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UNIT 6
Co-ordination of Front Office with other Departments
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6.0  Unit Overview and Description
Overview:
This unit will provide information to the student on benefits of co-ordination among different 
departments in a hotel. The unit gives details of the points of co-ordination of front office department 
with other departments of the hotel i.e. Marketing and Sales department, housekeeping department, F 
&B department (service and Production), Banquet, Maintenance and Engineering, Security and human 
resource department.

Knowledge and Skill Outcomes:
  importance and benefits of proper co-ordination among different departments in the hotel
 Points of co-ordination of front office department with other major departments in the hotel.

Resource Material:
hotel Front Office Operations & Management : Jatashankar r. Tiwari
Front Office Operations : Colin dix, Chris Baird
Front Office Management : Sushil Kumar Bhatnagar
Front Office Management & Operations : Sudhir Andrews 
Front Office Operations & Management : rakesh Puri
Check-in Check-Out Managing hotel Operations : Gary K. Vallen, Jerome J. Vallen
Principles of hotel Front-Office Operations : Sue Baker, Jeremy huyton, Pam Bradley 
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Learning Outcomes:

Unit 6: Front Office Outcomes

6.1 introduction General Overview

6.2 Advantages of co-ordination 
among departments

in this section, you will be able to rationalize the reasons for co-
ordination among departments and the advantages thereof.

6.3 Co-ordination of Front office 
with different departments in 
the hotel

you will be able to understand the different points of interface 
and co-ordination of Front office with various departments of 
the hotel like Marketing and Sales department, housekeeping 
department, F&B department (service and Production), 
Banquet, maintenance and engineering, Security and human 
resource department. 

Assessment Plan: (For the Teachers)

Unit Topic Assessment Method Time Plan Remarks

6.1 introduction Exercise : Question & Answer

6.2 Advantages of coordination 
among departments

Exercise : Question & Answer

6.3 Co-ordination of Front office 
with different departments in 
the hotel

Exercise : Question & Answer

6.1 Introduction
like a player in a football match, the front office alone cannot perform the hotel business.The front 
office staff interacts with all departments of the hotel, including marketing and sales, housekeeping, 
food and beverage, banquet, controller, maintenance, security, and human resources to reach to the 
desired business results. These departments view the front office as a liaison point of communication 
in providing guest services. Each of the departments has a unique communication link with the front 
office staff.

Review Question
Q. 1 Front office functioning is a team game and not an individual game. Comment ?
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6.2  Advantages of Co-ordination among Departments
 By the proper co-ordination, level of guest satisfaction increases.
 it helps in increasing the sale.
 it reduces burden on staff.
 helps in completing departmental objectives. 
 departments are able to understand the problems of each other.
 helps in team-building.
 improves the overall efficiency of the hotel.

Review Question
Q. 1 list the advantages of inter departmental co-ordination in a hotel.

6.3  Co-ordination of Front Office with Different Departments in the Hotel
1) Marketing and Sales Department                             
The marketing and sales department relies on the front office to provide data on guest histories, details 
concerning each guest’s visit. Some of the information gathered is based on pin code, frequency of visits, 
corporate affiliation, special needs, and reservations for sleeping rooms. it is also the front office’s job to 
make a good first impression on the public, to relay messages, and to meet the requests of guests who are 
using the hotel for meetings, seminars, and banquets.                                      
The guest history is a valuable resource for marketing and sales, which use the guest registration information to 
target marketing campaigns, develop promotions, prepare mailing labels, and select appropriate advertising 
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media. The front office staff must make every effort to keep this database current and accurate.                                      
The process of completing the booking of a special function (such as a wedding reception, convention, or 
seminar) depends on the availability of rooms for guests. The marketing and sales executives may have to 
check the lists of available rooms three, six, or even twelve months in the future to be sure that the hotel 
can accommodate the expected number of guests. A database of available rooms is maintained in the 
property management system by the front office.                                 
At first guest contacts with the marketing and sales department, usually through the hotel’s switch board. A 
competent switch board operator who is friendly and knowledgeable about hotel operations and personnel 
will make a good first impression, conveying to the prospective client that this hotel is competent. Messages 
for the marketing and sales department must be relayed completely, accurately, and quickly. 

