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CHAPTER I 

INTRODUCTION 

 

 

1.1 Background of the Study 

The hotel industry is a service-based industry where customer satisfaction is 

highly dependent on the quality of service provided by employees. Among various 

hotel departments, the front office department is one of the most important because it 

serves as the central point of communication between guests and the hotel. The 

department is responsible for creating first impressions, handling guest requests, 

managing reservations, providing information, and ensuring guest comfort throughout 

their stay. The concept of guest experience has become increasingly important in the 

hospitality sector. Guest experience refers to the emotional and physical responses 

guests develop based on their interactions with hotel services and employees. Positive 

guest experiences contribute to customer loyalty, repeat business, and favorable 

recommendations. On the other hand, poor service experiences can damage the 

reputation of hotels and reduce customer satisfaction. 

In the context of hotels, the front office department performs several 

operational and customer service functions. These include reservation handling, guest 

registration, room assignment, billing, complaint handling, information services, and 

coordination with other hotel departments. Since front office staff members 

communicate directly with guests, their behavior, appearance, communication skills, 

and professionalism strongly influence guest perceptions. According to Bardi (2011), 

the front office department acts as the “nerve center” of hotel operations because it 

controls guest interactions and coordinates hotel services. Similarly, Walker (2017), 

explains that excellent front office service improves customer satisfaction and 

contributes to hotel profitability. These studies highlight the importance of efficient 

front office management in the hospitality industry. Tourism development in Pokhara 

has contributed significantly to the growth of hotels, restaurants, and tourism 

businesses. Lakeside, Pokhara, is recognized as a major tourist area where thousands 

of domestic and international tourists visit every year. Due to increasing tourism 

activities, many hotels have been established in Lakeside to meet accommodation 

demands. As competition among hotels increases, providing quality guest service has 
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become essential for attracting and retaining customers. Guests visiting Lakeside 

hotels come from diverse cultural, social, and economic backgrounds. Therefore, front 

office staff members must be capable of handling different types of guests 

professionally and courteously. Good communication, cultural understanding, 

problem-solving ability, and customer service skills are necessary for front office 

employees to deliver positive guest experiences. The front office department also 

contributes to hotel revenue generation. Effective reservation management, upselling 

techniques, and efficient room allocation can increase hotel occupancy and 

profitability. Front office employees influence guests’ purchasing decisions by 

promoting hotel facilities and services such as restaurants, transportation, recreational 

activities, and room upgrades. Thus, the department plays both operational and 

financial roles in hotel management. 

Technological advancement has also transformed front office operations in 

modern hotels. Online booking systems, digital payment methods, property 

management systems, and customer relationship management tools have improved 

hotel efficiency and guest convenience. Hotels in Lakeside are increasingly adopting 

technology to improve service quality and meet customer expectations. However, 

effective use of technology requires trained and skilled front office staff. Despite the 

importance of front office services, hotels often face challenges such as staff 

shortages, communication barriers, lack of training, guest complaints, and high 

employee turnover. These challenges can negatively affect service quality and guest 

satisfaction. In some hotels, front office employees may experience work pressure due 

to long working hours and difficult customer interactions. Therefore, proper 

management, staff training, and motivation are necessary to improve front office 

performance. 

This study is important because it focuses specifically on the role of the front 

office department in enhancing guest experience in hotels of Lakeside, Pokhara. 

Although many studies have examined hotel service quality, limited research has 

focused on front office operations in the local context of Lakeside hotels. This study 

will help identify how front office services influence guest satisfaction and what 

improvements can be made to provide better hospitality services. The study will also 

benefit hotel managers, hospitality students, researchers, and tourism stakeholders by 

providing insights into effective front office management practices. Understanding the 
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relationship between front office service quality and guest experience can help hotels 

improve customer satisfaction and maintain competitiveness in the tourism market. 

Moreover, guest reviews and online ratings have become highly influential in 

today’s hospitality industry. Many travelers select hotels based on online customer 

feedback and service ratings. Since front office interactions greatly affect guest 

impressions, improving front office services can positively influence hotel reputation 

and online reviews. Therefore, hotel management should prioritize employee training, 

communication skills, and customer service strategies within the front office 

department. The study also recognizes that front office employees act as 

representatives of hotel image and culture. Their attitude, appearance, and 

professionalism reflect the overall standard of the hotel. A friendly and efficient front 

office team can create memorable experiences for guests and contribute to long-term 

customer relationships. 

In conclusion, the front office department plays a vital role in enhancing guest 

experience in hotels. In a tourism-centered area like Lakeside, Pokhara, maintaining 

high-quality front office service is essential for customer satisfaction and hotel 

success. This study seeks to examine the contribution of the front office department to 

guest experience and identify factors affecting service quality in hotels of Lakeside, 

Pokhara. 

1.2 Statement of the Problem 

Despite the rapid growth of hotels in Lakeside, Pokhara, maintaining high 

guest satisfaction remains a major challenge for many hospitality businesses. Since 

the front office department directly interacts with guests, any weakness in 

communication, service delivery, or problem handling can negatively affect guest 

experience. Guests expect professional behavior, quick response, accurate 

information, and personalized service from front office employees. 

Many hotels face issues such as lack of trained staff, communication barriers, 

inadequate customer handling skills, and poor coordination among departments. 

These problems may reduce service quality and affect the reputation of hotels. 

Although front office operations are considered essential for hotel success, some 

hotels may not provide sufficient attention to improving front office services and 

employee training. 
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Therefore, this study attempts to identify the role of the front office 

department in enhancing guest experience and examine the challenges faced by front 

office staff in hotels of Lakeside, Pokhara. 

1.3 Research Questions 

1. What role does the front office department play in enhancing guest 

experience in hotels of Lakeside, Pokhara?  

2. What factors influence guest satisfaction with front office services?  

3. What challenges do front office employees face while delivering quality 

services to guests?  

1.4 Objectives of the Study 

The main objectives of the study are as follows: 

• To examine the role of the front office department in enhancing guest 

experience in hotels of Lakeside, Pokhara.  

• To identify the factors affecting guest satisfaction related to front office 

services.  

• To analyze the challenges faced by front office staff in providing quality guest 

service.  

1.5 Significance of the Study 

This study will be beneficial for hotel managers, front office employees, 

hospitality students, researchers, and tourism stakeholders. The study will help 

hotel management understand the importance of front office operations in 

improving guest satisfaction and hotel reputation. It will also provide 

recommendations for improving service quality and employee performance in 

hotels. 

Furthermore, the study may contribute to academic research related to 

hospitality management and serve as a reference for future researchers conducting 

studies in similar areas. 
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1.6 Literature Review 

The front office department is considered the heart of hotel operations as it 

serves as the primary point of contact between guests and the hotel. It plays a vital 

role in creating the first and last impression by managing guest arrivals, departures, 

reservations, inquiries, and complaints. The quality of front office services directly 

influences guest satisfaction, customer loyalty, and the overall reputation of a hotel. 

As guest expectations continue to evolve, the responsibilities of front office staff have 

expanded beyond traditional administrative tasks to include personalized services, 

effective communication, and problem-solving. 

Previous studies have emphasized that the professionalism, communication 

skills, responsiveness, and efficiency of front office employees are key factors in 

enhancing the guest experience. Researchers have also highlighted the increasing 

importance of technology in front office operations, including online reservations, 

property management systems, mobile check-in and check-out, and digital 

communication. These technological advancements have improved operational 

efficiency while providing guests with faster, more convenient, and personalized 

services. Additionally, the ability of front office staff to handle guest complaints 

promptly and professionally contributes significantly to positive guest experiences 

and repeat visits. 

In the context of Nepal, the hotel industry has grown rapidly, particularly in 

major tourist destinations such as Lakeside, Pokhara. Hotels in this area compete by 

providing high-quality services and memorable guest experiences. The front office 

department plays a crucial role in achieving these objectives through efficient guest 

service, effective coordination with other departments, and maintaining strong guest 

relationships. However, there is limited research specifically examining how the front 

office department contributes to enhancing guest experiences in hotels located in 

Lakeside, Pokhara. 

