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In the hospitality industry communication process plays an important as it determines the effectiveness of the employees to deliver better services to guests. The expectations of guests are the utmost priority for Hotel business. In this study, the communication process among different departments of a hotel is analysed to find out the effective process of working of employees in a highly chaotic environment. The importance of the front office is very high to communicate with other departments in a Hotel. The front office is responsible for performing several actions throughout the day in a Hotel. With proper communication channel hotels achieve higher level of hospitality and this factor increases the comfort for guests and the services provided to them. The aim of the report is to provide information regarding the communication process among different departments in a hotel and the front office. The research purpose is analysing the interdepartmental communication in hotel industry. 
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Better communication in an organisation is responsible for the smooth working of the organisation and also increases the mutual trust among employees and also enhances their sense of cooperation. Effective communication is very much required by the front office as it is the major driving force of any Hotel. For instance, Voco St. David’s is a five-star hotel situated in Cardiff. It is known for its great hospitality and comfort to the guests. They have achieved this reputation with the help of efficient communication processes among staffs and the importance of front office is huge for the hotel in the communication process (Pratiwi & Wendri, 2019). 
The major issues identified in a hotel business are in terms of resource allocation, culture, marketing, organisational problem and management style and also health and safety. It is the duty of the front office department to maintain an efficient communication process among other departments. The employees working in front office maintains an efficient communication process to perform actions such as accommodations reserving, guest register, guest mails handling, and guest account management (Sayin & Karaman, 2019). 
The importance of interdepartmental communication is very essential for any business which is a similar case in the hotel business. There are various processes to perform communication in hotels such as.
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Fig. 1. Communication of different departments and front office 
Source: (Author, 2019)
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The front office in a hotel is responsible for meeting the needs of the guests coming to the hotel. They are communicating with the guests since the beginning when they enquire about reservation and to the time when they leave the hotel. In this time front office makes sure that guests have had a good time and will visit back. Due to various employees working together in an organisation it is very essential for the hotel department to establish an efficient communication channel that reduces the risk of not following guest demand. In a hotel like Voco St. David’s without a proper channel for communication it is possible that various gests need remain unfulfilled, which is a case with various hotels of this caliber (Nguyen, 2019). But Voco St. David’s has implemented an effective communication system to provide efficient hospitality to their guests. There are various departments present in a Hotel such as Banqueting, housekeeping, accounts, food department, human resources, and marketing & sales. Thus, for communication with different departments Voco St. David’s uses different communication techniques such as to communication with:
· Housekeeping Department: Front office communicates with housekeeping for different requirements such as:
· Information regarding vacant rooms
· Accommodation security
· Requirements of guest and their complaints are given to housekeeping from front desk
· Issues related to health and safety are considered by the manager as the employees of this department are almost always in an overworking environment, including fatigue, stress, etc.
· Housekeeping department also relies on the front desk for getting information and data regarding the bookings of hotel accommodation so that the manager of the department can assign leave to the employees
The communication terms used between housekeeping and front office are related to the status of rooms as Available clean, Out of order, Occupies, on change and stay over.
· Banquet Department: The concern over which the front office and banquet department communicate with each other are:
· Number of attending guests
· Directing the guests towards the banquet area
· Daily message posting using felt board provide information about hosts, occasion, guest and venues 
For this department channel of communication involves daily announcement board, marquee, and a curbside message board. 
· Accounts Department: The front office has the information regarding the account but the majority if accounting work is done by the back-accounting office. Front office interacts with accounts departments for concerns like:
· Guest payment settlement
· Offering discount
· Settlement of coupons
· Outstanding dues of guests
· Payment issues
· Account auditing
A property management system is used for communication with the accounts department as they will be analysing the guest's transactional data and provide night audit of the guests.
· Sales & Marketing Department: This department plays a very essential role in the hotel as they are responsible to make guests come to the hotel for the first time after that it is the duty of other departments to provide the guests with the service that they visit again. This department needs to communicate with front office to gather information regarding customers so that they can develop marketing strategies to keep in mind the factors for different customer needs. This data helps them to create packages that are customer oriented, customer segmentation based on needs and requirements and also allows them to run campaigns as per the information about guests provided to them by front office. This department is also dependent on the hotel switchboard for communication (Hossen, 2019). 
· Food Department: The requirements related to food are provided by the clients to the front office and then the front office communicates with the food department regarding the same. Here, communication channel between food department and front office plays an important role because only when the food department is properly communicated about the requirements of the guests then they will be able to provide a better quality of service to the guests. The working for food department involves actions such as tracking of purchases by guests from different food sections of the hotel. The food department deals with special guest requirements for the food that they need. The issue of resource allocation arises for food department due to the last minute needs of guests for an event in the hotel and thus the food department need resource in terms of raw material to fulfil the requirement of guests, this issue can be solved by implementing proper communication channel so that chaotic situations can be handled effectively (Kharouf, et al., 2019). 
In the event, if the requirements are not properly conveyed to the food department, the guests might not get the kind of service that they hope for and this has a negative impact on guests and thus reduces the reputation of the hotel. Here communication channel includes a switchboard that is operated to give directions directly to the chef and the hotels like Voco St. David’s also have a communication way to communicate with the food department called the point of sale terminal that includes information regarding charges of the guest and the information is provided to the guests. 
· Department of Human Resource: This department relies on the front office for potential employees as they approach the front office to get a job. Thus, information regarding the employees is communicated to the human resource department and then the screening of candidates is done with proper communication between front office and HRM. These communications between front desk and HRM personnel are often done via mail, telephonic conversation or personal meetings so that the employee selection can be done efficiently (Kampangseree, et al., 2019). Cultural management within workforce avoiding any discrimination, racism, negative influences, etc. are to be well managed. These issues very commonly arise in collaborative work culture.
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In this report the working of different departments in a hotel is analysed and also provided how they communicate with each other. The role of front office is essential for the efficient working of all the departments in a hotel. The report includes information regarding the communication channel present in the hotel so that different departments can communicate with the front office in order to get information related to working, guest needs and special requirements, etc. Also, different communication techniques such as e-mail, telephone, switchboard, and point of sale terminals are elaborated in the report and also it is mentioned which department requires those. Thus, it can be concluded from the report that communication is very essential for smooth working of different departments in a hotel and thus helps in reducing the chaotic environment to provide better quality of service to the guests. 
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