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ABSTRACT 

The investigation gives detailed inventive acts of the Front Office Department and estimating 

their effect on visitor satisfaction. In view of the findings, it was seen that there was a positive 

effect of inventive practices, service quality, CCR of staff on visitor satisfaction level in the inn. 

It will investigate the mentality, abilities, and information on the staff with regards to client 

assistance, transport, and its impact on consumer loyalty. There are openings that were 

recognized from the discoveries, the cutting edge of the staff. 

 

INTRODUCTION 

One of the rule issues of the motel industry is the challenges that hotels face in 

making standard help quality and supporting the administrative level. Consistency 

is one of the critical issues in transport support and can clearly impact the level of 

seen administration and thusly consumer loyalty. With regards to five-star hotels, 

the front office is the chief motivation behind contact that should set a tune for 

entire housing and its activity. Making an agreeable image of housing through a 

standard help level is one of the key troubles of motel activity. 

 

LITERATURE REVIEW  

Yuchao Shao (2017) Front desk representatives are the face, just as quite possibly 

the main branches of an inn and their exhibition is integral to customers’ initial 

introductions of the inn. Besides, customers’ early introductions will influence 

their satisfaction with the registration experience and, moreover, with the whole 

remain at the lodging. Hence, this investigation planned to distinguish the service 

suppliers’ qualities that influence customers’ initial introductions. Further, this 

examination looks at how front desk representatives’ initial introductions 
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influence customer satisfaction with the registration experience.  

Joleen Bizi Mubiri(2016) The inn business has been quite possibly the most 

serious adventure, especially in the 21st century. Thus, overhauling customer 

reliability is one of the essential bits of improving force in the business, similarly 

as ensuring business soundness. Notwithstanding, working under the Serena 

Group of lodgings isn’t an assurance that Lake Kivu Serena Hotel will stay 

prosperous until the end of time. This is the place where the subject of buyer 

steadfastness and unwavering customer quality comes.  

Sabah (2014) in the present day and age, customer service is fundamental to hold 

the customer as well as have the separation from different rivals on the lookout. 

All in all, having a serious edge in the convenience and the movement, business 

Service can be depicted as monetary exercises offered by one social event to 

another. As frequently as conceivable, time is sensitive. Introductions achieve 

required outcomes to beneficiaries, objects, or different resources for which 

buyers have commitment.  

A.S. Manoj (2013) In return for money, time, and effort, administration clients 

envision that regard from access should stock, work, capable abilities, workplaces, 

associations, and system; yet they don’t routinely assume liability for the genuine 

components incorporated. Today, we all live and take in the organization’s 

economy time; the size of organization area is irrefutably expanding, as a public 

economy makes the general fragment of work between farming, industry, and 

organizations changes significantly. 

 

OBJECTIVES 

1. To analyze the guest satisfaction towards the service quality of front desk 

employees 

2. To evaluate the level of expectation and perception of guests and their impact 

on front office employees 

 

RESEARCH METHODOLOGY 

1. Research Design- The research is engaging and logical with respect to the 

different services of the Front Office Department and the satisfaction levels of the 

visitors.  

(a) Primary data- It was gathered through the visitor online input structures.  

(b) Secondary data- The secondary information was gathered through books, 

exchange diaries, distributed papers, and the web.  

2. Sample Size- The respondents for the investigation were 84 visitors. The 

visitors were arbitrarily picked, and they reacted to the online criticism structure.  

3. Examination Instrument- The visitor input study was utilized as an instrument 

for information assortment. The survey included variables of service quality 

identified with the front office division of the hotel. 

 

Participants 

The members of this examination comprised of 60 customers who remained at the 

hotel from September 2019. The scientist chose the respondents by arbitrarily 

inspecting technique. A poll was utilized as a tool for information mix. The review 

instrument included five regions as follows; the basic segment contained a general 



STUDY ON EFFECT OF FRONT OFFICE MANAGEMENT IN HOTEL IN INDIA  
PJAEE, 18 (1) (2021) 

 

4521  

foundation, which included sex, age, identity, occupation, motivation driving 

traveling, and a rehash of visits. The second and third parts included five 

components as demonstrated by administration quality components of the 

SERVQUAL system: substance, reliability, responsiveness, confirmation, and 

empathy subject. The expert examined the client’s suspicion and acumen levels 

towards the administration nature of the front office staff at the hotel. 

