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Executive Summary


The aim of the report is to give a closer look at the work attitudes of the employees of a certain area, in this case front office, including the degree of their job satisfaction. The paper also examines the relationship between superiors and their subordinates, looking for a correlation between the degree of job satisfaction and the superiors' leadership style traits. 
Finally, the research also examines the existence or absence of organizational influencing factors, such as ensuring working conditions, expectations, and rewards. In contrast, the aspirations of employees, their value-oriented work attitudes, the importance of value creation.















Introduction


“Within an organisation, leadership influence will be dependent upon the type of power that the leader can exercise over the followers. The exercise of power is a social process which helps to explain how different people can influence the behaviour/actions of others.” ( Mullins, 2002)

The importance of researching work attitudes is reflected in the fact that attitudes are closely related to evident behavior. Through behavior, we can understand an individual's driving force, ie his or her motivation and value preference. 
Front noffice work is intense, difficult, emotional, as different people have to meet even more different needs and, regardless of mood, always have to smile. The working hours are different from the average, and the salary is not very promising either.
According to most hotel experts, the front office is the heart of the hotel, the employees respond to phone calls, e-mails, faxes, they meet the arriving guest first, they turn to them with their questions and problems, and the receptionists say goodbye in person. 
To understand how their work is done, we need to examine their attitudes towards work, their job satisfaction, which can give an idea of what dimensions front office workers consider important in their work, and these can also serve as a basis for employers’ motivational efforts.

For the report,  English and Hungarian literature and internet sources have been used.



Work Attitudes


Work attitudes influence workplace behaviour, and changing work attitudes seems to be a meaningful starting point for changing workplace behaviour.
According to Morgan’s theory, attitudes are literally mental postures, controllers of behaviour to which we relate every new experience before we react to it. (Rozgonyi, 2001)
In this light, work attitudes are the controllers of work-related mental attitudes, work-related behaviours.
By highlighting and understanding the reasons for the behaviour, it is easier to influence or even change the attitude that can help achieve the goals. This can be especially important in tourism, including among “front line staff,” where, according to Hochschild, the work they do is emotional, in which they are expected to subordinate their own feelings to the goals of their employer and the immediate requests of guests. (Ross, 1995)
An employee who is dissatisfied with their job changes jobs more often, misses more, performs worse. Job satisfaction is a central role in quality of life and affects an individual’s mental state. (Curtice, 1993) 
Work attitude and job satisfaction are closely related because, on the one hand, the literature considers this to be the most important work attitude, and on the other hand, satisfaction is influenced by an individual’s attitude to work. Satisfaction with salary, working hours, job security, any other workplace factors. Examining these together gives job satisfaction.

In tourism, extensive research has been conducted on the following five work attitudes and behaviors and the factors that influence these attitudes have been identified.
Without wishing to be exhaustive, here are some that will serve as a basis for further explanation:

· Fluctuation
· Job satisfaction
· Workplace motivation
· Workplace stress
· Organizational commitment

Most of the literature on work attitudes has concluded that fluctuation and work-related stress are particularly high in the service segment, including the tourism sector, especially in places where job satisfaction, work commitment, and motivation are very low. The consequences are negative and depressing. The employee performs poorly, does not provide the expected service, the guest is dissatisfied, and all of this can be detrimental to the company’s competitive advantage and image.

Attitudes towards work, in the narrower sense, are only those that are socially recognized for work, pay, and so on. are related. To understand the attitude in a broader sense, many other factors must be taken into account, such as the age, temperaments, desires, aspirations, marital status, housing conditions, etc. of the workers.

Communication as a factor of influence between superiors and subordinates


Communication as a central element of the organization in the pursuit of quality. By communication, not everyday dialogue is understood in the literature. The expectations of the organization and superiors are directed towards the employees, what, how, and in what performance they have to undertake. In return for the work done, there is some kind of compensation. Both the condition and the consequence must be clear, otherwise workers will underperform in the absence of guidance.
Expectations for employees need to be articulated precisely and clearly so that they are not unclear. Those with high communication satisfaction work harder, perform better and are more efficient than their dissatisfied associates because they have more specifically perceived the requirements of working and the achievable results and rewards.

Managers who are open to new ideas, listen to their subordinates’ work, provide guidance on how to solve problems, and give feedback, influence their subordinates, who thereby treat their work differently.

