted to learn that the majority of your experience at our establishment was favourable. It is excellent that our personnel responded to your early arrival by proactively seeking an accessible room prior to the designated check-in period. Your compliments regarding the room's spaciousness, tasty room service, and breakfast selection are greatly appreciated.

We sincerely regret the disruption caused by the excessively loud air conditioning unit. We are committed to rectifying this matter in the near future so that future guests can enjoy a more comfortable and peaceful stay. Your recommendation regarding the implementation of a smart TV option or transmission to the TV is highly valuable. We will explore other possibilities for improving the in-room entertainment options.

Your feedback is invaluable in helping us improve and provide an even better experience for our guests. We look forward to the opportunity to serve you again and make your next visit even more exceptional. Thank you for choosing us!






	Screen shot of referenced Trip Advisor review used:[image: A screenshot of a phone]
(Image Source: TripAdvisor.co.uk)

	

	

	

	Letter of complaint response 500 words +/- 10-%

	





Dear Mr. Ronald Federick,

I hope this message finds you well, and I would like to thank you for taking the time to share your feedback about your recent stay at our hotel. We genuinely appreciate your input, as it helps us identify areas where we can improve our services.

I would like to express our sincerest apologies for the disappointing experiences you encountered during your stay. Please rest assured that your concerns have been taken seriously, and we are committed to addressing them.

Breakfast Quality:
We deeply regret that the breakfast served did not meet your expectations in terms of both temperature and taste. This is certainly not the standard we aim to provide, and as this matter we open internal investigation with kitchen staff and machinery to see what might happen. Our kitchen and service teams will review their procedures to ensure that such lapses do not recur.

Noise Disturbance:
We understand how essential a peaceful and comfortable environment is for our guests. We sincerely apologize for the noise disturbance caused by the crying baby in a neighbouring room. We will make improvements in our room allocation and guest services to minimize such disruptions in the future.

Room Cleanliness:
The cleanliness of our rooms is of paramount importance, and it is disheartening to hear about the issues you encountered in room 205. Our housekeeping team will be more vigilant and thorough in their cleaning procedures to ensure that such lapses are prevented. We would aim to add some retraining extra hours. Rest assured that this matter will be sorted.

Your feedback is invaluable to us as it helps us enhance the overall guest experience. We have already initiated discussions with our staff to ensure that such issues are addressed promptly and effectively.

In an effort to make amends, I would like to offer you a discount on your next stay with us and our ELITE Leisure package to can recompensate, along with our assurance that the issues you raised will be addressed. Please feel free to contact our front desk when you plan your next visit, and they will ensure that you receive this discount and you free day pass to our Leisure Club.

Once again, I apologize for the inconveniences you experienced during your stay. We genuinely appreciate your feedback, and we are committed to improving our services based on your valuable input. Your future stays with us hope that will meet your expectation and we will drive our team above and beyond to achieve and correct our mistakes.

Thank you for choosing our hotel, Mr. Federick. We hope to have the opportunity to welcome you back in the future and provide you with a more enjoyable and memorable stay.

Yours sincerely,

Constantin-Adrian Vasiliu
Hotel Manager
Marriott Glasgow
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Element 1 – Pre-Arrival 


	

During the pre-arrival step of the visitor cycle, the guest selects a hotel.   The selection of a guest can be influenced by various factors, such as past experiences with the hotel, advertising, recommendations from friends and colleagues, location, corporate affiliations, bookings made through travel agents, the reputation of the hotel, and membership in a hotel loyalty program. 

The guest's choice to make a reservation can also be influenced by the simplicity of the reservation process and the manner in which the reservation agent communicates and describes the hotel's amenities, such as room types, rates, recreational facilities, and nearby attractions.  
The reservation area can be accurately referred to as the sales office for personal or non-corporate bookings.   The personnel should possess a sales-oriented mindset and project a positive and strong image of the hotel. 
Once a reservation is deemed acceptable, the reservation agent proceeds to generate a reservation on the hotel administration software.   The initiation of this reservation record marks the commencement of the hotel guest cycle.   This reservation includes specific guest requests that will assist the hotel in delivering personalized service to the visitors throughout their stay. 
The information gathered during the reservation process helps the hotel in carrying out pre-registration tasks such as allocating rooms based on guest preferences and determining the room rate to be applied to the guest's account throughout their stay. 
The reservation information serves the purpose of offering customers proactive service, but the main objective of making a reservation is to ensure the availability of a room upon the guest's arrival at the hotel.  The reservation process requires guests to fill their details on a reservation form. Reservation is guaranteed by giving credit card details or by cash deposit. ( Bemile, Achampong and Danquah, 2014)






