
Review Article

Journal of Advanced Research in HR and Organizational Management
Copyright (c) 2025: Author(s). Published by Advanced Research Publications

Journal of Advanced Research in HR and Organizational Management
Volume 12, Issue 1&2 - 2025, Pg. No. 15-20

Peer Reviewed Journal

Corresponding Author: 
Abhishek Kundra, Global Group of Institutes, 
Amritsar, India
E-mail Id: 
abhishekkundra1997@gmail.com
Orcid Id:  
https://orcid.org/0009-0002-7413-4813
How to cite this article: 
Kundra A, Mishra T. A Study on Hotel Front Office 
Practices and Its Impact On Guest Satisfaction 
with Reference to Jaypee Residency Manor, 
Mussoorie. J Adv Res HR Org Mgmt 2025; 
12(1&2): 15-20.
Date of Submission: 2025-01-08
Date of Acceptance: 2025-02-10

I N F O A B S T R A C T

A Study on Hotel Front Office Practices and Its 
Impact On Guest Satisfaction with Reference to 
Jaypee Residency Manor, Mussoorie
Abhishek Kundra1, Tavisha Mishra2

1,2Assistant Professor, Global Group of Institutes, Amritsar, India

The contextual analysis of Jaypee Residency Manor, Mussoorie, cen-
ters around finding the inventive acts of the Front Office Department 
and estimating their effect on visitor fulfillment. Inlightofthediscov-
eries,itwasobservedthattherewasapositiveeffectofcreativepractices, 
administration quality, competency and responsiveness (CCR) of staff 
on visitor satisfaction level in the lodging.
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Introduction
The lodging industry is working to grow and enhance the 
experience of guests. Since it serves as the visitor’s first 
introduction, the front desk of the hotel is an essential com-
ponent of the front desk duties. In order to increase their 
level of execution and concurrently satisfy the guest, the 
inns have adopted new procedures during this competitive 
period. Every guest is given the utmost consideration to 
make him feel special. Due to intense competition in the 
industry, each lodging establishment sets itself apart by 
implementing innovative strategies to attract a growing 
number of guests.

Steadily the opposition expanded, and an ever-increasing 
number of inns fired coming up. It is vital for them to give 
the best administrations and to explore new territory for 
their visitor to keep them cheerful. The visitor had more 
alternatives to browse, and it was essential to hold the 

visitor and give them the lifetime encounters with the goal 
that they turned into steadfast clients. The visitor’s honest 
conclusions assisted the inn with changing a couple of their 
practices and actualizing the new, savvy, and inventive 
ones in the business.

As per an overview, Wi-Fi innovation, online reservations, 
and fast web access are the main mechanical offices being 
given to clients by the inns. The present client needs speedy 
assistance. The inn offers an adaptable and streamlined 
system for registration. It remembers for room check-in 
where the visitor does not have to complete the registra-
tion cycle or have faith that his turn will arrive. The living 
is completed after the guest is escorted by the guest. 
relations executive. The fast stand registration concept, 
where guests check in themselves, was introduced as a 
result of increased innovation. Since it is unrealistic to 
expect all guests to register in-room, the motel practices 
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the counter registration system. To save visitors time and 
money, the front desk personnel complete the gathering 
check-in in the mentor. Pre-assigned rooms are provided 
to the attendees of the meeting. The front desk personnel 
are considerate, work with guests, and make an effort to 
resolve any client complaints amicably [1].

The new procedures that were implemented include the 
use of sophisticated sheets by the drivers on their way to 
pick up visitors, the movement work area leader providing 
information about the driver before the pickup, which 
helped the visitor follow the driver efficiently, the traditional 
greeting of arti and tikka along with cold towels and a small 
gift, and a small, scaled-down bar office that allowed the 
visitor to indulge themselves in the car.

The staff members are ready to feel at ease with the various 
room styles, features, and locations within the hotel. The 
representatives of the work area are ready to feel at ease 
at the local tour locations. By encouraging hoteliers to un-
derstand which offices are more important to guests, the 
visitor fulfillment global positioning framework promotes 
visitor maintenance.

