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A hotel comprises a large number 
of staff, which is responsible for various 
activities, which is necessary to coordinate the activities of the different departments 
and of the related personnel. Each worker must clearly understand the tasks and responsibilities they have as well as the way in which they integrate into the activities of the other departments of the hotel.

Organization chart in the hotel

	     Owner / Manager



	Front Office
	Kitchen
	  Bar / Zest




	Receptionist
	Chefs/Cook
	Bartenders




	Rooms
	Restaurant
	Warehouse



	Housekeeping
	 Waiters
	Warehouseman








HOTEL COMMUNICATION

Communication is a process specific to all areas of activity. It plays an important role in the hotel activities, the reception staff having to communicate permanently with clients, direct collaborators and other categories of people. The communication supports and completes the technological processes in the hotel, allows the relationship between employees, gives consistency of motivation in the work and gives the essence of the services provided to the clients.
           The quality of the communication act depends on how the rules and techniques of communication are known and applied.
In an organization the communication process has the following aspects:

1. Communication between the hotel management and the receptive compartment (descent)
To achieve the communication, three elements are needed; Transmitter-Receiver-Message. In essence, communication is more complex and involves answering the questions:
Who? What? Why? How? When? Where? 
           The reception department is specialized in the sale of hotel services, in particular of accommodation spaces. For a good performance of the activities from the reception, the hotel management communicates formally to the department head, on the organizational relational channels, the following categories of information:
· Specific tasks;
· The work program;
· Security, labour protection and PSI norms;
· General and specific hotel legislation and norms;
· Specific internal rules and regulations;
· Rules of professional behaviour;
· Sale-reservation policy;
· Tasks and operational information determined by the specificity of each hotel day and the different categories of clients.
Head of reception communicates:
· Rules and regulations specific to the reception activity
· Working formations
· The coordinates of the sale, reservation and overbooking policy
· Actions that require special preparations and measures
· Special measures established in certain situations
· Special treatments for the clients of the house and VIPs
· [bookmark: _GoBack]Complaints and other issues that have been reported
The communication channels are stable and well defined, having as starting points the executive director, the directors of the functional departments and the accommodation director (sale). The communication can be achieved through:
- written documents
- weekly scheduled or unplanned operational meetings
- by contacting the head of the reception department (or his replacement), in
during the working hours, directly or by telephone.

2. Communication between the front office compartment and the hotel management (ascending)
The reception department, respectively the head of the department or the substitutes, has the task of communicating to the executive management and the heads of other departments, some information according to the established communication system.
           The object of the communication can be represented by:
· Sales reports and statistics
· Specific indicators of the accommodation activity
· Working schedule and timings
· Special situations generated by staff or customers 
· Special requests from staff or customers
· Failures regarding equipment and installations
· Other information
Upon a more detailed analysis of the hotel activity, the reception department is located in the informational, relational center, being a bridge between the various departments, compartments and operational services, between the client and these, as well as between them and the external environment.
By the nature of the activity, the reception is connected through organizational communication channels with:
· The floor (housekeeping) compartment (service)
· Sales (marketing) department (service, office)
· The restoration department (service)
· Ethnic (maintenance) compartment (service)
· The departments providing additional services: agreement, treatment, sports bases,
transportation, rentals.
The reception staff communicates to the reception manager the following information:
• Specific operating indicators
• Daily booking situation
• Special requests that exceed the competence of the reception workers
• Particular situations
• Personal problems

3. The intra-compartmental communication between the specialized sections of the reception

a. Communication between the reservations and reception department
· Special requests, formulated or not formulated in writing, in the reservation orders
· The type of reservation and the guarantees lodged
· Reservations for the clients of the house or VIPs

Reception communicates:
· Reservation availability
· Orders taken directly or by telephone

 b. Communication between reception and cashier

Reception communicates:
· The balance of the client for cashing in the cashier
· Anticipated departures and other particular situations

The cashier communicates:
· Insolvent customers
· Debits
























INTERPERSONAL COMMUNICATION

1. Between the head of reception and subordinates
· To respect and appreciate the work of the employees
· To inform the employees correctly and on time about the changes made in the specific activity
· Do not ask subordinates to do things that contravene specific rules and legislation
· To make observations individually to the employees
· To inform the whole group about the serious deviations of the subordinates
· Not to limit the competence of subordinates
· To defend the interests of the collective in the relations with the other departments.
In communicating with the reception manager, the staff will consider the following aspects:
· To respect his superior
· To carry out the tasks, even if they do not agree with it
· To refuse to carry out activities that contravene the law
· To control when the boss has lost control
· To resolve personally, with tact, patience and diplomacy, problems or tensions arising in relation to the direct boss.

2. Between colleagues there must be:
· Collegiality
· Respect for professional status
· Rightness
· Solidarity
· Professionalism
· Team spirit


Thank you!

Communication between reception and floor:
• The situation of the rooms at the beginning of the hotel day
• Arrivals of tourists during the hotel day
• Unannounced departures
• Customer departures after 12 o'clock
• Particular situations
• Special treatments for the clients of the house and VIPs
• The defects claimed
• Requests for mounting the extra bed
• Customers' special requests and preferences

Communication between the floor and the reception
• Governance report on the situation of the rooms (before 12 noon)
• Particular situations
• The defects detected and the requests for their correction
• Consumption from the refrigerated minibar
• Vouchers for additional services
• Forgotten objects

Communication between the reception and the technical compartment
The relationship with this department implies from the reception:
• Communication of faults and all problems found in rooms or other spaces by the floor or reception staff.
• Collaboration for the purpose of putting into operation and exploiting some installations and equipment specific to the activity from the reception.
• The technical department informs the reception about:  the possibilities of remediation or the temporary inability to remedy, the time needed for the remedy, the completion of the remedy.
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In conclusion, it can be understood that the good performance in a hotel depends on the operational departments and services that ensure the direct provision of hotel services. 
The functional departments and services are collateral but indispensable for the operation of the hotel, respectively administration, marketing, maintenance.
In accordance with Sava the hotel activity implies a direct and permanent contact with the clerk and his goods (Sava, C., 2008)
That is why a very important component of the quality of the hotel services is represented by the behaviour of the staff, which ultimately creates the satisfaction and satisfaction of the client. The professional behaviour of the entire team can be defined as the totality of the individual reactions to the professional tasks.
He is acquired in time being the result of learning, observing the norms and rules specific to the hotel activity.
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