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INTRODUCTION 
Communication is very vital in every human dealing, be it individual or organizational. Its function extends to both social and organizational which includes preferring solutions to problems, disseminating information, creating connections, providing guidance to people and so on. The result of every communication is productivity. Hence it is meant to be treated with every sense of seriousness. In the tourism and hospitality industry, communication is very important especially in the day to day transactions between members of staff and guests. Hotels are labour-intensive management, hence the need to make sure that guests leave as happy as possible at the end of their stay. This is why communication needs to be as effective as it could be and the front desk plays a very important role in achieving this.


































Literature Review 

One of the ultimate goals of every hotel is to ensure that hospitality is not compromised. Therefore, being the gavel of the hotel, the front desk department plays a very significant role in helping the hotel achieve that goal. The fact remains that the front desk staff is usually seen as the eye of the hotel because they see virtually everything that goes on within and around the hotel. As a result of this, they are expected to be very up and doing in the area of creating departmental procedures that will help them to disseminate the collected information to all hotel departments, that is why it is very important for the management in the front office to develop a healthy relationship with the rest of the departmental heads. Effective communication is a key parameter to improve productivity in a hotel’s front office, which is the department with the longest contact time with the customers in a hotel (Akova and Karakaya, 2003: 8-12).

Hotels are establishments that are disciplined both social and economically that offer professional and temporary accommodation services alongside food and beverages to their clients at a fee. They are characterized by the possession of technical equipment, provision of quality services and comfort to the customers' expectations. Hotels are dominant players in the tourism industry. (Gee et al., 1989: 295-299).

The initial communication with the customers starts in the front office. A cording to the hotel management structure, the designated sections in which the front office can conduct its functions are the units in the back office and front office (Szende and Reddy, 2017: 1-7). The units in the front office consist of the front cashier, receptionist as well as the concierge personnel. On the other hand, back-office units mainly consist of the switchboard operator and the reservations section (Şener, 2006:22-23). In this department, the guest makes their first contact with the hotel as they enter the premises and they also make the last contact while leaving. 


How the Front Desk Effectively Communicates with Other Hotel Departments

The front desk is undoubtedly a very important part of every hotel as it helps in reaching the hospitality goals of the organization. The front desk officers are believed to be the eye of every hotel. Hence they are expected to pass information to all other departments effectively. Often, directors of departments plan their work strategically in a bid to achieve the ultimate goal which is to deliver hospitality based on the overall objectives of the hotel. However, more efforts are needed when it comes to gathering and organizing materials used in the hotel, standard operating procedures employee details, and the development of the most effective communication skills to meet this ultimate goal (Hai-yan and Baum, 2006).

In a hotel establishment, the front desk interacts with all departments such as marketing, Human Resource Management, Housekeeping, Food and Beverage, Controller, Security, Banquets and Maintenance. These departments often see the hotel’s front desk as a communication link when it comes to providing satisfactory services to guests. The communication link between the front desk and other departments in the hotel are discussed below:

Marketing department

For the marketing department, it depends entirely on the hotel’s front desk to acquire crucial information such as the histories of each guest, and the specific facts on each visit. Some of the pieces of information given to the marketing department by the front desk include special needs by a particular guest, ZIP codes, the frequency at which they visit the hotel, preferential room reservations, and corporate affiliations. Another duty of this department is to project a good image of the hotel to the public, to pass messages, and attend to guests' requests. Some of these requests might be from guests using the hotel's meeting facilities, those attending seminars, banquets and other forms of social events. Individual guest histories are an important asset to the marketing department. This is because the Information acquired from the registration of guests is used to design targeted marketing campaigns, select the most appropriate media through which adverts would be made, create promotions, prepare mailing labels. Against this backdrop, the front office must put in serious work in order to make sure that the database is correct and always current.