Better relationships with the tourist are developed by the 
new visitor administrations. For couples and children, the 
inn hosts end-of-week activities. According to the PMS data, 
for special occasions like a visitor’s birthday or a marriage 
anniversary, cakes, treats, and fruits are pre-arranged in 
the space and served to them as a surprise during each 
visit. After the tenth, twenty-fifth, and fiftieth visits are 
over, the stay is celebrated with dinner in the hotel’s café 
and a gift [2].

1. LITERATURE REVIEW:

The investigation’s literature review was con-
ducted using a variety of sources, including 
books, trade journals, websites, and other theses. 
Guest satisfaction is a differentiator and a fundamental 
achievement component for the inn, according to Riza 
Munira Binti Shamsudin’s (2012) investigation [3]. It dis-
plays the results of the board of front office and guest 
fulfillment investigation. The attitude and persuasive skills 
of the employees have an impact on the inn’s operation. 
According to Asad Mohsin (2010), the study aims to evalu-
ate the administration’s quality perception among guests 
and helps the management identify areas that require 
attention in order to meet and exceed guests’ expectations. 
The findings indicate a significant discrepancy between 
tourists’ presumptions and actual experiences.

According to Melia (2010), the analysis suggests that the 
visitor’s satisfaction is a key success factor for the lodging’s 
longevity. In addition to providing information about the 
competitors, visitor satisfaction plays an important role in 
encouraging hotel establishments to raise their standards. 

According to the study by Alin Sriyam (2010), if the front 
desk employees are kind and competent, it will encourage 
customer loyalty to the hotel.

The focus of Kong Hai-Yan’s (2006) inquiry is the front desk 
employees of China’s four- and five-star hotels. The findings 
suggest that the staff’s ability to request and correspond is a 
crucial component of their work in this particular inn branch. 
Additionally, it highlights professional turnarounds and 
preparation to enhance front-office personnel abilities and 
claims that high-quality HR is lacking in the area of courtesy. 
Kotler defined fulfillment as a person’s feelings of satis-
faction or discontent resulting from comparing an item’s 
outward display to what the client believes.

As per Jana and Chandra (2016), consumer loyalty has 
become a significant part of the lodging business. In con-
trast to different enterprises, the lodging business thrives 
because of clients’ maintenance.It is just through con-
sumer loyalty that a company can hold its clients. Funda-
mentally, clients’ devotion is reliant on the nature of the 
administrations that they get in a lodging. In addition, the 
neighborliness business has encountered the passage of 
numerous speculators who are eager to address all the 
issues of their clients. Consequently, if clients are not 
fulfilled by the administrations they get in one lodging, 
they will search for better administrations somewhere 
else (Jana and Chandra, 2016) [3]. 

For an inn to stay serious as far as clients’ fulfillment, it 
should follow the degrees of clients’ fulfillment. This is the 
place where innovation comes in. Innovation has been 
becoming more prevalent throughout the long term, and it 
has helped the administration of the inn business to follow 
insights with respect to consumer loyalty. For example, 
online reviews are a popular method of observing clients’ 
fulfillment. Through these overviews, the management can 
execute a constant improvement of their administrations 
and products dependent on the requirements of clients 
as communicated in their remarks or different methods 
for articulation (Pearce, Robinson, and Mital, 2007) [4].

One of the principal techniques utilized by INN to improve 
consumer loyalty is benchmarking. Benchmarking empow-
ers lodgings to gain from different parts of the business 
and realize what makes their rivals serious. Sometimes, a 
few inns may not uncover their mysteries to their rivals.
Notwithstanding, the lodging business doesn’t include 
touchy data. Therefore, most inns are happy to share the 
insider facts behind their prosperity. Regardless, the lone 
thing that makes a few lodgings thrive as compared to 
others is creativity. Inn development empowers prosperous 
inns to make new systems that give them an upper hand 
over their adversaries.

A couple of studies revealed that client dedication is the 
fundamental explanation with regards to why a few brands 
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of lodgings thrive while others linger behind. One key factor 
in client maintenance is to ensure quality administrations. 
In the lodging industry, client devotion is a component 
that shows the viability of the administration and all the 
partners. An administration approach zeroed in on client 
faithfulness can improve the intensity of the inn (Tsiaotso 
and Goldsmith, 2012) [5].

