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1. INTRODUCTION	
The front office is well-known as being the ‘hub’, ‘nerve centre’ or the ‘brain of any hotel property. Its importance within the hotels has been appreciated by various researchers and writers, such as the author of ‘Front Office Psychology’ which affirms the fact that the guests are considering that the manager is symbolized by the front office and respectively, the management team will be evaluated upon the guest treatment (Rutheford and O’Fallon, 2007:121). 
In other words, numerous staff members of the hotel are working behind the scenes and their interactions with guests are limited or non-existent at all. On the contrary, front office staff is responsible for activities that require direct contact with customers such as greeting guests, managing rooms and handling complaints. Therefore, clients’ first and, in many cases, the most lasting impressions are based on their experience with front office employees (Foster 2009:8). Ensuring the efficiency in operations is the front office’s main responsibility through the coordination of various activities in the hotel. What is more, the common goal by which the front office and the other departments of the company is to serve and please customers (Schuckert, Liu and Law, 2015). 
FRONT OFFICE DEPARTMENT AT HILTON
Hilton London which is a UK based hotel relies on its front office department to fulfil various functions. For example, supervision of the subordinates in daily activities as well as during their hiring and training processes is extremely important. Front office staff are also supervising bookings, how the rooms are assigned and how the records are maintained in order to manage relations with the customers in a much easier way while meeting company’s policies (Kotler, 2017). Handling complaints is another duty of Hilton’s front office representatives as here are presented complaints regarding guests' accommodation  and activities as well as complaints about all staff and departments (Sayin and Karaman, 2019). 
The most important function operated by front office department is establishing relationships with the guests as it is the first point of contact of those arriving at the hotel. Here starts the first relationship between them and first impressions are being made through intensive communication. During the process of renting and reserving rooms are established the first conversation between the personnel and customers. Greeting guests upon arrival, check-in and check-out processes, along with post-checkout interactions are front office duties. In other words, the front office represents the contact center between the hotel and its guests. It is the most direct way to find out customer needs and desires (Sayin and Karaman, 2019). Based on information found through guests’ feedback Hilton can provide augmented services to their customers and improve their service quality. Effective communications are vital in creating and preserving a hospitable image. Through answering inquires about provided services, solving marketing or sales departments requests for rooms’ availability or informing housekeeping department regarding rooms’ status and necessities are routine tasks performed at Hilton’s front office (Bardi, 2007). 
Front office operations also include porter services, which help the guests carrying their personal luggage to their rooms and ensure that the room is in a perfect condition before the customers enter the rooms. At Hilton, the porter checks the furniture of the office along with ventilation system and lighting to guarantee effective services to the customers in case of any weakness in aspect affects the overall image of the company. Here comes the importance of the concierge area as a facility provided by front offices to coordinate and manage activities such as travel and entertainment at the moment when the guests are checking in. Hilton’s front office staff are ensuring that the guests are informed about a variety of local attractions which they can visit. Restaurants, historical monuments and museums are just a few examples of such places, but they can also offer car rental services and obtain entry permits for their customers (Byrne, 2015).
CONCLUSION
To conclude, front office department is in responsible for various assistance procedures to help guests and increase the level of customer satisfaction. Supervising bookings, room status or availability as well as handling complaints are common tasks operated by respective department. Obtaining and analysing direct feedback from guests is the biggest advantage, and the easiest way to gain information about the level of satisfaction or on what improvements need to be made.  
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