Therefore, this study reviews existing literature on front office operations, 

guest experience, customer satisfaction, service quality, and communication in the 

hospitality industry. It also identifies the existing research gap and aims to provide 

valuable insights into the role of the front office department in enhancing guest 

experiences in hotels of Lakeside, Pokhara. The findings are expected to support hotel 
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managers and hospitality professionals in improving front office services and 

strengthening overall guest satisfaction. 

1.6.1 Front Office Department in the Hospitality Industry 

The front office department is one of the most important departments in a 

hotel because it serves as the primary point of contact between guests and the hotel. It 

is responsible for handling reservations, guest registration, room allocation, check-in 

and check-out procedures, providing information, responding to inquiries, and 

managing guest complaints. The front office department plays a significant role in 

creating guests’ first and last impressions, which directly influence their overall hotel 

experience and satisfaction. Effective front office operations contribute to smooth 

hotel functioning, customer loyalty, and the hotel’s reputation. 

Walker (2017) explained that the front office department is considered the 

“face of the hotel” because it is responsible for welcoming guests and ensuring that 

their needs are met throughout their stay. According to the study, professional 

behavior, effective communication, and efficient service provided by front office 

employees directly influence guest satisfaction and the overall image of the hotel. The 

author further emphasized that front office operations should focus on delivering 

personalized and guest-centered services to create memorable experiences. 

Similarly, Kasavana and Brooks (2017) stated that the front office department is 

responsible for coordinating guest services while maintaining effective 

communication with other hotel departments. Their study found that efficient 

reservation systems, prompt guest assistance, and accurate information sharing 

improve operational efficiency and enhance the quality of guest services. The 

researchers concluded that well-managed front office operations are essential for 

ensuring guest comfort and satisfaction. Bardi (2011) explored the functions of the 

front office department and found that front office employees play a vital role in 

managing guest arrivals, departures, room assignments, and guest relations. The 

researcher emphasized that front office staff should possess strong communication, 

interpersonal, and problem-solving skills to respond effectively to guest needs and 

expectations. According to the study, the quality of front office services significantly 

affects guests’ perceptions of the hotel. Likewise, Baker et al. (2000) examined front 

office management practices and reported that guest satisfaction depends largely on 

the efficiency, courtesy, and professionalism of front office employees. Their study 
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highlighted that providing prompt service, maintaining accurate guest records, and 

handling guest complaints effectively contribute to positive guest experiences and 

encourage repeat visits. Ahmed Ismail (2002) investigated the importance of front 

office management in hotel operations and found that guest satisfaction increases 

when front office employees provide personalized attention, accurate information, and 

efficient services. The study concluded that the front office department acts as a 

communication center between guests and other hotel departments, making it 

essential for delivering high-quality hospitality services. 

In the context of Nepal, the front office department plays an increasingly 

important role in hotels due to the growth of tourism and rising guest expectations. 

Hotels in tourist destinations such as Lakeside, Pokhara, rely on efficient front office 

operations to provide quality services, manage guest relationships, and create positive 

first impressions. Well-trained front office employees contribute to enhancing guest 

experiences by offering professional, friendly, and responsive services. These studies 

indicate that the front office department is fundamental to hotel operations and guest 

satisfaction. They also highlight the importance of effective communication, 

professionalism, coordination, and customer service skills in enhancing the overall 

guest experience within the hospitality industry. 

1.6.2 Guest Experience in the Hospitality Industry 

Guest experience refers to the overall perception and impression that guests 

develop during their interaction with a hotel throughout their stay. It includes every 

stage of the guest journey, from making reservations and checking in to receiving 

services, interacting with hotel staff, and checking out. A positive guest experience is 

achieved when hotels consistently meet or exceed guest expectations through quality 

services, effective communication, personalized attention, and a welcoming 

environment. Enhancing guest experience has become one of the primary objectives 

of hospitality organizations because it directly influences guest satisfaction, loyalty, 

and positive word-of-mouth. 

Pine and Gilmore (1999) explained that guest experience is created through 

memorable interactions rather than simply providing products or services. According 

to their study, hotels should focus on delivering personalized and meaningful 

experiences that create emotional connections with guests. The researchers 
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emphasized that memorable guest experiences encourage repeat visits and strengthen 

customer loyalty. Similarly, Kandampully and Suhartanto (2000) conducted a study 

on customer loyalty in the hotel industry and found that service quality and guest 

satisfaction are major determinants of positive guest experiences. Their study revealed 

that guests who receive consistent, reliable, and personalized services are more likely 

to revisit the hotel and recommend it to others. The researchers concluded that 

enhancing guest experience is essential for maintaining long-term competitiveness in 

the hospitality industry. Walls et al. (2011) explored the concept of guest experience 

and found that both physical and human elements influence guests’ perceptions. The 

researchers reported that hotel facilities, staff behavior, service quality, and emotional 

interactions together create memorable guest experiences. They emphasized that 

hospitality organizations should focus on both tangible and intangible aspects of 

service delivery to satisfy guests. Likewise, Lemon and Verhoef (2016) examined 

customer experience throughout the service journey and found that every interaction 

between guests and hotel employees contributes to overall guest satisfaction. Their 

study highlighted that effective communication, prompt service, and personalized 

attention significantly improve guest experiences and encourage customer loyalty. 

The researchers concluded that hotels should carefully manage every guest touchpoint 

to create positive and lasting impressions. Klaus and Maklan (2013) investigated 

customer experience quality and reported that responsiveness, professionalism, trust, 

and personalized services are essential factors influencing guest perceptions in the 

hospitality industry. Their findings suggested that hotels should continuously improve 

service quality to meet changing customer expectations and deliver superior guest 

experiences. 

In the Nepalese context, hotels are increasingly focusing on enhancing guest 

experiences to remain competitive in the growing tourism industry. Particularly in 

tourist destinations such as Lakeside, Pokhara, hospitality businesses emphasize 

friendly staff behavior, efficient front office services, personalized guest care, and 

prompt problem resolution to create memorable experiences. As guest expectations 

continue to evolve, providing exceptional guest experiences has become a key 

strategy for improving customer satisfaction and strengthening the reputation of 

hotels. These studies indicate that guest experience is a multidimensional concept 

influenced by service quality, employee behavior, personalized services, 
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communication, and emotional connections. They also highlight that delivering 

memorable guest experiences is essential for increasing guest satisfaction, 

encouraging repeat visits, and achieving long-term success in the hospitality industry. 

1.6.3 Role of the Front Office Department in Enhancing Guest Experience 

The front office department plays a significant role in enhancing guest 

experience as it is the first and last point of contact between guests and the hotel. It is 

responsible for handling reservations, check-in and check-out procedures, guest 

inquiries, information services, and complaint handling. The quality of front office 

services directly influences guest satisfaction, customer loyalty, and the overall image 

of the hotel. Therefore, efficient front office operations are essential for creating 

positive guest experiences. 

Bardi (2011) explained that the front office department is responsible for 

creating a welcoming atmosphere and ensuring smooth communication with guests. 

According to the study, professional behavior, prompt service, and effective 

communication by front office staff contribute significantly to guest satisfaction. The 

author emphasized that front office employees should focus on providing personalized 

services to enhance guests’ overall experiences. Similarly, Kasavana and Brooks 

(2017) stated that the front office department acts as the communication center of a 

hotel by coordinating with other departments to meet guest needs. Their study found 

that efficient reservation systems, timely services, and accurate information improve 

operational efficiency and guest satisfaction. The researchers concluded that effective 

coordination is essential for delivering quality hospitality services. Baker et al. 

(2000) found that the professionalism, courtesy, and problem-solving abilities of front 

office employees greatly influence guests’ perceptions of a hotel. Their study 

highlighted that prompt responses and friendly interactions create positive guest 

experiences and encourage repeat visits. Likewise, Ismail (2002) reported that 

personalized attention, effective communication, and efficient guest handling are 

essential for improving guest satisfaction. The study concluded that front office staff 

play an important role in understanding guest needs and ensuring a comfortable and 

memorable stay. 

In the Nepalese context, hotels in tourist destinations such as Lakeside, 

Pokhara increasingly rely on efficient front office services to enhance guest 
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experiences. Well-trained front office employees, effective communication, and 

personalized services help hotels build strong guest relationships and improve 

customer satisfaction. These studies indicate that the front office department is 

essential for enhancing guest experience. They highlight that professionalism, 

communication skills, coordination, and personalized service are key factors in 

achieving guest satisfaction and improving hotel performance. 