To accomplish more noteworthy statures of consumer loy-
alty and faithfulness, the administration should show the 
readiness to adjust to the requirements of clients. Inns put 
a great deal of exertion into understanding client needs and 
satisfying them, winding up learning numerous variables 
that add to consumer loyalty. Consumer loyalty ought to be 
given more extreme thought by the administration, since 
it would be more costly to attract new clients than to hold 
the current ones. To be productive, directors should zero 
in on holding existing clients, realizing convincing courses 
of action of client dependability and relentlessness. This 
is especially legitimate in the lodging industry (Tsaiatso 
and Goldsmith, 2012)

In the lodging industry, client devotion is generally upgrad-
ed by the joined endeavors of the multitude of partners. 
Along these lines, an inn can just thrive regarding consumer 
loyalty by including all partners in improving the nature of 
its administrations and items. Consequently, examining the 
criticalness for clients of inn characteristics in inn decision is 
central. Much of the time, this is accomplished by likewise 
including clients in improving the nature of administrations 
by demonstrating to them that their proposals are invited 
(Singh and Dewan, 2009) [6].

For an inn to stay serious as far as clients’ fulfillment, it 
should follow the degrees of clients’ fulfillment. This is the 
place where innovation comes in. Innovation has been 
becoming more prevalent throughout the long term, and it 
has helped the administration of the inn business to follow 
insights with respect to consumer loyalty. For example, 
online reviews are a popular method of observing clients’ 
fulfillment. Through these overviews, the management can 
execute a constant improvement of their administrations 
and products dependent on the requirements of clients 
as communicated in their remarks or different methods 
for articulation (Pearce, Robinson, and Mital, 2007) [7].

One of the principal techniques utilized by INN to improve 
consumer loyalty is benchmarking. Benchmarking empowers 
lodgings to gain from different parts of the business and 
realize what makes their rivals serious. Sometimes, a 
few inns may not uncover their mysteries to their rivals.
Notwithstanding, the lodging business doesn’t include 
touchy data. Therefore, most inns are happy to share the 
insider facts behind their prosperity. Regardless, the lone 
thing that makes a few lodgings thrive as compared to 
others is creativity. Inn development empowers prosperous 

inns to make new systems that give them an upper hand 
over their adversaries.

A couple of studies revealed that client dedication is the 
fundamental explanation with regards to why a few brands 
of lodgings thrive while others linger behind. One key factor 
in client maintenance is to ensure quality administrations. 
In the lodging industry, client devotion is a component 
that shows the viability of the administration and all the 
partners. An administration approach zeroed in on client 
faithfulness can improve the intensity of the inn (Tsiaotso 
and Goldsmith, 2012) [8].

To accomplish more noteworthy statures of consumer 
loyalty and faithfulness, the administration should show the 
readiness to adjust to the requirements of clients. Inns put 
a great deal of exertion into understanding client needs and 
satisfying them, winding up learning numerous variables 
that add to consumer loyalty. Consumer loyalty ought to be 
given more extreme thought by the administration, since 
it would be more costly to attract new clients than to hold 
the current ones. To be productive, directors should zero 
in on holding existing clients, realizing convincing courses 
of action of client dependability and relentlessness. This 
is especially legitimate in the lodging industry (Tsaiatso 
and Goldsmith, 2012).

In the lodging industry, client devotion is generally upgraded 
by the joined endeavors of the multitude of partners. Along 
these lines, an inn can just thrive regarding consumer 
loyalty by including all partners in improving the nature of 
its administrations and items. Consequently, examining the 
criticalness for clients of inn characteristics in inn decision is 
central. Much of the time, this is accomplished by likewise 
including clients in improving the nature of administrations 
by demonstrating to them that their proposals are invited 
(Singh and Dewan, 2009) [9].

Remembering the ultimate objective to be productive in 
the business area, it isn’t sufficient to attract new clients. 
Therefore, administrators should zero in on holding existing 
clients accountable for executing effective plans of client 
steadfastness and reliability. From eateries to inns and 
everything in between, your work as a warm executive 
provider is to keep up client joy and fulfillment (Overby, 
2007) [10].

