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[bookmark: _Toc25834131]Summary
Hotel businesses are focused on customers. So, the satisfaction of the customer is highly important. The hotel business has been growing and more department has been created and each of these departments has to work harmoniously so it can fulfil its purpose of providing hospitality to guests. The most important department of all is the front office department because it has a long communication process that starts from the reservation stage with customers and continues with the entrance and accommodation stage and ultimately ends with the checkout and post-checkout stage. Therefore, effective communication is the key to productivity in the front office department. 
This report analyse how the front office communicates with the other departments for effective operation
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[bookmark: _Toc25834132]Introduction
Hospitality is defined as the harmonious blend of tangible and intangible components – beverages, food, rooms, ambiance, ambiance, and the environment, and staff behavior (Cassee and Reuland, 1983). A hotel, which is an integral part of the hospitality industry, serves the basic needs of people traveling from their usual place of residence.
As hotels grow, the number of employees also increases, and managing the organization becomes more complicated. Communication and personal interaction among departments and costumers are essential in running a successful hotel. Effective communication between staff is the hallmark of communication in this industry (Andrews, 2007). 


[bookmark: _Toc25834133]The Front Office
The hotel business is growing daily, and it now has a more complicated structure than it uses to. This growth has led to the creation of more departments in order to provide efficient services of the hotel so it can fulfil its course. Each of these departments is important within its responsibilities. The most important department of all is the front office department because it has a long communication process that starts from the reservation stage with customers and continues with the entrance and accommodation stage and ultimately ends with the checkout and post-checkout stage. Therefore, effective communication is the key to productivity in the front office department.  The front office department consists of the reception, bellhop, switchboard operator, front desk clerk, concierge personnel, and front cashier. It is placed at the entry of the hotel building for everyone to see at arrival without hassle. The front office is defined as the brain of the hotel management as it is the place where guests are welcomed, hosted, and sent off. It is the first connection between the guest and the hotel in the process of reservation and renting rooms. It is the center of contact between the hotel and the guest, and it takes part in customer satisfaction (Safizadeth, at al. 2003: 557-576).
The front office staff communicates with other departments of the hotel, which includes housekeeping, food and beverage, marketing and sales, banquet, maintenance, security, controller, and human resources. All these departments view the front office as a communication liaison in providing satisfactory guest service. There is a unique communication link with the front office staff for each department. The front office works round the clock as guests are most likely to contact the front office at any time to connect with other departments for their needs.
1. Housekeeping Department
The housekeeping department and the front office communicate with each other about the status of the rooms. The report about the availability of the room for immediate use by the guest. Room status can be described in the following terms: Ready: the room is free and ready to be occupied; Occupied: not available as it already occupied by guest(s); Stay over: not available as the guest(s) will not be checking out on that day; Dirty: the room is unoccupied and not available as it is not ready because the guest just checked out; Out of order: not available because of some mechanical or electrical malfunction.
Both departments communicate on the number of rooms occupied, security concerns, requests by the guest for amenities such as toiletries, and electrical equipment. These reports are often made via a property management system, but those that do not have it handle communication face to face. Report on the status of rooms are often delivered to the front office at the end of the day, and this is contained in the housekeeper’s report, which contains the room status.
2. Food and Beverage Department
The front office communication with this department is also essential. This communication is about sending messages and providing accurate information on transfers, which are forms that are used to charge guest’s account. It also includes information on house counts, the number of guests to expect to check-in based on forecast using previous record and occupancy activities. This information helps the department to meet the demands (Guffey and Loewy, 2016).
The food and beverage department rely on the information supplied by the front office to predict sales; to know the number of guests available for breakfast services. The timely provision of this information helps the department to make adequate preparation and guide against wastage or delay.
3. Marketing and Sales Department
The marketing and sales department depends on the front office for data on guest history and specifics on the visit of each guest. Some of the collected information is based on special needs, zip code, business affiliation, frequency of visit, and room reservations. 
Data on guest history is essential, and it is valuable for the marketing and sales department. The department uses the guest registration information to develop promotions, target marketing campaigns, prepare mailing labels, and select the right advertising media. The front office has to ensure that this information is accurate and recent (Harris, 2017). 
The process of making reservations for specialized functions such as a convention, wedding reception, and seminars depends on the availability of rooms. The marketing and sales department may have to check with the front office because they have the database of available rooms.
Messages for the marketing and sales department must be accurate and swiftly relayed. A switchboard operator is a vital communication link between a prospective client and the marketing and sales department. Guest often reach the marketing and sales department through the hotel’s switchboard, and a competent operator has to convince the potential guest about their services before the guest finally arrives and meet the front office staff.
4. Banquet Department
This department often combines the function of the food and beverage department and the marketing and sales department. The department provides information about scheduled events and bill of payment, and the front office is required to relay the information to guests. 
The majority of banquet guests are not registered guests of the hotel, so the front office is expected to prepare a daily announcement board and daily activities of the hotel. The front office may contact the sale and marketing department for the information and message to post on the board. Banquet guests may also contact the front desk for information about the meeting room or reception if the staff of the banquet department is not available (Harris, 2017). 
5. Maintenance or Engineering Department
The maintenance or engineering department and front office often communicate on room maintenance and maintenance services requests by a guest. The front office must relay the occupancy status of the room gotten from the housekeeping department to the maintenance or engineering department if need be. If there is a maintenance issue, the staff of the department must work with the front office to decide the convenient time to attend to the issue so guests can use it.
Request for maintenance such as repair of ventilating, heating and air conditioning facilities, television, plumbing, and other room services are made to the front desk, which in turn relays the information to the maintenance department. The maintenance department will, in turn, send information to the front office on whether they have resolved the problem or not (Srıyam, 2015: 77; Hogan, 2016).
6. Security Department
Guests often visit the hotel for safety and comfort, so communication between the security department and the front office is vital in providing hospitality. These two departments work hand in hand to maintain security for the guest. Emergency communication systems and fire safety gadgets are installed, and routine investigation of guests requires the cooperation of these departments. Front officers must be alert and security conscious and relay all suspicious activities in the lobby to the security department.
7. Controller
The controller prepares a daily summary of financial transactions (from the financial data for the maintenance of credit cards and billing) provided by the front office. This is important for the management to know if they can meet budget targets. Because this information is vital, payment and charges are often relayed through the property management system or posting machine by these two departments.
If the front office and night auditor do not make daily entry and auditing, it will be difficult for the controller to produce a report for the manager or owner as the department does not have the necessary figure to produce an accurate report. Communication between these two departments is often done face to face as sometimes the urgency required to pass information when it concerns finance does not often allow the use of other methods of communication (Harris, 2017).
8. Human Resources Department
This department deals with hiring new employees. They often rely on the front office to act as the point of contact for potential employees in all the departments. During recruitment, the human resources department may give guidelines to the front office to use as an initial screening. An applicant may also ask questions from the front office as regards where the interview is taking place and the human resource office. 


[bookmark: _Toc25834134]Conclusion
When employees (staff of various departments) work together and communicate to provide hotel services, then guest needs are met. However, when the communication line is broken, and there is no harmony, the quality of service drops. The front office manager must take an objective view of these communications, taking into account guests’ needs, employee behavior, and active policies and procedures. The various departments should be able to communicate effectively in order to ensure quality and performance standards (Guffey& Loewy, 2009).
Each employee must appreciate the work of other departments and understand how other departments affect hospitality delivery. A well-developed training program and operational policies help employees to communicate better both within and between departments. 
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