1.6.4 Factors Influencing Guest Experience in Hotels 

Guest experience is influenced by various factors that shape guests’ overall 

perception of a hotel. These factors include service quality, employee behavior, 

communication, responsiveness, hotel facilities, cleanliness, and personalized 

services. When hotels consistently provide quality services and meet guest 

expectations, they create positive experiences that increase guest satisfaction, loyalty, 

and the likelihood of repeat visits. 

Kandampully and Suhartanto (2000) explained that service quality is one of 

the most important factors affecting guest experience and customer loyalty in hotels. 

Their study found that reliable services, employee professionalism, and customer 

satisfaction encourage guests to revisit hotels and recommend them to others. The 

researchers emphasized that hotels should continuously improve service quality to 

remain competitive. Similarly, Klaus and Maklan (2013) found that guest experience 

is influenced by staff responsiveness, trust, and personalized services. Their study 

highlighted that guests appreciate hotels that understand their individual needs and 

provide prompt, friendly, and efficient services. The researchers concluded that 

customer-centered service enhances overall guest satisfaction. Lemon and Verhoef 

(2016) examined customer experience throughout the service journey and reported 

that every interaction between guests and hotel employees contributes to overall guest 

satisfaction. Their study emphasized that effective communication, timely service, and 

problem-solving skills are essential for creating positive guest experiences. 

Likewise, Walls et al. (2011) stated that both physical facilities and employee 

interactions influence guests’ perceptions of hotel services. The study concluded that 

comfortable facilities, courteous staff, and efficient service delivery create memorable 

guest experiences and encourage customer loyalty. 
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In the Nepalese context, hotels in Lakeside, Pokhara focus on providing 

quality services, friendly staff behavior, clean facilities, and personalized attention to 

meet the expectations of domestic and international guests. Improving these factors 

helps hotels strengthen their reputation and enhance the overall guest experience. 

These studies indicate that guest experience is influenced by multiple factors, 

including service quality, employee behavior, communication, hotel facilities, and 

personalized services. They highlight that continuous improvement in these areas is 

essential for enhancing guest satisfaction and ensuring the success of hospitality 

businesses. 

1.6.5 Front Office Communication and Guest Satisfaction 

Front office communication plays an important role in enhancing guest 

satisfaction in hotels. Effective communication helps front office staff understand 

guest needs, provide accurate information, resolve problems efficiently, and build 

positive relationships with guests. Good communication creates trust and ensures a 

pleasant and memorable hotel experience. 

Walker (2017) explained that communication is one of the most important 

skills for front office employees. The study found that clear and professional 

communication improves guest satisfaction and strengthens the hotel’s image. The 

author emphasized that front office staff should communicate politely and confidently 

with every guest. Similarly, Hayes and Ninemeier (2017) stated that effective 

communication helps employees understand guest expectations and respond to their 

requests quickly. Their study highlighted that listening carefully and providing prompt 

responses improve guest confidence and overall satisfaction. Kasavana and Brooks 

(2017) found that communication between the front office and other hotel 

departments is essential for providing smooth and efficient services. The researchers 

concluded that proper coordination helps reduce service errors and improves the 

overall guest experience. 

Likewise, Bardi (2011) reported that front office employees who communicate 

professionally and handle guest complaints effectively contribute to positive guest 

experiences and encourage repeat visits. In the Nepalese context, hotels in Lakeside, 

Pokhara emphasize friendly communication, personalized attention, and quick 
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responses to guest inquiries. Effective communication by front office staff helps 

improve guest satisfaction and strengthens the reputation of hotels. 

These studies indicate that effective front office communication is essential for 

enhancing guest satisfaction. Professional communication, coordination, and prompt 

responses enable hotels to provide quality services and create memorable guest 

experiences. 

1.6.6 Customer Satisfaction in the Hospitality Industry 

Customer satisfaction refers to the level of happiness or fulfillment guests 

experience after receiving services from a hotel. It is influenced by factors such as 

service quality, employee behavior, promptness, communication, and the overall guest 

experience. In the hospitality industry, customer satisfaction is essential because 

satisfied guests are more likely to revisit the hotel and recommend it to others. 

Kotler et al. (2022) explained that customer satisfaction depends on the ability 

of hotels to meet or exceed guest expectations. Their study found that providing 

quality services and personalized attention helps build guest loyalty and improves the 

hotel’s reputation. Similarly, Kandampully and Suhartanto (2000) found that service 

quality and customer satisfaction are closely related. The researchers concluded that 

guests who receive reliable and professional services are more likely to return and 

recommend the hotel to others. Walker (2017) stated that courteous staff behavior, 

efficient front office services, and prompt responses to guest requests significantly 

improve customer satisfaction. The study emphasized that every interaction with 

guests contributes to their overall hotel experience. Likewise, Bardi (2011) reported 

that well-trained front office employees play an important role in improving customer 

satisfaction by providing friendly communication, handling complaints effectively, 

and delivering efficient services. 

In the Nepalese context, hotels in Lakeside, Pokhara focus on improving 

customer satisfaction by offering quality front office services, personalized attention, 

and professional guest handling. These practices help hotels create positive guest 

experiences and strengthen customer loyalty. These studies indicate that customer 

satisfaction is influenced by service quality, employee performance, communication, 

and front office efficiency. Therefore, improving these factors is essential for 

enhancing guest experience and achieving success in the hospitality industry. 
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1.6.7 Service Quality in Front Office Operations 

Service quality in front office operations refers to the ability of front office 

staff to provide efficient, reliable, and guest-oriented services. It includes prompt 

check-in and check-out, effective communication, problem-solving, professionalism, 

and personalized attention. High service quality helps create positive guest 

experiences, improves customer satisfaction, and encourages repeat visits. 

Parasuraman et al. (1988) explained that service quality is determined by 

reliability, responsiveness, assurance, empathy, and tangible aspects of service. Their 

study found that hotels providing high-quality services are more likely to satisfy 

guests and build long-term customer loyalty. Similarly, Walker (2017) stated that front 

office employees play a key role in delivering quality services through professional 

behavior, courtesy, and prompt responses to guest requests. The study emphasized that 

service quality directly influences the overall guest experience. Bardi (2011) found 

that efficient front office operations, effective communication, and proper complaint 

handling improve service quality and guest satisfaction. The researcher concluded that 

well-trained front office staff contribute significantly to hotel success. 

Likewise, Kasavana and Brooks (2017) reported that coordination between the front 

office and other hotel departments ensures smooth service delivery and enhances the 

quality of guest experiences. 

In the Nepalese context, hotels in Lakeside, Pokhara are increasingly focusing 

on improving front office service quality through employee training, personalized 

guest services, and efficient communication. These efforts help hotels enhance guest 

satisfaction and maintain a competitive advantage. These studies indicate that service 

quality is one of the most important factors in front office operations. Professional 

service, effective communication, and prompt guest assistance help hotels create 

memorable guest experiences and improve overall customer satisfaction. 

1.6.8 Research Gap 

The review of previous literature indicates that the front office department has 

been widely recognized as an essential part of hotel operations. Several studies have 

explored topics such as front office management, service quality, guest satisfaction, 

communication, and customer experience. Previous writers have emphasized the 

importance of front office services in improving guest satisfaction and hotel 
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performance. Similarly, previous studies have highlighted that professional staff 

behavior, effective communication, personalized services, and efficient front office 

operations contribute to positive guest experiences. These studies provide valuable 

knowledge about front office management and customer service in the hospitality 

industry. 

However, limited research has specifically examined the role of the front 

office department in enhancing guest experience in hotels of Lakeside, Pokhara. 

Most previous studies have focused on general hotel management or overall service 

quality rather than the direct contribution of front office operations to guest 

experience in this important tourist destination. Therefore, this study aims to fill this 

research gap by exploring how the front office department enhances guest experience 

in hotels of Lakeside, Pokhara. The findings are expected to provide useful insights 

for hotel managers to improve front office services and increase guest satisfaction. 

1.6.9 Summary 

The reviewed literature shows that the front office department plays a crucial 

role in hotel operations and is the primary point of contact between guests and the 

hotel. Previous studies have highlighted that front office employees contribute to 

guest satisfaction through professional behavior, effective communication, efficient 

service, and personalized attention. These factors help create positive first and last 

impressions, which enhance the overall guest experience. 

