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The administrator or reception manager of a hotel is responsible for the arrival of guests and internal communications of the hotel services. The administrator's position is associated with the guest welcome service, or front office service as it is currently known (City of hotels, n.d). The reception manager at the hotel is Andrew, but unfortunately, I did not have chance to work with him. However, from what I know he is very professional and has many years of experience with the hotel. Loyal guests that had stayed before at the hotel have positively mentioned Andrew on several occasions.
The receptionist is the first person a guest sees when entering a hotel and the first contact they have when call the reception (Global EduLink, n.d). My first morning shift at the front office was quiet and I watched the checkout and allocation room process. The following morning shifts that I had ware busy. A typical morning shift at the front office starts with the communication or handover from night shift. The staff are passing all information important about guests including any issues such as moving rooms, complaints, no-show ups and so on. The next things to be done until the morning shift is finished is pre-arrival planning which consists of printing reports and back- up, allocating rooms, updating comments, and doing drink vouchers and membership key wallets. Most of the shifts that I had ware with AJ and the supervisor Bruno. A front office supervisor greets guests, takes their information, and helps them choose the right room. Also resolve guest room issues, collect payments, and close the register at the end of the day. Additional jobs include delivering extra services demanded by visitors, communicating with and training other personnel (Live Career, n.d).I assisted AJ with the pre-arrival planning doing mobile check- in, drink vouchers, preparing groups check-in envelopes, updated bucket list, printing missing registration cards. Evening shifts are similar to the morning shifts with the difference that check in takes more time than check out and the staff must be attentive to detail so will not miss on any valuable information such as payments, room rates, guest information or other essential information. There is also another option for guests to check in which is quicker- mobile check- in.  The online check-in increases the hotel's operational efficiency. It helps save time, automates manual check-in procedures, reduces check-in queues, and improves the guest satisfaction overall (P3 Hotels,2021). 
The Opera Hotel Program is a property management system (PMS) and is used at Delta Hotels by Marriott reception. I could see that it was very easy for the staff to work with. It automates basic front office operations including reservation, check-in, and check-out, minimizing time and reducing human error. In addition, it offers detailed information on employees and operations inside the organization. This enables employees to detect ineffective procedures and processes and take prompt action to resolve any issues that may arise (Protel, n.d).
The employees at the front office maintain open lines of communication with the other departments of the hotel, including those in charge of sales and marketing, housekeeping, food and beverage service, banquets, finance, maintenance, and human resources. Several departments look on the front desk as a communication link in order to provide quality services to the customers. Every department has its own dedicated line of communication leading to the front desk staff. (Kumar, 2020). Relationships between the front office manager and other department managers and their staff are crucial for collecting guest information. Establishing strong personal connections is an element of the communication process, but it cannot be depended upon to secure the transmission of correct and up-to-date information (Wisdom jobs, 2020). 
I have seen that the front office staff communicate mostly with the housekeeping department. The housekeeping staff and reception communicate with one another regarding the housekeeping room status, reporting on the availability of rooms for direct customer occupancy.
The sales and marketing team depends on the data provided by the front desk on client records and details of their visits. The customer record is a great tool for sales and marketing departments, which utilise the information provided by guests during registration to focus on marketing campaigns, create promotions, make postal labels, and choose the marketing channels that are most appropriate for the particular campaign. The employees at the front desk have a duty to make every effort to ensure that the information they provide is accurate and up to date. (Sultan, 2015).
Communication between the department of food and beverage and the front office is also important. The supervisors in the food and beverage department schedule staff and forecast sales based on the front office manager's estimated number of guests, which they use to determine staffing needs. For instance, the restaurant supervisor working on morning shift will need to know how many customers will be staying at the hotel in order to arrange for the appropriate number of servers for breakfast service. The timely and precise preparation of this communication tool helps in personnel management and sales forecasting (Nsc polteksby, 2015).
The front office gives the finance manager a daily overview of the financial transactions after night auditing. The information given by the front office assists the finance manager with budgeting and resource allocation for the current budget year. The front office gives the manager the financial data necessary for billing and maintenance credit of card ledgers (Ihm Shimla, 2020).

An issue that I found during doing my placement is that the hotel started recently to charge for the car park. Upon arrival at the hotel, guests must pay the parking fee at the reception. Customers that have booked a room before the new car park regulations, have been complaining at the reception when they were checking in and checking out. For example, one guest said that when he booked his stay at the hotel, it was shown on the Hotel booking website the car park was free of charge. The unhappy guest wanted a refund for the car park charge, but the receptionist kindly explained that it is not possible, and the guest left disappointed. My opinion, in this situation, the receptionist should call the manager or supervisor on shift, as they would handle the customer's complaint by giving him a refund. Because the guest left unsatisfied, he is likely to leave a negative review for the hotel. According to reviews left on the kayak.co.uk website, customers are complaining about insufficient information on car park charges (Kayak,2023). I also noticed that taking payment for the car park when the guests arrive takes more time to process the check-in. I believe that when a customer sees something that is free of charge, they do not need to be charged for it. According to the Consumer Protection Law compliance on the Gov.uk website, it is needed to make sure that customers are not misled about the price they must pay. Hotel booking websites must guarantee that the advertised price includes all mandatory tariffs, charges, and fees that are calculable based on the search criteria (Assets publishing service, 2023). Any "misleading action" (such as displaying a cheaper price than that charged) or "misleading omission" (such as omitting a tax or service fee) might be considered an offense (Business Companion, 2021).
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