2) Housekeeping Department

housekeeping and the front office communicate with each other about housekeeping room status, the 
report on the availability of the rooms for immediate guest occupancy. housekeeping room status can be 
described in the following communication terms:     
  Available Clean or ready - room is ready to be occupied 
  Occupied - Guest or guests are already occupying a room 
  Stay over - Guest will not be checking out of a room on the current day 
  dirty or on - Change - Guest has checked out of the room, but the housekeeping staff has not released 

the room for occupancy
 Out - of - order - room is not available for occupancy because of a mechanical malfunction    

Any difference in the occupancy status provided by housekeeping and in the record front office needs to 
be sorted out on an immediate basis. This is known as ‘discrepancy’ and the report containing the details of 
the same is known as discrepancy report.

house keeping and the front office also communicate on the details of potential house count (a report of the 
number of guests registered in the hotel), security concerns, and requests for amenities (personal toiletry 
items such as shampoo, toothpaste, mouthwash, and electrical equipment). These issues are of immediate 
concern to the guest as well as to supervisors in the hotel.
reporting of room status is handled on a face-to-face basis in a hotel that does not use a property management 
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system (PMS). The bi-hourly or hourly visits of the house- keeper to the front desk clerk are a familiar scene 
in such a hotel. The official reporting of room status at the end of the day is accomplished with a housekeeper’s 
room report (a report prepared by the housekeeper that lists the guest room occupancy status as vacant, 
occupied, or out-of-order). Sometimes even regular reporting of room status is not adequate, as guests may 
be anxiously awaiting the opportunity to occupy a room. On these occasions, the front desk clerk will have 
to telephone the floor supervisor to determine when the servicing of a room will be completed.
The housekeeper relies on the room sales projections- a weekly report prepared and distributed by the 
front office manager that indicates the number of departures, arrivals, walk-ins, stayovers, and no-shows-to 
schedule employees. Timely distribution of the room sales projections assists the executive housekeeper in 
planning employee personal leaves and vacation days.
The front desk also relies on housekeeping personnel to report any unusual circumstances that may indicate 
a violation of security for the guests. For example, if a maid or houseman notices obviously non-registered 
guests on a floor, a fire exit that has been propped open, or sounds of a domestic disturbance in a guest 
room, he or she must report these potential security violations to the front office. The front office staff, in 
turn, will relay the problem to the proper in-house or civil authority. The front office manager may want to 
direct the front desk clerks and switch board operators to call floor supervisors on a regular basis to check 
activity on the guest floors.                          

Guest requests for additional or special amenities and guest room supplies may be initiated at the front desk. 
The prompt relay of requests for extra blankets, towels, soap, and shampoo to housekeeping is essential. 

3) Food and Beverage Department (service and production)

Communication between the food and beverage department and the front office is also essential. Some of 
this communication is conveyed by relaying messages and providing accurate information on transfers, 
which are forms that are used to communicate a charge to a guest account. Communication activities 
also include reporting predicted house counts, an estimate of the number of guests expected to register 
based on previous occupancy activities, and processing requests for paid - outs, forms used to indicate the 
amounts of money paid out of the cashier’s drawer on behalf of a guest or an employee of the hotel. These 
vital services help an overworked food and beverage manager, restaurant manager, or banquet captain 
meet the demands of the guest. 
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incoming messages for the food and beverage manager and executive chef from vendors and other industry 
representatives are important to the business operation of the food and beverage department. Telephone 
operator of the front office department is sensitized to understand the importance of these calls and top priority 
and is accorded to the messages taken for the in case of their non-availability in the office. 
in a hotel that has point-of-sale terminals, computerized cash registers that interface with a property 
management system, information on guest charges is automatically posted to a guest folio, his or her record of 
charges and payments. When a hotel does not have point - of - sale terminals that interface with PMS point-
of-sale terminals, the desk clerk is responsible for posting accurate charges on the guest folio. The front office 
manager should work with the food and beverage manager in developing standard operating procedures and 
methods to complete the transfer of charges. 
The supervisors in the food and beverage department rely on the predicted house count prepared by the front 
office manager to schedule employees and predict sales. For example, the restaurant supervisor working the 
breakfast shift will want to know how many guests will be in the hotel so that he or she can determine how 
many servers to schedule for breakfast service. Timely and accurate preparation of this communication tool 
assists in staffing control and sales predictions. 
Authorized members of the food and beverage department will occasionally ask the front office for cash, in the 
form of iOu, to purchase last-minute items for a banquet, the lounge, or the restaurant or to take advantage of 
other unplanned opportunities to promote hospitality. Specific guidelines concerning cash limits, turn around 
time, prior approval, authorized signatures, and purchase receipts are developed by the General Manager and 
Front Office Manager. These guidelines help to maintain control of these paid-outs. 