The literature also indicates that guest experience is influenced by several 

factors, including service quality, employee performance, communication, 

responsiveness, and customer satisfaction. Researchers have emphasized that well-

trained front office staff, proper coordination with other hotel departments, and the 

use of quality service standards are essential for meeting guest expectations and 

encouraging repeat visits. 

Although previous studies provide valuable insights into front office 

management and guest experience, limited research has specifically examined the role 

of the front office department in enhancing guest experience in hotels of Lakeside, 

Pokhara. Therefore, this study aims to fill this gap by exploring how front office 

services contribute to guest satisfaction and by providing useful recommendations for 

improving hotel service quality in the study area. 
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1.7 Research Methodology 

This chapter describes the research methodology for “Exploring the Role of 

the Front Office Department in Enhancing Guest Experience in Hotels of Lakeside, 

Pokhara.” It presents the research design, participants, sampling strategy, data 

collection methods, data processing procedures, trustworthiness measures, ethical 

considerations, and limitations of the study. Since the study aims to explore the 

experiences and perspectives of front office employees regarding their role in 

enhancing guest experience, a qualitative phenomenological approach is considered 

the most suitable. This approach enables the researcher to gain an in-depth 

understanding of how front office staff perceive their responsibilities, interact with 

guests, address guest needs and concerns, and contribute to creating positive and 

memorable experiences in hotels. 

1.7.1 Research Design 

The study is designed as qualitative phenomenological research. 

Phenomenology is suitable because it is concerned with how individuals experience 

and interpret a specific phenomenon in their daily lives. In this study, the phenomenon 

is the role of the front office department in enhancing guest experience in hotels of 

Lakeside, Pokhara. This design is appropriate because it enables the researcher to 

explore, from the perspectives and experiences of front office employees, how they 

interact with guests, handle guest requests and complaints, provide quality service, 

and contribute to creating positive and memorable guest experiences. It also helps the 

researcher understand the challenges they face in delivering excellent service and 

maintaining guest satisfaction in the hotel industry. 

1.7.2 Population and Participants 

The participants of this study will be front office employees working in hotels 

located in Lakeside, Pokhara. They should have at least one year of experience in the 

front office department and be willing to voluntarily share their experiences and 

perspectives. Their experiences will provide valuable insights into the role of the front 

office in enhancing guests’ overall hotel experience. 

The participants will be selected from hotels in Lakeside, Pokhara that have an 

active front office department and regularly provide accommodation services to both 

domestic and international guests. The study will focus on front office staff who are 
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directly involved in guest interactions, such as receptionists, front desk associates, and 

guest service officers, as they play a key role in creating positive guest experiences. 

1.7.3 Sampling Technique 

This study will use purposive sampling. Purposive sampling is appropriate for 

qualitative research because it allows the researcher to select participants who have 

direct knowledge and practical experience related to the phenomenon being studied. 

Since this is a phenomenological study, the focus is on understanding the lived 

experiences and perspectives of participants rather than collecting data from a large 

number of people. Therefore, 6 to 10 front office employees working in hotels 

in Lakeside, Pokhara will be selected as participants. They will be chosen based on 

their experience in the front office department and their willingness to share their 

experiences regarding the role of the front office in enhancing guests’ overall hotel 

experience. 

1.7.4 Data Collection Method 

The primary method of data collection for this study will be in-depth semi-

structured interviews and open-ended questionnaires. Semi-structured interviews are 

widely used in phenomenological research because they allow participants to freely 

describe their lived experiences while enabling the researcher to explore the 

objectives of the study in depth. 

An interview guide will be prepared with open-ended questions related to: 

• The role of the front office department in enhancing guest experience 

• First impressions and guest satisfaction 

• Communication and interaction with guests 

• Handling guest complaints and service recovery 

• Challenges faced by front office staff 

• Coordination with other hotel departments 

Professional experiences and the importance of the front office in creating 

positive guest experiences 
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These questions will help the researcher gain a deeper understanding of the 

experiences of front office employees and how their roles contribute to enhancing the 

overall guest experience in hotels located in Lakeside, Pokhara. 

1.7.5 Data Analysis Procedure 

The collected data will be analyzed using thematic analysis within 

a phenomenological framework. This method is appropriate because it helps identify 

common patterns and themes from the lived experiences of front office employees 

regarding their role in enhancing guest experience in hotels. 

The data analysis process will follow these steps: 

• Transcribe the interview recordings and organize the questionnaire 

responses. 

• Read the transcripts several times to become familiar with the 

participants’ experiences. 

• Highlight significant statements related to the role of the front office 

department in enhancing guest experience. 

• Group similar statements into meaningful categories. 

• Develop themes and sub-themes based on the participants shared 

experiences and perspectives. 

• Interpret the themes in relation to the research objectives and existing 

literature. 

This process will help the researcher gain a deeper understanding of how front 

office employees contribute to creating positive guest experiences and the challenges 

and opportunities they encounter while performing their roles in hotels located in 

Lakeside, Pokhara. 

1.7.6 Ethical Considerations 

This study will follow the standard ethical principles of social research. Before 

collecting data, all participants will be informed about the purpose of the study, the 

research procedures, and their right to withdraw from the study at any time without 

any negative consequences. 
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Written informed consent will be obtained from each participant before 

conducting the interviews or collecting questionnaire responses. To protect their 

privacy, participants’ identities will remain confidential, and pseudonyms or codes 

will be used instead of their real names. Where necessary, the names of the hotels will 

also be kept confidential to protect their privacy. 

All interview recordings, questionnaire responses, and transcripts will be 

stored securely and used only for academic and research purposes. The information 

provided by the participants will not be shared with anyone outside the research 

without their permission. This will ensure that the study is conducted with honesty, 

respect, and confidentiality while protecting the rights and privacy of all participants. 

1.7.7 Delimitations and Limitations 

This study is limited to front office employees working in selected hotels in 

Lakeside, Pokhara. It does not include hotel managers, employees from other 

departments, guests, or front office staff working in hotels outside Lakeside, Pokhara. 

The study focuses on exploring the lived experiences of front office employees and 

their role in enhancing guest experience rather than evaluating the overall 

performance or profitability of hotels. 

One limitation of this study is that the findings cannot be statistically 

generalized to all front office employees or hotels in Nepal because the study follows 

a qualitative phenomenological approach with a relatively small number of 

participants. In addition, the findings are based on the personal experiences and 

perspectives of the participants, which may vary from one individual to another. 
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CHAPTER II 

FINDINGS 

 

This chapter presents the findings of the study entitled “Exploring the Role of 

the Front Office Department in Enhancing Guest Experience in Hotels of Lakeside, 

Pokhara.” The findings are based on semi-structured interviews conducted with eight 

front office employees working in selected hotels in Lakeside, Pokhara. The 

participants had varying years of experience in the front office department and had 

been involved in handling guest check-ins, check-outs, reservations, guest inquiries, 

and other front office responsibilities. Their experiences provided valuable insights 

into how the front office department contributes to enhancing the overall guest 

experience. 

The interview transcripts were analyzed using thematic analysis. Similar ideas 

and experiences shared by the participants were grouped into meaningful categories, 

resulting in three major themes: 

• The Role of the Front Office in Creating Positive First Impressions 

• Challenges Faced by Front Office Employees in Enhancing Guest 

Experience 

• Strategies for Improving Guest Experience Through Front Office Services 

Each theme reflects the participants lived experiences and perceptions of 

working in the front office department and their role in creating positive guest 

experiences in hotels of Lakeside, Pokhara. To maintain confidentiality and protect 

the participants’ identities, pseudonyms (P1–P5) are used throughout this chapter 

when presenting quotations and discussing the findings. 

The purpose of this chapter is to present and interpret the participants’ 

experiences under each theme. Direct quotations from the participants are included to 

illustrate their perspectives, followed by the researcher’s interpretation to explain the 

meaning of the findings in relation to the research objectives. 

2.1 The Role of the Front Office in Creating Positive First Impressions 

The first theme that emerged from the interview data was The Role of the 

Front Office in Creating Positive First Impressions. All participants explained that the 

 



21 

 

front office department plays a vital role in shaping guests’ first impressions of a 

hotel. They believed that the way front office staff welcome guests, communicate with 

them, and respond to their needs greatly influences guests’ overall experience and 

satisfaction. Although participants had different levels of experience and worked in 

different hotels, they shared the common view that professionalism, effective 

communication, courtesy, and prompt service are essential for creating a positive first 

impression. 

