[bookmark: _Toc23612853]University of Wales
Trinity Saint David
Module Title: Front Office Operations(M4X01920)
Student ID: 1815536
Lecturer name: Jahanzeeb Qurashi
Data: 29/11/2019



















Table of Contents
INTRODUCTION	3
MAIN BODY	3
I.	Preparing a report on analysing communication process between the front office and other hotel departments to execute operational activities	3
II.	How do they ensure that these communications are effective for the hotel operations?	7
CONCLUSION	9
REFERENCES	10





[bookmark: _GoBack]









[bookmark: _Toc25687273]INTRODUCTION  
Front office operations play a major role in managing other departmental activities of the hotel in achieving success. In this regard, this report will help in analysing effectiveness of the communication process between front office and other departments of the hotel in executing successful operational activities. Further, the report will also discuss total quality management techniques in improving interdepartmental communication. This will help in providing depth understanding towards role and importance of communication between various departments of the hotel including front office operations. For this report, Hotel the Savoy which is a UK based hospitality business is selected.    
[bookmark: _Toc23612854][bookmark: _Toc25687274]MAIN BODY
I. [bookmark: _Toc23612855][bookmark: _Toc25687275]Preparing a report on analysing communication process between the front office and other hotel departments to execute operational activities
There is a vital role of front office staff within a hospitality business in interacting with various departments of hotel such as maintenance, food and beverages, housekeeping, controller, banquet, human resource etc. It is a visible department of the business and also the first place where the customers interact with front office staff (Hussain and Khanna, 2019). The functions of front office are reservations, registrations, telephone operator, information section, cashier, business centre etc. It helps in managing departmental activities in order to improve services. Front office for these departments is a communication liaison in delivering services to guests. A hospitality business requires quality services, image and position in the market to attract number of consumers. This is the only way through a business is able to promote its services to achieve its goal of increasing profits.
 A PMS consist of property management system. The need of property management is very important in any hotel. The ‘Savoy Hotel’ is the luxury hotel of the UK. The Savoy hotel also needs the property management system in his hotel. This hotel is famous for its hospitality and its good services. The Savoy hotel is also called as the historical hotel of the London. The property management system plays big role in the Savoy hotel. The property management system consists of the system on which the management is based, and all the hotels need to be managing. This property of management shows that the morale of the employees should be clear towards their management of hotel. The PMS contains lots of activities in the management of hotel as the hotel should also retain his workers and their productivity. The Savoy hotel contains top number of workers in his hotel as they are specially trained for services. The good services attract the people most and tempt them to visit again. (Murray, 2016)
Communication process plays an important role between front office staff and other departments of the hotel in understanding policies and strategies to manage work accordingly. It is crucial for the firm to maintain a healthy communication to foster trust and sense of cooperation among staff members, management, and guests as well as between staff members. The communication process between front staff members and another department is so important that it can make or break the consumer’s decision making to stay at the hotel. There is a unique link of communication for each department with front office staff (Kul Techno Lab and Research Centre, 2017). In this regards, effectiveness of communication process in executing operations effectively between Hotel The Savoy, its departments and front office members is discussed below:
[image: ]
Figure 1 Interdepartmental Communication
Marketing and sales: Front office helps in providing details regarding guests to marketing and sales department. The information provided by front office is based on reservations, visit frequency, special needs, affiliation and zip code. Marketing and the sales department of hotel prepare promotional, marketing and advertising activities such as market campaigns, media selection etc. Front desk must be ready to meet the needs of customers (Suhag, 2015). Employees of front office communicate with marketing and sales departments to address customer’s needs including basic requirement such as extra table, cover, towel, tool kit etc. The front office department ensures that the needs of consumers are addressed, and they are happy with the services.  
Human resource management: Human resource department plays a crucial role in managing and controlling business activities. It helps in improving services of the hotel to increase profits. The HR department may rely on front office department to ensure potentiality of employees in all departments. HR department and front office staff communicate to prepare guidelines such as concerns regarding education needs, experience, personal hygiene, citizenship status etc. This information helps HR department in taking interview of potential candidates as per the requirement of business (Feiertag, 2019). HR department also helps in managing cost, workflow, employee management, policies and other elated work to the hotel in order to create good impression on customers. Front office ensures that HR department is managing its activities to improve services. 
Food and beverages: Communication is essential between front office and food and beverages department in order to provide information on transfers used in communicating charge to a customer’s account. Information such as number of guests, registrations, reservations, occupancy activities, processing requests etc helps restaurant and food manager to meet the demand of customers (Mejia and Torres, 2018). Front office manager prepares schedule of employees according to the requirement of food and beverage department. Front office staff ensures that food and beverage activities are managed well by the supervisors and authorized members. 
Banquets: This department combines the functions of food and beverage and marketing and sales activities. Front office provides information about guests in order to pay bill and schedule events. Front office also provides labour to manage several activities such as room, group and time management. Although, front office delivers logical communications to banquet department in order to manage activities related to guests.  
Housekeeping: Communication between front office and housekeeping is important to manage the room status. Further, it also helps in providing information regarding availability of rooms for emergency customer occupancy (Messenger and Shaw, 2015). The communication terms for housekeeping can be described as occupied rooms, stay over, cleaning, reporting on availability of rooms, dirty or on change etc. In this regards, front office prepares a weekly report which helps in indicating number of arrivals, stay over’s, departures and scheduling workers. This helps in managing distribution activities to consumers.   
