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Introduction
For this essay there will be a clear analysis of the front office department representing all its functions with analytical frameworks to strengthen the assumptions that are made. In addition to that there must be a clear explanation of the idea why the front office is the “nerve cell” of the hotel. 
To do so, there will be an enumeration of the things that are taking place at the front office, including  the way the department is spread and what are the responsibilities of each section. “The front office in a hotel plays a vital role regarding to the fact that it is the first and last point the guest gets in contact with” (Babu H. 2018). As a general thing, the front office personnel must always ensure that they are providing the best services to keep the guests thankful for the services that are provided, in terms of compassion, communication, cooperation. All the three mentioned aspects are aspects that proving the skills for the guest services. In addition to that, guest services does also have  a massive role to keep up the guest satisfaction especially because the front office is the one that must provide it the most because the guest impression of the hotel is formed related to the members of staff from the front desk. 
Throughout the essay there will be a clear discussion about the matter of the relation within the guests and this because it plays an important role in the front office and in the maintenance of everything that is happening there including its progress economically and statistically. 
 According to Gilmore and Pine (2002), “A guest will end up with a memorable experience if the hotel uses strategies to ensure that everything is provided in the way the guest expects”, this being said, it is clear that if the services that are provided are good at the front office firstly, the other things will go well as well especially the economy of the hotel. 
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The role of FRONT OFFICE
Front office has always been seen as being the check-in and check-out point by everyone coming in the hotel. Moreover, it is also considered as being the main place to go if there are any requests for information or if there is any problem that has to be solved (Smith K. 1993). As a result to what has been mention, the role of front office includes plenty of members of staff and plenty of duties that must be proved in terms of procedures to ensure that everything is safe, valuable and in the right way.  
The role of the front office has under its consideration a LOT of things including the reservation process, the check-ins/ check-outs, the representation of available and unavailable rooms on time, the service-providing process continuously, the constant call-service and many other important things that need to be fully be done all the time. 
FRONT OFFICE- The Department Itself 
Front office as a department does not only include the front desk, as some people may think. The front office department, therefore, is divided into two big sections: the front house operations and the back-house operations, each of them having its roles. 
1. The front house operations:
· The interaction with the guests to handle request for an accommodation 
· Check the accommodation availability and show it to the guests 
· Collect and record information during the guest registration 
· Create accounts for guests with account systems such as the FO
· Give the accommodation keys to the guests 
· Set the guests payments at the time of check-out
2. The back-house operations: 
· Determine the type of guests depending if there are new ones or already existent ones using the data systems 
· Ensure that the guest’s preferences to ensure that there is a personal wanted service 
· Maintain the guest account having under usage the account system
· Prepare the guest’s bill 
· Collect balances amount of the bills that must be paid 
· Generate feedbacks 
Therefore, both sections of the front office require multiple members of staff, that must show continuous skills and abilities for the internal performances. Furthermore, the skills and abilities that the members of staff are using to make constant relevant improvements to keep attracting guests and build close relations with them ensuring that they will recommend the hotel to other people as well. 
The importance of the CRM (Customer Relationship Management) 
CRM is “an approach that is in charge of the company’s status of interaction with existent and potential customers” (Leach B. 1999). Therefore, CRM is similar with a system that keeps the hotel connected to the guests/ people that may find the hotel interested. In addition to that this can be considered as being a useful tool and this because this started to be necessary in all hotels to keep increasing the number of people that are reacting to their adverts, their service changes, their new deals and moreover increasing the number of guests. Another reason why CRM is effective is because of the fact that it “maintains a continuous management of the external happenings” (Salesforce 2018)  such as what people are looking for the most, such as what the competitors are doing in term of communication with the guests, in terms of products, services everything. Another external aspects and the most important one has to do with the idea of the feedback left by the previous guests on social media and this because the people that are looking further hotels to go to, they will have the final decision based on how it looks, what the price is, what services it includes and what the other guests are saying about it. Therefore, if it has a bad review, this will influence the decision making of potential guests. 
Considering that the guests are the ones that are supporting the way the hotel evaluates in terms of reviews and recommendations, the employee must ensure that everything they are saying is reliable and attractive for the guest having the aim of initiating the close relationship with them. 
Furthermore, there are things that could make the construction of the relationship between them and this could be because of the continuous improvement of the technology. For example, the guests started to make the front desk’s members of staff job easier, doing their check-ins online, asking for additional information/ deals online and when they are arriving everything they need to do is to say their name, wait until the member of staff checks the systems, get the room key and this is it. This is affecting the communication between the employee and the guests, especially because there are limited things to talk about and limited services to provide. In this way, the guests will have “minimum of chances to observe the advanced skills the front desk member of staff has” (McGuire k. 2016) 
The relationship between employee and guest is also very important because “this gives to the guests the opportunity to ask questions freely, report issues” (Zabda J. 1991) in case there are any, and talk openly about the aim of the travel, the culture they are coming from, what they wish to find during the holiday and many other things that could be interesting and attractive for the guests. Therefore, to maintain a good line of the conversation the front desk staff must ensure that they have great direct communication skills, using aspects such as smiling, eye contact, facial expressions and gestures, this because, these are aspects that can make the guest more interested in what you are saying, keeping it focused. Moreover, these aspects are key aspects in demonstrating to the guest that you, as a member of staff are listening to what it is saying, giving attention to every work that is being said.  
Conclusion
As a conclusion, using all the information that has been mentioned and discussed within the essay, the front office is an important department that supports the impression and perspective of the guests facing the hotel. Moreover, the front office has multiple duties that are contributing with the state of the hotel and this mainly because those duties are necessary duties for the guests that are coming in and for the guest arrival procedures such as the check-in, provide the key and ensure that it receives the wanted and expected room with the wanted and expected services provided. It is important that both of the categories in the front office are cooperating one with another to have everything completed including the phone call services, the accounting, the availability of the rooms, and many other things that were mentioned throughout the essay. 
A final thought to include is that it is more that important for the employees to keep communicating with the guests even if it is using technology systems of even if it is face to face. However, most of the time it is better to have a face to face conversation because of the fact that there could be a tone of voice identification, a facial expression that could express a reaction to what is being said, a smile which sometimes matters more than just a lot and as mentioned, many other aspects that are changing the way the discussion goes on. 
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