From the analysis of the interview data, four sub-themes emerged: 

• Welcoming and Greeting Guests 

• Communication and Interpersonal Skills 

• Professional Appearance and Positive Attitude 

• Efficient Check-in and First Guest Interaction 

2.1.1 Welcoming and Greeting Guests 

Participants explained that welcoming and greeting guests is one of the most 

important responsibilities of the front office department because it creates the first 

impression of the hotel. Most participants believed that a warm smile, polite greeting, 

friendly attitude, and professional behavior help guests feel comfortable and valued 

from the moment they arrive. They also explained that the first interaction between 

the front office staff and guests often influences guests’ overall perception of the hotel 

and their satisfaction with the stay. 

Participant 1 stated: “The first few minutes are very important. I always greet 

guests with a smile, welcome them warmly, and make sure they feel comfortable. A 

positive first impression makes guests feel relaxed and confident about their stay.” 

Participant 2 explained that greeting guests politely and maintaining eye 

contact help build trust and create a welcoming atmosphere. They mentioned that 

even a simple greeting can make guests feel respected and appreciated. 

Participant 3 shared that front office staff should remain friendly, 

approachable, and patient while welcoming guests, especially after long journeys. 

They believed that treating every guest with kindness helps create a positive 

relationship from the beginning. 
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Participant 4 stated that welcoming guests professionally while offering 

immediate assistance leaves a lasting impression. They explained that being attentive 

to guests’ needs during arrival makes them feel important and cared for. 

Participant 5 explained that every guest should receive the same warm 

welcome regardless of their background or purpose of visit. They believed that 

showing genuine hospitality through a friendly greeting and positive attitude 

encourages guests to feel comfortable and creates a memorable start to their hotel 

experience. 

These findings indicate that participants consider welcoming and greeting 

guests to be a key responsibility of the front office department. They believe that 

friendly communication, courtesy, professionalism, and a positive attitude during the 

first interaction play a significant role in creating positive first impressions and 

enhancing the overall guest experience in hotels. 

2.1.2 Communication and Interpersonal Skills 

When participants were asked about the importance of communication and 

interpersonal skills in the front office department, they shared similar views despite 

expressing them in different ways. Most participants explained that effective 

communication is essential for understanding guests’ needs, providing accurate 

information, solving problems, and building positive relationships. They believed that 

front office employees should not only communicate clearly but also listen carefully, 

remain patient, and treat every guest with respect and courtesy. 

Participant 1 explained: “Good communication means listening carefully to 

guests, speaking politely, and making sure they understand the information we 

provide. It helps guests feel comfortable and creates a positive experience from the 

beginning.” 

Participant 2 described communication as an important tool for building trust 

with guests. They explained that greeting guests warmly, answering questions clearly, 

and responding patiently to their concerns help create a friendly and welcoming 

environment. 

Participant 3 believed that strong interpersonal skills, such as showing 

empathy, maintaining a positive attitude, and respecting guests from different cultures, 

are essential for providing quality service and ensuring guest satisfaction. 
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Participant 4 shared that many guest complaints can be resolved through calm 

and professional communication. They explained that listening carefully and 

responding politely helps reduce misunderstandings and strengthens the relationship 

between guests and the hotel. 

Participant 5 explained that communication is more than simply providing 

information. They believed that making guests feel heard, valued, and respected 

through friendly conversation and personalized interaction creates memorable 

experiences and encourages guests to return. 

These findings suggest that participants viewed communication and 

interpersonal skills as fundamental qualities of front office employees. They believed 

that effective communication, active listening, empathy, professionalism, and 

respectful interactions are essential for enhancing guest experience and creating a 

positive first impression in hotels. 

2.1.3 Professional Appearance and Positive Attitude 

Participants explained that professional appearance and a positive attitude are 

important qualities for front office employees because they directly influence guests’ 

first impressions of the hotel. Most participants believed that maintaining a neat 

appearance, wearing a clean uniform, showing confidence, and interacting with guests 

politely reflect the professionalism of both the employee and the hotel. They also 

emphasized that a positive attitude helps create a welcoming environment and makes 

guests feel comfortable throughout their stay. 

Participant 1 stated: “As front office staff, we represent the image of the hotel. 

I always make sure my uniform is neat, I smile while greeting guests, and I remain 

positive because guests notice these things immediately.” 

Participant 2 explained that maintaining a professional appearance and 

speaking politely help guests feel respected and confident in the hotel’s services. They 

believed that even during busy hours, front office staff should remain calm and 

friendly when interacting with guests. 

Participant 3 shared that a positive attitude is essential, especially when 

handling difficult situations or guest complaints. They explained that staying patient, 

respectful, and approachable helps reduce guest frustration and creates a more 

pleasant experience. 
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Participant 4 stated that good grooming, confidence, and professional behavior 

create trust and leave a lasting impression on guests. They believed that guests are 

more likely to feel comfortable when front office employees present themselves 

professionally and treat everyone with courtesy. 

Participant 5 explained that smiling, maintaining eye contact, and showing 

genuine enthusiasm while assisting guests make them feel welcomed and appreciated. 

They believed that a positive attitude not only improves guest satisfaction but also 

creates a friendly atmosphere within the hotel. 

These findings indicate that participants considered professional appearance 

and a positive attitude to be essential qualities of front office employees. They 

believed that proper grooming, confidence, courtesy, and a welcoming attitude help 

create positive first impressions, strengthen guests’ trust, and contribute significantly 

to enhancing the overall guest experience in hotels. 

2.1.4 Efficient Check-in and First Guest Interaction 

Participants explained that efficient check-in and positive first guest 

interaction play a crucial role in enhancing the overall guest experience. They 

believed that a smooth and well-organized check-in process helps guests feel 

welcomed, comfortable, and confident in the hotel’s services. Most participants stated 

that completing check-in procedures quickly while maintaining friendly and 

professional communication creates a positive first impression and sets the tone for 

the rest of the guest’s stay. 

Participant 1 stated: “I always try to complete the check-in process as quickly 

as possible while making guests feel welcome. A smooth check-in with friendly 

communication helps guests relax after their journey and creates a good first 

impression.” 

Participant 2 explained that providing clear information about the hotel’s 

facilities, services, and policies during check-in helps guests feel informed and 

comfortable. They believed that answering guests’ questions politely and patiently 

improves their confidence in the hotel. 

Participant 3 shared that front office employees should remain organized and 

attentive during check-in, especially during busy hours. They explained that handling 
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the process efficiently without making guests wait for a long time contributes to a 

better guest experience. 

Participant 4 stated that the first interaction with guests should always be 

warm, respectful, and professional. They believed that offering assistance with 

luggage, explaining hotel services, and responding to guests’ immediate needs create a 

welcoming atmosphere. 

Participant 5 explained that a positive first interaction encourages guests to 

feel valued and respected throughout their stay. They mentioned that maintaining eye 

contact, smiling, using the guest’s name when possible, and ensuring a quick check-in 

process help build trust and leave a lasting impression. 

These findings indicate that participants viewed efficient check-in and first 

guest interaction as essential responsibilities of the front office department. They 

believed that a fast and organized check-in process, combined with friendly 

communication, professionalism, and personalized attention, creates positive first 

impressions, enhances guest satisfaction, and contributes to an enjoyable hotel 

experience. 

In conclusion, participants consistently emphasized that welcoming guests 

warmly, communicating effectively, maintaining a professional appearance, and 

ensuring an efficient check-in process are essential responsibilities that contribute to 

creating positive first impressions. Although participants had different levels of 

experience and worked in different hotel settings, they all agreed that professionalism, 

courtesy, effective communication, and a positive attitude are fundamental qualities 

for front office employees. They believed that these qualities help build guests’ trust, 

create a welcoming atmosphere, and establish a strong relationship from the moment 

guests arrive at the hotel. 

My observation also demonstrates that the first interaction between front 

office staff and guests has a lasting impact on guest satisfaction. Participants 

explained that friendly greetings, personalized communication, professional behavior, 

and smooth check-in procedures make guests feel comfortable, valued, and confident 

in the hotel’s services. Overall, the study highlights that the front office department 

serves as the face of the hotel, and its ability to create positive first impressions play a 
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significant role in enhancing the overall guest experience in hotels of Lakeside, 

Pokhara. 

