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The role of the Front Office in the Hotel Operation
  The primary department in the hotel business is the front office. It is situated in the lobby area and is also known as the hotel`s core. This department is near the main entrance and is visible to guests and other visitors.  The most significant role in the hotel industry is played by the front desk, where employees actively consider the needs and wants of the customers. When guests have issues while staying ath the hotel,it steps in to aid and support.This department is also always involved in providing services and help to the guests, for example: check-in, checkout, reservation, departure and many other services such as greeting and welcoming guests which can leave a positive or negative impression on the customers depending on their preferences, as well as receiving and delivering all incoming and outgoing mail and packages, ensuring guest satisfaction,creating guest database, coordinate office activities but most importantly, the front office department is responsible for creating first hand impressions regarding the level of services and facilities a hotel can provide.  This department is the heart of a hotel, ensuring that guests are well-cared for and do not encounter any inconveniences.   Customers will only go to the front office if they need assistance or directions. It is not only the hotel's heart, but it is also the department that coordinates all of the other departments to ensure that everything is prepared and ready to leave a positive impression on all of the hotel's guests and customers.  
 
What is your knowledge of the topic and what have you learned?
The knowledge I gained on this subject taught me that the front office is responsible for not only overseeing all departments, but also prioritising the needs of guests and customers, who are essential to the success of a hotel. I also learned that working in the front office entails a great deal of patience and a mind full of new and practical ideas. The front desk has a significant impact on a guest's satisfaction during their stay at a hotel. It is critical to recognise that working in the front office necessitates patience with every guest who comes in asking for assistance or complaining about something. It is critical that the needs of the guests come first.

What new skills / knowledge have you aquired?
Some of the skills and knowledge I have acquired include polite manners, excellent verbal and written communication skills, customer service skills, patience and tact, and most importantly, the ability to stay calm when dealing with a guest's problem, even if it is a minor inconvenience, and the ability to stay calm when working under pressure. I understand that working in the front office requires the ability to remain calm when solving a problem and communicating with a guest about a problem or a complaint. Excellent verbal and written communication skills are essential when working in a hotel because it is necessary to be able to explain certain things to a customer when explaining how the specific problem they have will be handled.

 How will you apply your knowledge in the future?
When the time comes to apply what I've learned, I'll be able to better understand the needs of my customers and be prepared to handle any problems they may encounter.  In doing so, I will be able to help not just the customers, but also the success of the hotel I am working at.  Working at the Premier Inn I had an opportunity to apply some of the  knowledge I have gained, for example, only the employees that work at the front office can go into a guests room to ask them to leave so the housekeeping can clean the room and prepare it for the next customer. But, I have also learned that teamwork is essential as it makes the job easier and quicker but also forms a friendship between the staff.  
What are  your personal reflections?
 A path of service is a choice we make, while one of servitude is forced upon us. (Tesone 2010) 
My personal opinion is that we choose to help the guests in need and we choose to learn how to act, and speak, so that we become a better version of ourself even if it is necessary while working. 
“The heart of hospitality, for me, is the ability to focus completely and totally on one person, even if only for a matter of seconds, yet long enough that you’ve got a clear connection, a channel between the two of you. It’s the ability to focus so intently on a guest that the rest of the world ceases to exist.” 
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