Shopper dedication accepts a basic part within your 
business. Not only is it the principal marker to evaluate 
customer constancy, recognize depressed customers, 
decrease beat, and assemble pay; it is furthermore a critical 
motivation behind partition that causes you to attract new 
customers in forceful business circumstances. Customer 
devotion is fundamental to any business. On the off chance 
that your customers are fulfilled, they will likely purchase 
more from you or from you even more routinely (Morrison 
and O’Mahoney, 2002) [11].
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The inspiration driving why steadfast clients are so basic is 
because it costs multiple occasions, as a lot to attract new 
clients than to hold existing ones. What’s more, past clients 
unequivocally sway others by tuning in on others’ remarks 
and proposals. In this setting, supervisors should make it 
a highlight by making a course for progress for remaining 
mindful of examples that their clients take after. This can be 
cultivated by building singular assistance for the executives 
for voyaging clients or making remarkable concessions for 
passionate repeat customers (Porter, 1985) [12].

Clients encounters are seen even more genuinely, and the 
cravings will, in general, run to some degree higher than 
with various things and administrations. Long stretches 
and relatively good associations among clients and 
the inn are ending up being consistently basic because 
of the really sure connection between clients’ overall 
fulfillment levels. Remembering the ultimate objective 
to be viable in offering quality types of assistance, an 
inn should focus on the nature of administrations and 
items, and consumer loyalty and devotion will follow 
(Sim, Mak, and Jones, 2006) [13]. Visit or associations 
are a crucial asset of the JAYPEERESI DENCYMANOR, 
MUSSOORIE and buyer faith fulness is the fundamental 
systemofmakinganenormousorganizationofclient 
associations.A client who needs to continually hold on for 
you to do your part may get drained, paying little heed to 
how immovable and trying your resistance is. Keep clients 
undaunted by focusing on them consistently. Nowadays, 
numerous administrators are tested by consumer loyalty 
since certain clients come yet neglect to return because 
of their inclinations. In this manner, predictable headway 
of inn development and client quality is the best approach 
to powerful business procedure, due to the mentioning 
clients (Sim, Mak, and Jones, 2006) [14].

1. OBJECTIVES OF STUDY:

To study the different latest things in the Front Office 
division.

To assess the guest satisfaction levels for the usage of the 
current trends at Jaypee Residency Manor, Mussoorie.

To learn about Front Office Practices and Its Impacts 
on Guest Satisfaction in five measurements: substance, 
unwavering quality, responsiveness, confirmation, and 
compassion.

To learn about the disparity hole between clients and 
assumption and discernment towards Front Office Practices.

2. RESEARCH METHODOLOGY:

2.1 Procedure of the examination:

The proposed The study is an illustrative report. The goal 
of the proposed research study requires the plan of the 
examination to be indisputable and expressive. This is 

instrumental in giving data to the assessment of specific 
game plans.

2.2 Exploration DESIGN

WellspringsofData:

The investigation will use both essential and optional 
wellsprings of information. Essential information:

This information will be gathered explicitly for the 
exploration needs. This will include:

Interviews and the studies of the individuals with educated 
thoughts regarding the subject of this examination project.

An organized survey will be planned for getting their 
legitimate data.

The sample will be browsed by the populace based on 
straightforward irregular inspecting. technique. Ten 
lodgings will be arbitrarily chosen for the proposed study.

2.3  Auxiliary Data:

• Secondary information was aggregated through different 
sources like web references, materials, papers, magazines, 
and so on.

2.4  Information Analysis:

The information will be investigated and spoken to in an 
efficient way, as recurrence and pie outlines. Legitimate 
tables will be shaped to speak to the information; the end 
will be drawn based on the recurrence and mean of the 
information.

2.5 Exploration Instrument:

Survey:

The survey will be defined to remember the following 
focuses:

Giving the respondent the way from the inquiries.

Inducing the respondents to cooperate.

Giving guidelines with regard to what is required

Identifying them should be known.