2.2 Challenges Faced by Front Office Employees in Enhancing Guest Experience 

The second theme that emerged from the interview analysis was Challenges 

Faced by Front Office Employees in Enhancing Guest Experience. Although all 

participants expressed their commitment to providing excellent guest service, they 

also described several challenges that affected their ability to deliver the best possible 

guest experience. The most common challenges included handling guest complaints, 

managing heavy workloads during peak hours, dealing with communication barriers, 

coordinating with other hotel departments, and meeting the diverse expectations of 

guests. Despite these challenges, participants emphasized the importance of 

professionalism, patience, teamwork, and problem-solving skills in maintaining guest 

satisfaction. 

From the analysis of the interview data, three sub-themes emerged: 

• Handling Guest Complaints and Difficult Situations 

• Workload and Operational Challenges 

• Meeting Diverse Guest Expectations 

2.2.1 Handling Guest Complaints and Difficult Situations 

The majority of participants identified handling guest complaints and difficult 

situations as one of the most challenging responsibilities of the front office 

department. They explained that guests may express dissatisfaction for various 

reasons, such as delays in service, room-related issues, booking errors, or unmet 

expectations. Participants stated that resolving these situations requires patience, 

effective communication, professionalism, and the ability to remain calm under 

pressure while finding appropriate solutions. 

Participant 1 explained: “One of the biggest challenges is handling guest 

complaints professionally. Sometimes guests are upset because of issues beyond our 

control, but we have to stay calm, listen carefully, apologize when necessary, and try 

our best to solve the problem quickly.” 

Participant 2 also mentioned that every guest has different expectations, and 

dealing with unhappy guests requires patience and good communication skills. They 
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explained that listening attentively and showing empathy often helps reduce guest 

frustration and build trust. 

Participant 3 shared that many complaints can be resolved through clear 

communication and prompt action. They believed that keeping guests informed about 

the situation and providing suitable alternatives helps improve guest satisfaction. 

Participant 4 stated that handling complaints becomes more difficult during 

busy periods when multiple guests require assistance at the same time. They explained 

that remaining polite, composed, and professional is essential, even in stressful 

situations. 

Participant 5 suggested that regular customer service training and support from 

hotel management would help front office employees handle difficult situations more 

effectively. They believed that well-trained staff are more confident in resolving 

complaints and creating positive outcomes for guests. 

The respondents revealed that handling guest complaints and difficult 

situations remains one of the major challenges faced by front office employees. 

Despite these difficulties, participants demonstrated professionalism by practicing 

active listening, maintaining a positive attitude, communicating effectively, and 

focusing on finding appropriate solutions to ensure guest satisfaction and preserve the 

hotel’s reputation. 

2.2.2 Workload and Operational Challenges 

Participants explained that workload and operational challenges are common 

in the front office department, especially during weekends, holidays, festivals, and 

peak tourist seasons. They shared that a large number of guest arrivals, check-ins, 

check-outs, reservations, and inquiries often occur at the same time, making it 

difficult to provide prompt and personalized service to every guest. Participants 

emphasized that working under pressure requires good time management, teamwork, 

and the ability to remain calm in busy situations. 

Participant 1 explained: “During weekends and the tourist season, many guests 

arrive at the same time for check-in. It becomes very busy, but I try to stay calm, 

prioritize the tasks, and make sure every guest receives proper attention.” 
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Participant 2 stated that managing multiple responsibilities, such as answering 

phone calls, handling reservations, responding to guest inquiries, and assisting guests 

at the reception desk, can be challenging during peak hours. They explained that 

balancing all these tasks requires concentration and effective communication. 

Participant 3 shared that long working hours and a high volume of guest 

requests sometimes lead to physical and mental fatigue. They believed that 

maintaining a positive attitude while handling continuous guest interactions can be 

difficult but remains essential for delivering quality service. 

Participant 4 explained that staff shortages during busy periods increase the 

workload of front office employees. They mentioned that fewer staff members often 

have to handle many responsibilities at once, which can affect service efficiency if 

teamwork is not maintained. 

Participant 5 stated that teamwork, proper shift planning, and support from 

colleagues help them manage operational challenges more effectively. They explained 

that good coordination among front office staff enables them to handle busy situations 

while maintaining service quality and guest satisfaction. 

These respondents indicate that workload and operational challenges are 

among the most common difficulties experienced by front office employees. Despite 

these challenges, participants emphasized that effective teamwork, good time 

management, clear communication, and mutual support help them manage heavy 

workloads and continue providing quality service that enhances the overall guest 

experience. 

2.2.3 Meeting Diverse Guest Expectations 

Participants explained that meeting diverse guest expectations is one of the 

most challenging aspects of working in the front office department. They shared that 

guests have different needs, preferences, cultural backgrounds, and service 

expectations, making it difficult to satisfy everyone. Front office employees are 

expected to provide prompt service, accurate information, personalized assistance, 

and professional behavior while maintaining the hotel’s service standards. 

Participant 1 stated: “Every guest is different. Some guests expect quick 

service, while others need more information or personal attention. I always listen 
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carefully to their needs, communicate politely, and try my best to provide the right 

solution.” 

Participant 2 explained that serving guests from different countries and 

cultures requires flexibility and good communication skills. They mentioned that 

understanding guests’ preferences and respecting cultural differences help create a 

positive experience. 

Participant 3 shared that some guests have very high expectations regarding 

room preferences, special requests, and hotel services. They believed that handling 

these requests patiently and professionally helps improve guest satisfaction even when 

every request cannot be fulfilled. 

Participant 4 stated that unexpected situations, such as fully booked rooms, 

delays in housekeeping, or unavailable services, sometimes make it difficult to meet 

guests’ expectations. They explained that honest communication and offering suitable 

alternatives often help resolve these situations. 

Participant 5 explained that building a good relationship with guests through 

friendly communication, active listening, and personalized service makes it easier to 

understand and meet their expectations. They believed that treating every guest with 

respect and genuine care encourages trust and creates memorable experiences. 

These respondents suggest that meeting diverse guest expectations remains a 

significant challenge for front office employees. Participants believed that strong 

communication skills, patience, cultural awareness, problem-solving ability, and 

professionalism are essential for understanding guests’ individual needs, providing 

personalized service, and enhancing the overall guest experience in hotels of 

Lakeside, Pokhara. 

The participant revealed that front office employees encounter a variety of 

challenges while carrying out their daily responsibilities. The most common 

challenges identified by participants included handling guest complaints and difficult 

situations, managing heavy workloads during peak hours, staff shortages, operational 

pressure, and meeting the diverse expectations of guests from different backgrounds. 

Despite these challenges, participants demonstrated professionalism, patience, and 

resilience in their work. They explained that active listening, effective 

communication, teamwork, time management, and problem-solving skills helped 
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them handle difficult situations and maintain service quality even during busy periods. 

Participants also emphasized that support from colleagues and continuous learning 

enabled them to respond more confidently to guests’ needs and expectations. Overall, 

the response of participants and my observation revealed that although front office 

employees face various operational and service-related challenges, their dedication, 

professionalism, and commitment to guest satisfaction allow them to overcome these 

difficulties. These experiences highlight the important role of the front office 

department in ensuring quality service and enhancing the overall guest experience in 

hotels of Lakeside, Pokhara. 

2.3 Strategies for Improving Guest Experience Through Front Office Services 

This section presents the findings related to the strategies used by front office 

employees to improve guest experience in hotels of Lakeside, Pokhara. All 

participants emphasized that the front office department plays a key role in creating 

guest satisfaction by providing professional, friendly, and efficient services from 

arrival to departure. They explained that delivering an excellent guest experience 

requires effective communication, prompt service, teamwork, problem-solving skills, 

and a genuine commitment to meeting guests’ needs. 

Participants also shared that continuously improving service quality, 

understanding guest expectations, and maintaining positive relationships with guests 

are essential for enhancing the overall hotel experience. They believed that front 

office employees should focus not only on completing their daily responsibilities but 

also on creating memorable experiences that encourage guests to return. 