Support from supervisors, means better work, quality service, support from employees and superiors, knowledge sharing. These include consideration of suggestions, willingness to cooperate, helpfulness, and proper and effective management of conflicts between employees. These factors are influenced by the attitudes of the employees.


Managers’ leadership styles


Unprofessional management, which leaves something to be desired, has a negative impact on all elements of work attitudes, both in terms of skills and qualifications. Researchers have found that factors such as poor or lack of communication, insensitivity to the needs and problems of subordinates, lack of role models in career and work, injustice, rudeness, recognition of employees ’work, all affect employees’ work attitudes and work performance. (Kusluvan 2010)

The general management practice applied in the organization and the behavior of the immediate superior have an impact not only on the operation and performance of the company, but also on the attitudes of the employees. It is therefore advisable for company management to apply management practices and management methods that also increase the company's performance and employee satisfaction.

Qualities of a successful leader

For a leader to be successful, in this case the front office manager can successfully lead his team, he needs to have a lot of features, but he has to have four basic qualities that can apply equally to any leader. These are the following:

- Intelligence: The level of intelligence of a successful leader should be above average, but not a genius. Be able to solve both abstract and complex problems.
- Initiative: First of all, they need to recognize when to act and then to act.
- Self-confidence: They are aware of their own abilities, trust themselves and their abilities. Depending on these, it rises higher and higher. 
- Bird's eye view: Able to rise beyond the small details, to look at the problems in a larger context. It is essential for a successful leader that the company whose leader is, knows the steps of even the smallest process knows which step to follow. Of course, it is essential to have the expertise to do this.

The most important quality of a leader is that in building a relationship, they must first understand others, then they can understand themselves. This plays a role in building relationships and building a team. They need to recognize the possibilities in the relationships, their development and be aware of the needs and expectations of the employees, they need to know how the employees see the problems in the workplace. They need to make decisions that will be effective in the long run. As for working conditions, they need to create conditions where communication is liberated, emotions flow freely, understanding the human factor to achieve effective production.

There are also examples of ineffective leadership styles in hotel management and corporate management in general.
“Power is a concept related to ideas of influence , force, manipulation and providing the means through which objectives can be realized. In that sense it reflects a directing, mobilizing and ene
In a leadership position, people are often believe that if they want to achieve something, it is enough to allocate the tasks to their subordinates, and then they will do everything nicely according to the instructions. This is obviously much more complicated than that. Without enough power and clarification of tasks, there is no chance of successful collaboration, let alone small human games that stem from specific leadership styles. No power, however, can be effective without the consent or obedience of the subordonates.
Power, by appropriate methods, must be accepted by the leader with the subordonates. The use of threats and punishment causes a weakening of the relationship between the leader and the subordinate. They can be an effective means of influencing in the short term, but their long term effects must also be acknowledged. This power reduces attachment to the leader or the organization. Instructions from those with recognized competence are more likely to be followed than from individuals without such a background. This creates in the subordinate’s mindset a willingness to accept instructions from certain individuals who are legitimately exercising their authority. This is the legal power.
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Conclusion


A leader is not a leader when he or she is in a position, but because of his or her ability to act as a leader and add value to the co-workers who work with him or her, and thus to “select and rise above” the group. The most difficult part of managerial work is to always make a good choice between possible alternatives and methods in all situations. It is also important that it is not possible to be extreme, nor can such reactions be allowed. Leadership skills can be developed and learned. However, when, what, how they use it depends on the individual. Importantly, there is no kind of “well-applied template” that is always, in all cases, effective. There are a wealth of alternatives, there are huge methodological choices that work in some cases, which is why they have been included among the tools that can be used. However, one thing must not be forgotten: In leadership, everything always "depends". 
Human values ​​and personality traits, relationships and interests with other people, goals and situation, and environment.





Recommendations

Experience and research show that most front office workers are young, love their free time, have chosen this job mostly while studying, and if they are long-term.
plans, it may only do so because of its proximity to the workplace. It also turned out that the job does not enjoy much recognition, which can be inferred from the fact that satisfaction with salaries is below average, and rewards, motivations and guidelines do not appear to a sufficient extent. In view of the growing competitive position in terms of quality, the range of hotel front office and front line positions requires more emphasis, taking into account the fact that guest-oriented service is unthinkable without them.
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