To accumulate data from the essential sources, it is the 
main wellspring of data.

5.5 Essential SOURCES

They were drawn closer in the accompanying strategy:

1. Through email correspondence.

5.6 Optional SOURCES Option T: The optional sources were

Theoptionalsources:

1.  Books

2.  Newspaper
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3.  Magazines

5.7 Information assortment strategy

Books and information records

Affected inhabitants

Localdirect

5.8 Tests to be gatheredClients

SUGGESTION:

1. Catch and break down input to upgrade the visitor 
experience.

Hoteliers ought to proactively catch, break down, and follow 
up on visitor input. The wellsprings of criticism ought not 
to be restricted to visitor fulfillment overviews and travel 
audit sites but additionally incorporate contributions from 
lodging staff. The estimation of the criticism lies to a great 
extent in the capacity to figure out the crude information, 
making an interpretation of it into explicit moves the inn 
can make to drive GEM improvement.

From an authoritative viewpoint, the input ought to en-
courage a culture of visitor centricity and ceaseless im-
provement in conveying predominant visitor encounters 
dependent on a comprehension of the neglected needs 
of a lot of various fragments [15].

2. Track and measure execution

Various apparatuses and estimation files, the most generally 
utilized of which is Net Promoter Score®, can be utilized to 
measure the present status of visitor fulfillment and track 
progress after some time. These lists give a decent read 
by requesting criticism from visitors about various parts 
of their stay encounters. The best methodology might be 
to consolidate different kinds of measurements.

Some top-performing lodgings have initiated thorough 
scorecards that currently track at least ten distinct mea-
surements past Net Promoter Score®, including visitor 
solicitation and issue goal rates and brand support and 
assumption on movement audit locales.

To quantify progress, inns need to make baselines and 
principles. How long, for instance, would it be a good idea 
for it to take to react to a visitor demand? Principles help 
guarantee a steady degree of administration across the 
property and are the reason for following improvement 
[16].

3. impetus to visitor fulfilment

To impart a hierarchical spotlight on improving the visitor 
experience, an inn should set up monetary prizes. Such 
rewards may incorporate rewards depending on, for in-
stance, the rate.

increment of Net Promoter Score®. For each adminis-
trator who influences visitor study results, a segment of 
their yearly impetus may be tied straightforwardly to this 
measurement [17].

By adjusting representative motivating forces to corporate 
objectives and visitor needs, a labor force will turn out to 
be progressively visitor-driven in its general conduct. Like-
wise, think as far as building staff confidence by enabling 
workers with motivations as well as better instruments to 
manage their responsibilities.

4. Remain to profit most.

A GEM Business activity is probably going to profit a few 
sections more than others. Assets ought to be apportioned 
appropriately.

A business Voyager remaining just a single night likely 
has no interest in associating with the frontworkarea.
Remainingforsevendayswithsupperplansandtimetoinves-
tigate,asimilar visitor might be more disposed to utilize 
lodging offices. A family going holiday is a totally uniquest-
oryasfarastheirpresumabledegreeofassociationwithlodg-
ingstaffandthemeasure of time and cash they may spend 
across the property[18].

5. Deal with each mission like a VIP.

With GEM, the The objective ought to be to regard every 
visitor as a big name. Yet, remember: there’s an almost 
negligible difference among commonality and badgering. 
Lodging staff would prefer not to be seen as stalkers. Or 
maybe, all pieces of the inn should go about as an aug-
mentation of the unobtrusive, accommodating attendant 
in the anteroom.

Like superstars, visitors are regularly uncertain of outsiders 
calling them by name or carrying on in a manner that would 
propose that they know a lot about them. What they truly 
need is to be managed the cost of a proportion of secrecy, a 
misrepresentation of convention, even, while as yet getting 
benefits that are applicable to them. Celebrity visitors may 
like simply to be treatedwithcalmrespect,tobeconcededex-
ceptionalstatusupdatesandadmittancetoselective luxuries.

Hoteliers should deal with their visitors like VIPs in the 
best feeling of the word. As opposed to groveling help and 
overstated commonality, they ought to incite connections 
that cause visitors to feel great — and like celebrities
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