• Based on the participants’ responses, three sub-themes emerged: 

• Providing Personalized Guest Services 

• Effective Communication and Service Recovery 

• Continuous Improvement and Professional Development 

2.3.1 Providing Personalized Guest Services 

Most participants identified providing personalized guest services as one of 

the most effective ways to enhance the overall guest experience. They explained that 

every guest has different needs, preferences, and expectations, so front office 

employees should make an effort to understand these differences and provide services 
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accordingly. Participants believed that remembering guests’ preferences, responding 

promptly to requests, and giving individual attention help guests feel welcomed, 

valued, and comfortable throughout their stay. 

Participant 1 explained: “I always try to understand each guest’s needs and 

preferences. Even small things like remembering their room preference or greeting 

returning guests by their name make them feel special and appreciated.” 

Participant 2 also mentioned that listening carefully to guests and providing 

services based on their individual needs creates a more satisfying experience. They 

explained that personalized attention helps build trust and encourages guests to return 

to the hotel. 

Participant 3 shared that offering helpful recommendations about hotel 

facilities, local attractions, and nearby restaurants allows guests to enjoy their stay 

more comfortably. They believed that understanding guests’ expectations is an 

important part of quality front office service. 

Participant 4 stated that responding quickly to special requests, such as 

arranging transportation, providing extra amenities, or accommodating room 

preferences, makes guests feel respected and cared for. They explained that these 

small efforts often leave a lasting impression. 

Finally, Participant 5 suggested that front office employees should treat every 

guest as an individual rather than providing the same service to everyone. They 

believed that friendly communication, personalized attention, and genuine hospitality 

create memorable experiences and strengthen guest loyalty. 

These respondents suggest that providing personalized guest services is one of 

the most effective strategies for enhancing guest experience. Participants believed that 

understanding guests’ individual preferences, delivering personalized attention, and 

offering genuine hospitality help improve guest satisfaction, build long-term 

relationships, and encourage repeat visits to hotels in Lakeside, Pokhara. 

2.3.2 Effective Communication and Service Recovery 

Another important strategy reported by participants was effective 

communication and service recovery. Participants explained that not every guest 

experience is free from problems, and situations such as booking errors, room issues, 
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service delays, or guest complaints can occur. They emphasized that the way front 

office employees communicate with guests and handle these situations plays a 

significant role in restoring guest satisfaction and maintaining the hotel’s reputation. 

Participant 1 stated “When a guest has a complaint, I first listen carefully 

without interrupting. I apologize politely, explain the situation honestly, and try to find 

a solution as quickly as possible. Good communication helps calm the guest and build 

trust.” 

Participant 2 explained that staying calm, speaking respectfully, and showing 

empathy are essential when dealing with dissatisfied guests. They believed that 

understanding the guest’s concerns before offering a solution helps create a more 

positive outcome. 

Participant 3 shared that clear communication with both guests and other hotel 

departments helps resolve problems more efficiently. They explained that 

coordinating with housekeeping or maintenance allows guest issues to be addressed 

without unnecessary delays. 

Participant 4 stated that responding promptly to complaints and keeping guests 

informed throughout the process makes them feel respected and valued. They 

believed that even if a problem cannot be solved immediately, honest communication 

helps maintain guest confidence. 

Participant 5 explained that following up with guests after resolving their 

concerns is equally important. They believed that checking whether the guest is 

satisfied with the solution demonstrates genuine care and helps turn a negative 

experience into a positive one. 

These respondents suggest that effective communication and service 

recovery are essential strategies for enhancing guest experience. Participants believed 

that active listening, empathy, prompt problem-solving, honest communication, and 

cooperation among hotel departments help resolve guest concerns effectively, 

improve customer satisfaction, and strengthen guests’ trust in the hotel. 

2.3.3 Continuous Improvement and Professional Development 

Participants also highlighted continuous improvement and professional 

development as an important strategy for enhancing guest experience through front 
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office services. They explained that guest expectations continue to change, making it 

essential for front office employees to regularly improve their knowledge, 

communication skills, problem-solving abilities, and understanding of hospitality 

standards. Participants believed that learning from daily experiences, attending 

training programs, and receiving feedback help them provide better service and 

improve guest satisfaction. 

Participant 1 explained: “Every guest teaches us something new. I always try 

to learn from my experiences, attend training whenever possible, and improve my 

communication skills so I can provide better service in the future.” 

Participant 2 shared that participating in training sessions and learning from 

senior colleagues helped them become more confident when handling guest inquiries 

and complaints. They believed that continuous learning is necessary to keep up with 

changing guest expectations. 

Participant 3 explained that feedback from guests and supervisors helps 

identify areas for improvement. They mentioned that accepting constructive feedback 

positively has helped them improve their performance and provide more professional 

service. 

Participant 4 stated that gaining practical experience every day has 

strengthened their confidence and ability to deal with different types of guests. They 

believed that continuous self-improvement enables front office employees to deliver 

higher-quality service. 

Participant 5 explained that front office staff should actively develop their 

communication skills, product knowledge, and customer service techniques through 

regular training and self-learning. They believed that employees who continuously 

improve themselves are better prepared to create positive guest experiences and 

represent the hotel professionally. 

These respondents suggest that continuous improvement and professional 

development are essential for maintaining high-quality front office services. 

Participants believed that regular training, workplace experience, constructive 

feedback, and self-learning help employees adapt to changing guest expectations, 

strengthen their professional competence, and enhance the overall guest experience in 

hotels of Lakeside, Pokhara. 
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On the basis of my observation showed that front office employees use a 

variety of approaches to enhance guest satisfaction and create memorable hotel 

experiences. The most common strategies identified by participants included 

providing personalized guest services, maintaining effective communication and 

service recovery, and continuously improving their professional knowledge and skills. 

These practices were considered essential for meeting guests’ needs and building 

positive relationships. 

Participants emphasized that understanding individual guest preferences, 

responding quickly to requests and complaints, communicating professionally, and 

treating every guest with courtesy contribute significantly to improving the quality of 

service. They also believed that regular training, workplace experience, constructive 

feedback, and continuous learning help front office employees adapt to changing 

guest expectations and perform their responsibilities more effectively. 

Overall, the respondents indicate that enhancing guest experience is a 

continuous process that requires professionalism, effective communication, 

personalized service, and ongoing professional development. These strategies not only 

improve guest satisfaction and loyalty but also strengthen the reputation and service 

quality of hotels in Lakeside, Pokhara. 

2.4 Summary of the Findings 

This chapter presented the findings of the study based on interviews with eight 

front office employees working in selected hotels in Lakeside, Pokhara. The interview 

data were analyzed using thematic analysis, resulting in three major themes: The Role 

of the Front Office in Creating Positive First Impressions, Challenges Faced by Front 

Office Employees in Enhancing Guest Experience, and Strategies for Improving 

Guest Experience Through Front Office Services. 

The findings revealed that the front office department plays a significant role 

in creating positive first impressions and enhancing the overall guest experience. Most 

participants explained that warmly welcoming guests, maintaining effective 

communication, demonstrating professional appearance and a positive attitude, and 

ensuring an efficient check-in process are essential responsibilities of front office 

employees. They believed that these practices help guests feel comfortable, valued, 

and confident from the moment they arrive at the hotel. Participants also highlighted 
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that courtesy, active listening, empathy, and professionalism are key qualities that 

strengthen guest satisfaction and encourage positive relationships. 

The study further found that front office employees face several 

challenges while delivering quality guest service. The most common challenges 

included handling guest complaints and difficult situations, managing heavy 

workloads during weekends and peak tourist seasons, staff shortages, operational 

pressure, and meeting the diverse expectations of guests from different cultural 

backgrounds. Despite these challenges, participants demonstrated professionalism and 

resilience by practicing effective communication, teamwork, time management, 

problem-solving, and maintaining a positive attitude to ensure that guests received 

quality service. 

Finally, the findings showed that several strategies can further improve guest 

experience through front office services. Participants emphasized the importance of 

providing personalized guest services, communicating effectively during service 

recovery, and continuously improving their professional knowledge and skills through 

training, workplace experience, feedback, and self-learning. They explained that 

understanding guests’ individual preferences, responding promptly to requests and 

complaints, and maintaining a friendly and professional approach help create 

memorable guest experiences and increase guest satisfaction. Participants also 

suggested that hotels should invest more in regular staff training, strengthen teamwork 

and interdepartmental coordination, encourage continuous professional development, 

and support front office employees with the resources needed to deliver high-quality 

service. 