4) Banquet Department 
The banquet department, which often combines the functions of a marketing and sales department and 
a food and beverage department, requires the front office to relay information to guests about scheduled 
events and bill payment.
The front desk staff may also provide labour to prepare the daily announcement board, an inside listing of 
the daily activities of the hotel (time, group, and room assignment), and marquee, the curb side message 
board, which includes the logo of the hotel and space for a message. Since the majority of banquet guests 
may not be registered guests in the hotel, the front office provides a logical communications center. 
The daily posting of scheduled events on a board or an electronic bulletin board provides all guests and employees 
with information on group events. This service is often handled by front office employees. The preparation of 
the marquee may include congratulatory, welcome, sales promotion, or other important messages. in some 
hotels, an employee in the front office contacts the marketing and sales department for the message. 
The banquet guest who is unfamiliar with the hotel property will ask at the front office for directions. This 
service might seem minor in the overall delivery of service, but it is essential to the lost or confused guest. 
The front office staff must know both how to direct guests to particular meeting rooms or reception areas 
and which functions are being held in which rooms. 
The person responsible for paying the bills for a special event will also find his or her way to the front office 
to settle the city ledger accounts (accounts of those guests who are not inhouse). 

5) Accounts
The accounts or controller relies on the front office staff to provide a daily summary of financial transactions 
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through a well-prepared night audit report. This information is also used to measure management ability 
to meet budget targets. Since the front office provides the controller with financial data for billing and 
maintenance of ledgers, these two departments must relay payments and charges through the posting 
machine or property management system. 

6) Maintenance or Engineering Department 
The maintenance or engineering department and front office communicate on room status and requests for 
maintenance service. Maintenance employees must know the occupancy status of a room before attending to 
plumbing, heating, or air-conditioning problems. if the room is reserved, the two departments will work out 
a time frame so the guest will be able to enter the room or be assigned to another room. Cooperative efforts 
produce the best solutions to sometimes seemingly impossible situations. likewise, the requests from guests for 
the repair of heating, ventilating, air- conditioning units, plumbing, televisions and other room furnishings are 
directed to the front desk. These requests are then communicated to the maintenance department. The front desk 
clerk must keep track of the repair schedule, as guests want to be informed of when the repair will be made. 

7) Security Department

Communications between the security department and the front office are very important in providing 
hospitality to the guest. These departments work together very closely in maintaining guest security. Fire 
safety measures and emergency communication systems as well as procedures for routine investigation of 
guest security concerns require the cooperation of these departments. 

8) Human Resources Management Department 
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The recruitment, induction, training, appraisals and promotion of front office employees as well as all their 
personnel matters are handled by hr department of a hotel.

The human resources management department may rely on the front office staff to act as an initial point 
of contact for potential employees in all departments. Some managers of human resources management 
depend on the front office to distribute application forms and other personnel-related information to job 
applicants. The potential employee may ask for directions to the personnel office at the front desk. 

Review Questions
Q.1 Match the following:
 i. housekeeping  (a)  Bulletin Board 
 ii. Accounts   (b)  repair Schedule
 iii. Maintenance  (c)  Guest history
 iV. Sales & Marketing  (d)  room discrepancy
 V. Banquets   (e)  Night Audit report

Q.2 Fill in the blanks:
 1. recruitment and promotion of front office employees is done by ______ department.
 2. _____________ is a room which is not available due to mechanical malfunctioning.
 3. daily summary of ____________________ is provided by front office department to accounts 

department.

Q.3 Answer the following questions:
 Q. 1. Success of a hotel depends upon the close team work among its different departments. 

Elaborate?
 Q. 2. Write a note on interdepartmental coordination between housekeeping and front office 

department.