 

PROCEDURES  

Preceding the review, the survey was steered with the front office boss and the 

night head of the hotel to assess the principle draft of the review and any 

confusing judgment over terms and demands in July 2019. The results of the pilot 

test showed that two or three sentences in the requests were cloudy and 24 

ambiguous. The organization furthermore suggested that the researcher should 

give a model in every request to make the inquiries straightforward. The 

consequences of the pilot study gave the right data and the appropriate plan of 

survey.  

 

Table 1.1: Questionnaire

 
 

This strategy looks to portray a present existing condition, which, in this 

examination, was the visitor fulfillment on the administration’s nature of the front 

office staff of Fernandina 88 Suites Hotel. An unintentional examining strategy 

was utilized since the respondents are visitors of the hotel. There were 258 visitors 

who were utilized as respondents of this examination. The visitors were chosen 

while they were wandering around the hotel anteriorly and were appropriately 

asked to answer inquiries and raise territories of concern. 

 

RESULTS & DISCUSSION 

Visitor Satisfaction towards Service Quality of 88 Suites Table 1 presents the 

synopsis of the appraisal of the respondents’ fair and the square of visitor 

satisfaction towards the service quality of 88 Suites. 

 

Table 1.2:  Guest Satisfaction towards the Service Quality 

 
 

Table 1 shows that the general visitors’ assumption towards the five 

measurements was at the Very Good level (M=4.40). 
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Table 1.3:  SERVQUAL Gap of Guests’ Expectation and Perception Level 

 
 

Table 1.3 shows the whole between visitors’ assumptions and insight. The 

examination shows that the general degree of assumption for all measurements is 

higher than the degree of insight. 

 

Table 1.4: Independent Sample t-test of the Guests’ Expectation and Perception 

 
 

For the principal measurement, which is substance, the registered t-esteem, 6.96 is 

higher than plain t-esteem, 2.45 subsequently the invalid speculation is dismissed 

and consequently there is a critical distinction between the assumption and 

impression of the visitors towards Service Quality concerning substance.  

The information was examined according to the reactions got from the 

respondents and deciphered to make the accompanying inferences. The outcomes 

were thus acquired from the information gathered through the hotel visitors in a 5-

star Business Hotel with a stock of 110 rooms and situated in the midtown region.  

 

Table 1.5: Personal data of Respondents 
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SERVICE QUALITY OF FRONT OFFICE STAFF  

This part presents the clients’ supposition and acumen towards the organizational 

nature of front office staff at the hotel. An organization’s quality is made out of 

substance, faithfulness, responsiveness, insistence, and compassion. The 60 

respondents were moved nearer to rate every assertion concerning their 

speculation and impression of the organization’s nature of front office staff at the 

Hotel between September 2019. The revelations of the organization gave an idea 

of every estimation and were according to the accompanying: 

 

Table 1.6: Customer satisfaction concerning tangibility 
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CONCLUSION  

There is a solid sign that the organization’s nature of the front office staff of 88 

Suites Hotel doesn’t meet the guests’ supposition. Administration associations 

have been rapidly filling lately, while client interest for first-class administration 

is extending. The main elements in visitor satisfaction prompting rehash 

customers are standardized items, inspired and prepared staff, and quality 

administration. Front office staff didn’t figure out how to accomplish a half 

appraising for the exceptional, for the inviting and welcoming, politeness during 

registration measure, accommodation of staff and preparing were at an ordinary 

38.5%, which is under a half engraving rating. Regardless of the following 

discoveries, for the information rating, the staff were assessed at a typical of 

42.4% for thing information, capability, and speed of registration, registration 

measure, noting requests, and English language. This also mirrors an underneath 

half normal. 
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