Booking a special occasion usually, and this is largely dependent on the number of rooms that are available for guests who would want to sleepover. This is where the marketing executives come in to confirm the available rooms early enough to ensure the hotel can offer accommodation to the projected number of guests. To this effect, the front office maintains an updated database of available rooms through the hotels' property management system (PMS) (Patah et al., 2009). The customers make contact with the marketing department through the switchboard. A switchboard operator is trained continuously by the management to be knowledgeable about the operations of the hotel and be friendly to every caller. This helps in creating a lasting impression in the mind of the guest portraying the hotel's capability. After the arrangement is made, the guest makes his first contact with the front office personnel upon arrival at the hotel facility. Then the staff at the hotel’s front office checks to know the banquet supervisor in charge and communicates the message to the available desk clerk on duty. This is a practical way through which the hotel shows that it is ready to provide hospitality to clients (Raha and Ariffin, 2017). 


The marketing department needs to always get their messages conveyed accurately, quickly and completely. A switchboard operator is an important connection in the line of communication between the salesperson in the hotel’s marketing department and prospective clients. The front office is responsible for guiding new employees about the roles and responsibilities of each personnel in the marketing department.  Besides, front office employees have been trained in the art of proper verbal communication skills so that they can communicate fluently and accurately with other staff and the guests. A hotel’s front office serves as the main repository for making requests for events such as banquets, seminars, and meetings. The banquet manager, whose main responsibility for fulfilling service requests for banquets or special events, might be busy with another function. Therefore, a sales associate has to step in and fulfil these requests.

The front office must be ready to grant the requests of guests at all times. Another way to make the work easy is the creation of standardized procedures for the operations by the hotel’s front office manager so that the staff can easily communicate with other departments when they need their services. 

Housekeeping Department
The role of executives in the Housekeeping department is also connected to that of the front desk executives. This is because the hotel’s front office manager communicates with the Housekeeping manager on room availability as well as the room status to fulfil requests for guest occupancy. 

The following terms are commonly used to describe the room status: Clean, Ready or Available: Rooms under this category are ready to be occupied; Occupied: This means that such rooms have guests lodged in them and as such, are not available; Stay over: This means that the current room is still occupied, and the guest will not check out until a latter day; On-Change or Dirty: This is a term used after the customer checks out of a room but the executives in the housekeeping department are yet to release the room for occupancy; Out-of-Order: This means that mechanical hitches have rendered the room unavailable for occupancy.

Staff at the hotel’s front office and the Housekeeping department share details on projected housekeeping count. Housekeeping count is a report entailing the number of registered guests at the facility, the special requests for amenities such as toothpaste, electrical equipment, toothpaste, among others by the customers and security concerns. These issues require urgent reactions from the hotel management and should be communicated as soon as the request is initiated.

Hotels without a property management system (PMS) rely on face to face communication to provide data on room status to the required departments. The housekeeper makes frequent visits to the front desk in intervals ranging from one hour to two hours. The housekeeper writes a room report that contains the official room status. This is a report prepared by the housekeeper that shows the occupancy status of the guest room either as occupied, vacant, or out-of-order. Sometimes, the process is truncated as some guests might be in a hurry to sign into their rooms. At times like this, the front desk manager will have to put a call across to the supervisors of each floor to acquire information on the estimated maintenance duration for the rooms in question. The sales projections for the rooms are used by the housekeeper to schedule the employees. A sales projection report is a report prepared every week, and it indicates the number of arrivals, departures, walk-ins, no shows, and stopovers. Sharing the sales projections for the rooms very early helps the housekeepers to plan for vacation days and personal leaves for the employees.
Also, the hotel’s front office depends on the staff in the housekeeping department to report any unusual incidents that may indicate security violations (Szende and Reddy, 2017). For instance, if it is discovered that there are no registered guests on a floor or certain sounds indicating a domestic disturbance emanating in a guest room. These security violations must be reported to the front office immediately for immediate action by the responsible department or civil authority. The front office manager, at times, may instruct the front desk clerks to make regular calls to the supervisors on each floor to inquire about the guests’ activities.







Conclusion
Communication cannot be overemphasized in every type of human dealings.  Therefore, as the first place guests make their first contact, the front office needs to portray and exude positive vibes all the time. From time to time, guests could act all cranky, but a good communications expert will handle them all without stress. The requests for amenities by the customers and initiated at the front desk who in turn contact the responsible department for an appropriate course of action. Thus, prompt relaying of information across the departments through the front office is the only way to maintain smooth operations at the hotel. 
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