6.4 Let us Sum Up
hotel is a business unit in which several departments work in close coordination to create a great 
experience for the guest. Front office department cannot work in isolation as its nature of work is such that 
it is dependent on all other departments to closely co-ordinate and communicate with it. housekeeping 
prepares the rooms which are sold by Front office. They closely coordinate with each other regarding the 
status of rooms. Food and Beverage is dependent upon front office for promotion of its product and for 
information regarding business forecast to plan their activities. Sales and marketing thrives on the basis 
of information, database and feedback given by front office to them. Security and Accounts also has close 
functional relationship with the front office department.
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6.5   Practical Activities
Activity I: Students to perform a role play highlighting the coordination among different 

departments of the hotel. role play to be followed by a discussion on the topic.

Activity II: A group of students to enact the role-play of morning meeting of the executives of the 
hotel and highlight the co-ordination among them for efficient functioning of the hotel.

Activity I – Role play, Work-sheet
Co- ordination of Front Office with Housekeeping:-
 FOA calling to hK department.

H K Supervisor : Good Morning, housekeeping, Naresh, house keeping control desk, how 
may i help you 

FOA : Good morning Naresh, this is Sheetal  from Front office. i want to bring an 
observation to your notice. When we tallied our room status report with house 
keeping room status report, we found some discrepancy in that 

H K Supervisor : OK, What is that?

F O A : There is a discrepancy of one room which is shown out of order in our list  and 
is shown vacant in your report .  

H K Supervisor : let me check once again. Please hold the line.

HK Supervisor : Thank you for holding Sheetal , Actually i got the report through log book  
that AC  problem of room no - 302 was mended last night. So, this room is 
now ready to sell. Kindly correct in your report. i will send a mail as well. i 
regret the communication gap.

FOA : Thank you so much for your co- operation .

Activity II – Role play, Work-sheet
Scene: Manager’s Meeting. Time - 09:30 am. Venue - G M Office.
(All the managers of different departments take their chair)
G M :  Good morning everybody? how are you?
All managers : Good morning, sir. We are fine.
G M : let us start with our meeting today. First discuss about problems we faced last day. 

We shall start with FrONT OFFiCE. how was the guest feedback yesterday?
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F.O. manager : Sir most of the guests were quite happy. They were happy about food but had 
complaint about the restaurant cleaning.

G M : let us refer this problem to F & B Manager .

F& B Manager : Thank you for information which was noticed by the guest and i take it as an 
opportunity but actually this was the place where detailed cleaning was required 
and i think Executive housekeeper can better guide us in this problem.

Ex. House keeper : Sir, we had problem with our ‘cleaning equipment’ which we use to clean tiles 
during night shifts complaint has been lodged with maintenance department.

G M : OK, Mr. Kaushal (Maintenance head). What is the status of the machine today.

Maintenance head : Sir, this machine comes under PM preventive maintenance). So, the company 
person will come by 11:00 am today and he will mend it today itself. There is no 
alternate available so, could not provide the replacement.

G M : OK. So, Mrs. Mehta (Ex. housekeeper). how was the day yesterday, anything 
which you want to bring in our notice.

Ex. House keeper : yes sir, thank you. i have problem with staffing. My department is in scarcity of 
employees at lower level, there is high turn over of employees believe our hr & 
Training department can help us in this issue.

 (G M looked towards the hr manager)

HRM : Thank you Mrs. Mehta. My team will work to hire some more employees for 
housekeeping. Kindly forward your manpower needs at different levels. So that 
we can work upon it. To control high turnover of employees i am doing Exit 
interviews too. hope we will come up with better results.

GM : hope you all are satisfied with hr manager’s answer.

 (All nodded affirmatively)

GM : Any other point that any one wants to bring to our notice?

F&B Manager : Sir, we have a booking of banquet party of 300 guest tomorrow. Though every 
department is informed but my special request is with security officer. Please do 
your staffing as we may desire adequate  staff as we are serving them  cocktails in 
that party.

Security officer : Ok sir, i have staffed accordingly and briefed my department employees.

F& B Manager : Thank you. 

GM : i hope all the major issues have been discussed. My special agenda for tomorrow 
is to discuss how to improve our sales. i require some details what our Sales and 
Marketing is doing at it and what we should do in future. Suggestions from all 
department heads are invited. Thank you wish you a very happy business. Thank 
you.

All Managers : Thank you sir.