Overall, the findings indicate that the front office department is the face of the 

hotel and plays a crucial role in enhancing guest experience in hotels of Lakeside, 

Pokhara. Although front office employees encounter various operational and service-

related challenges, their professionalism, dedication, communication skills, and 

commitment to continuous improvement enable them to provide quality service, build 

positive relationships with guests, and contribute to the overall success and reputation 

of the hotel. 
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CHAPTER III 

CONCLUSION AND RECOMMENDATIONS 

 

3.1 Conclusion 

This study explored the role of the front office department in enhancing guest 

experience in hotels of Lakeside, Pokhara using a qualitative phenomenological 

approach. The findings revealed that the front office department plays a vital role in 

shaping guests’ overall experiences by serving as the first and last point of contact 

during their stay. Participants highlighted that professional communication, warm 

hospitality, efficient service, and positive interactions with front office staff 

significantly contribute to guest satisfaction and create lasting impressions. 

The study also found that front office employees face several challenges while 

delivering quality guest services. The most common challenges included handling 

guest complaints, managing difficult situations, communication barriers with 

international guests, high workload during peak seasons, and balancing multiple 

responsibilities simultaneously. Despite these challenges, participants demonstrated 

professionalism by maintaining positive attitudes, improving communication skills, 

solving guest problems efficiently, and working collaboratively with other hotel 

departments to ensure smooth service delivery. 

Furthermore, hotel management support was found to play an important role 

in improving the performance of front office staff and enhancing guest experiences. 

Participants emphasized that regular training, supportive supervision, teamwork, 

effective coordination among departments, and opportunities for professional 

development helped them improve their service quality and confidence. They also 

noted that positive guest feedback and appreciation motivated them to provide better 

services and maintain high hospitality standards. 

Overall, the study concludes that the front office department is a key 

contributor to enhancing guest experience in hotels of Lakeside, Pokhara. Although 

front office employees encounter various operational and service-related challenges, 

their professionalism, communication skills, problem-solving abilities, and 

commitment to guest satisfaction enable them to deliver high-quality hospitality 

services. Strengthening employee training, improving interdepartmental coordination, 
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and continuously enhancing service quality can further improve guest experiences and 

support the sustainable growth and competitiveness of the hotel industry in Lakeside, 

Pokhara. 

3.2 Recommendations 

Based on the findings of this study, the following recommendations are 

suggested: 

• Hotel management should provide regular training and professional 

development programs for front office staff to improve communication skills, 

customer service, problem-solving abilities, and knowledge of hospitality 

operations. 

• Hotels should strengthen coordination between the front office and other 

departments, such as housekeeping, food and beverage, and maintenance, to 

ensure efficient service delivery and enhance the overall guest experience. 

• Hotel management should ensure adequate staffing during peak seasons and 

busy hours to reduce employee workload, minimize service delays, and 

improve guest satisfaction. 

• Hotels should adopt modern front office technologies, including online 

reservation systems, digital check-in and check-out services, and customer 

relationship management (CRM) systems, to improve operational efficiency 

and guest convenience. 

• Front office staff should be encouraged to provide personalized services by 

understanding guests’ preferences, recognizing repeat guests, and responding 

promptly to individual needs to create memorable experiences. 

• Hotel management should recognize and reward outstanding front office 

employees through appreciation programs, incentives, career advancement 

opportunities, and supportive workplace policies to increase employee 

motivation and service quality. 

• Hospitality education institutions should place greater emphasis on front office 

operations by providing practical training, internships, and industry 

collaboration to prepare students with the skills required for delivering 

excellent guest service. 
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• Future researchers are encouraged to conduct similar studies in different 

tourist destinations of Nepal or use larger sample sizes and mixed research 

methods to gain a broader understanding of the role of the front office 

department in enhancing guest experience across the hospitality industry. 
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APPENDICES 

 

Appendix A 

Interview Guide 

Research Title: Exploring the Role of the Front Office Department in Enhancing 

Guest Experience in Hotels of Lakeside, Pokhara 

Section A: Demographic Information 

1. Could you please introduce yourself? 

2. How old are you? 

3. How many years have you been working in the front office department? 

4. Have you received any professional training related to front office 

operations or hospitality? If yes, where and for how long? 

5. How long have you been working in your current hotel? 

Section B: Role of the Front Office Department in Enhancing Guest Experience 

1. What are your main responsibilities as a front office employee? 

2. In your opinion, what role does the front office department play in enhancing 

guest experience? 

3. How do you welcome and assist guests during their arrival and stay? 

4. How do you ensure that guests feel comfortable and satisfied throughout their 

stay? 

5. What communication skills do you think are most important when interacting 

with guests? 

6. Can you share an experience where your service positively influenced a guest’s 

experience? 

7. How do you coordinate with other hotel departments to meet guests’ needs? 

8. What qualities do you think every front office employee should have to provide 

excellent guest service? 
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Section C: Challenges Faced by the Front Office Department 

1. What challenges do you commonly face while serving guests at the front office? 

2. How do you handle guest complaints or difficult situations? 

3. Have you experienced communication barriers with domestic or international 

guests? Please explain. 

4. How do you manage heavy workloads during busy seasons or peak hours? 

5. Have you ever experienced stress or pressure while working at the front office? 

Can you describe your experience? 

6. What do you consider the biggest challenge in your daily front office 

responsibilities? 

Section D: Hotel Support and Guest Experience 

1. What kind of support does your hotel provide to help you perform your front 

office duties effectively? 

2. Does your hotel provide regular training or professional development 

opportunities for front office staff? 

3. How do your manager and colleagues support you in providing quality guest 

service? 

4. How do guests usually respond to the services provided by the front office 

department? 

5. Can you share a memorable experience where you successfully handled a 

guest’s request or complaint? 

6. What suggestions would you give to improve the role of the front office 

department in enhancing guest experience in hotels of Lakeside, Pokhara? 

7. Is there anything else you would like to share about your experience working in 

the front office department that we have not discussed? 
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Appendix B 

Participant Profile 

 

Participant Age Front Office 

Experience 

Current Position Professional Training 

P1 27 5 Years Front Office 

Associate 

On-the-job Training 

P2 25 3 Years Receptionist Front Office Operations Training (2 

Months) 

P3 30 8 Years Front Office 

Supervisor 

Bachelor’s Degree in Hotel 

Management and Professional 

Hospitality Training 

P4 26 4 Years Guest Service 

Associate 

Customer Service Workshop and 

Hotel Training 

P5 29 6 Years Front Desk 

Executive 

Hospitality Training and In-house 

Professional Development 
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Appendix C 

Sample Interview Transcript 

Participant 1 

Researcher: What motivated you to work in the front office department? 

Participant 1: I have always enjoyed interacting with people and helping them. The 

front office gave me the opportunity to communicate with guests from different places 

and create a positive first impression, which motivated me to build my career in this 

department. 

Researcher: What does the role of the front office department mean to you? 

Participant 1: The front office is the face of the hotel. It is responsible for welcoming 

guests, assisting them during their stay, and ensuring they have a pleasant experience 

from check-in to check-out. I believe it plays a major role in creating guest satisfaction. 

Researcher: How has working in the front office department improved your skills? 

Participant 1: It has improved my communication, customer service, problem-solving, 

and teamwork skills. I have also become more confident in handling guest requests, 

resolving complaints, and working under pressure while maintaining a professional 

attitude. 
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Appendix D 

Informed Consent Statement 

I voluntarily agree to participate in this research study entitled “Exploring the 

Role of the Front Office Department in Enhancing Guest Experience in Hotels of 

Lakeside, Pokhara.” I understand the purpose of the study and agree to provide 

information through an interview. I understand that my identity will remain confidential 

and that the information I provide will be used only for academic purposes. I also 

understand that my participation is voluntary, and I may withdraw from the study at 

any time without any consequences. 

 

Appendix E 

List of Hotels Visited 

1. Hotel A, Lakeside, Pokhara 

2. Hotel B, Lakeside, Pokhara 

3. Hotel C, Lakeside, Pokhara 

4. Hotel D, Lakeside, Pokhara 

5. Hotel E, Lakeside, Pokhara 
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