	
Element 2 – Arrival 


	
The initial phase of the guest cycle encompasses the procedures of registration and room allocation.   Upon the guest's arrival, they initiate a professional association with the hotel by interacting with the front office.   The front office personnel is responsible for addressing any inquiries from guests, particularly regarding the specific room rates and packages they have booked. 

Before starting the check-in/registration procedure, the front office staff should ascertain the reservation status of the guest.   Guests with reservations and guests without reservations, generally referred to as walk-ins, present a chance for the front desk staff to generate business. 
A Registration card, often known as a Reg. card, is generated and filled out during the check-in process to facilitate the front desk in gathering vital information.   The registration card should include information such as billing instructions, reservation details, the number of people and children occupying the room, the address, passport and visa details for foreign nationals, complete personal details, and credit card information.   Obtaining the guest's signature on the registration card is compulsory due to the legal advantages that both the guest and the hotel receive. 
The registration process is considered finalized once the guest has confirmed and signed the mode of payment and departure date.   The guest may receive a room key and be provided with directions to their room, or they may be accompanied by either a guest service associate or a guest service manager.  








	
Element 3 – Duration of stay 


	

The hotel's front office staff's representation plays a crucial role in the occupancy phase. 
The front office serves as the primary contact centre for hotel operations and is tasked with managing visitor demands.   Among those who are furnishing information and provisions to the guests. 
The front desk should exercise further diligence in promptly and accurately addressing the guest's inquiries.   The primary objective of the front desk crew is to deliver proactive service and surpass the guest's expectations.   This will encourage the guest to revisit the property. 
Ensuring security is a vital concern when guests are occupying the premises.   Concerns such as safeguarding assets and treasures are among them.   It is crucial for the front desk to adhere to the hotel's standard operating procedure when it comes to managing hotel and guest keys, property surveillance, safe deposit boxes, guests' personal belongings, and emergencies. “Hotels in the hospitality industry are faced with crime, safety and fire weaknesses that compel implementation of security measures.” (Purpura, 1991.)
Various charges such as restaurant expenses, telephone bills, internet fees, and travel desk services have an impact on both the guest and hotel accounts during the occupancy period.   The majority of these costs will be recorded on the guest account in accordance with the front office posting rules.   Furthermore, it is typically the case that the Room rates constitute the most substantial expense on the guest folio. 
Additional financial responsibilities in the front office during the occupancy phase include verifying the charges recorded on the guest's account and comparing guest accounts to the credit limit. 






	
Element 4 – Departure 


	
The guest services and guest accounting components of the visitor cycle are finalised during the fourth and last phase, which is the departure phase. 

Upon departure, the guest must leave the room, obtain an accurate statement of their settled bills, return the room keys, and exit the hotel.   After the guest has completed the check-out process, the front office staff updates the status of the rooms to indicate their availability and informs the housekeeping crew.   (Hotels utilising Property Management Software have the room status updated automatically.) 

At this stage, the front office staff also gathers input from hotel guests by providing them with a guest feedback form. The feedback form is employed to monitor the services of the hotel.   After receiving feedback, it will be taken to the manager's office for analysis. In cases where the hotel did not meet its goal of satisfying customers, a small team will be formed to investigate new solutions. Moreover, the dataset needs to be composed of a table where each row represents an instance of the problem being addressed and each column represents a feature that characterizes that instance (Witten & Frank, 2005).
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Very comfortable stay

Staff were very accommodating to me turning up early to store my bags and advised
that if | wished they would try and find an available room prior to the 3pm check in time.
Room was very spacious.

| ordered room service and the food was lovely.

Breakfast was also great, a good selection of foods being replenished often.

Air conditioning unit was very loud so had to be turned off.

Afunction to cast to the TV would have been useful or a smart tv option.

Read less a

Date of stay: September 2023
Trip type: Travelled solo
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