Security: The importance of communication between front office and security department of Hotel The Savoy can be described in providing hospitality to the customers. Communication must be effective between these two departments for the safety and security of guests (Bari, Fanchen and Baloch, 2018). In this regards, security and safety concerns such as fire measures and emergency communication services are managed by front office and security department. Safety and security of guests requires cooperation’s of these two departments to communicate well on security concerns. 
Controller: Communication process between front office and controller is very important in providing a summary of financial transactions through audit. This information is useful in measuring ability of hotel management in meeting requirements of budget targets. In this regard, property management system and posting machine helps in payments for these two departments. 
Maintenance: The role of maintenance department is to inform front office about room status in terms of maintenance and service requirements (Chauhan and Singh, 2017). The employees of maintenance department must ensure that status of room before attending issues like plumbing, air, heating etc. Further, requests from customers such as repairing, ventilating, furnishing, television and electricity are also communicated to the front office to keep these services ready. 
Hence, it can be said that the communication process has important role in operating functions and activities of front office and other departmental activities. It can be said that these departments rely on front office to provide information required to meet demand of customers. Further, front office communicates strategies and policies with these departments of Hotel The Savoy in order to improve services to make customers happy and satisfied. This helps in increasing reputation, profits and position of the hotel towards its competitors. 
Discuss total quality management techniques in improving interdepartmental communication
Total quality management: It is also termed as the management’s philosophy that is based on a number of core values that includes customer-focus, continuous improvement, process orientation, commitment and fast respond in order to improve the quality of the organisation. TQM in The Savoy focus on the quality and continuous improvement in every process including the interdepartmental communication (Obonyoet al., 2016). It helps in managing the work of employees and increases the efficiency in the communication process between several departments in hotel. 
Total quality management is effective in order to improve the process of communication within the organisation. Effective communication can be termed as the foundation of process of total quality approaches that helps in efficient coordination. Communication helps as a vital link between all the elements of total quality management. The success of TWQM depends on the effectual understanding with and among all the organisation members, employees and management of different department. It is important for the department in The Savoy to communicate effective information with different department which ease the process of continuous improvement in quality of the organisation (Pattajoshi, 2018). There are different tools and techniques of total quality managements that help in effectively improve the quality of interdepartmental communication.
· Cause and effective diagram that helps in finding the root cause of the defect in communication process.
· Control chart helps in measuring the outcome of communication process over the time and shows the result in form of a graph (Mwai, 2016).
· Pareto chart helps in observing the reasons and issues in the communication process, as per this technique, 80% of the issues are due to 20% of the reasons. 
These are some total quality management techniques which are effective in that will help in improving the process of communication between different departments in Hotel The Sayoy.
II. [bookmark: _Toc23612856][bookmark: _Toc25687276]How do they ensure that these communications are effective for the hotel operations?
The communication is the most important thing to attract any customers towards the hotel. The hotel Savoy also uses their communication effectively to attract their customers. There are many ways of effective communication for the usage of hotel operations such as, the effectiveness in the housekeeping, effectiveness of communication. (Kims, 2017)
Effectiveness in Housekeeping reports:
The house keeping is the most essential thing in any hotel as in the hotel Savoy, it the effectiveness of housekeeping is important. Housekeeping is the main the part of hotel operations. It can be saying as the house keeping is one of the most attractive things in the hotel operations. The housekeeping services of the hotel defines its quality. The housekeeping includes lots of things in his activity.
Effectiveness in communication:
The communication is also the main operational activity of hotel. The strong and clear communication is also important in the hotel as in the Savoy hotel also contain strong an attractive communication towards the customers. So, the effectiveness in the communication is important.
Budgeting:
The budgeting and the forecasting are also the important part of the hotel operations. The need of budgeting is very necessary in the hotel as every hotel or management needs to be budgeting. The hotel Savoy also needs the operation of budgeting as the budgeting is important for analysing the activities of the hotel. The budgeting is necessary because all management hotel need to know their profit of the year. The growth in the management is very important for the growth of hotel operations as all the hotels need to budget their annual activity, after all the operational activities of the hotel the final part is budgeting as the hotel is in profit or loss. The budgeting at the end of the year shows the profit or loss of the hotel, if the management of hotel is in profit than it will represent the quality of the hotel. (Lunkes, 2015)
Effectiveness in Hotel Communications:
The effectiveness in the communication of hotel is very effective. Housekeeping and budgeting help in the operational activity to grow their business. Communications are very important in the hotel operations. The communication is the base of hotel operation as without the proper communication it is impossible to maintain the relationship between the host and the guest. The hospitality is the key to attract any customer towards the hotel. The Savoy hotel gives the best hospitality to attract their customers as they provide good services to their customer. The good services of the Savoy hotel make their customer satisfied. (Brymer, 2015)
Safety & Security in Hotel Operations:
 The safety and security of the customers is also very important part of the operational activity. All the customers of the Savoy hotel feel safe in the hotel and safety is also very convenient for the customers of the hotel. The quality of the management describes the functions of the hotel. When any customer comes to visit a hotel, they also see their safe security as it is the essential part hotel operation. The customer should feel safe as the safety of the customers matters the most in services of hotel and the good services shows the good operational activity in the hotel.
    

[bookmark: _Toc23612857][bookmark: _Toc25687277]CONCLUSION
It can be concluded from this report that the front office operations play a major role in managing other departmental activities of business. It is analysed that it helps in improving services of the hotel to satisfy needs of customers. Further, total quality management techniques also help in improving interdepartmental communication in order to manage work of employees accordingly. Hence, it is analysed that an international hotel requires quality services from each department to satisfy demand of guests.  
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