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Introduction
The hotel industry has grown a lot lately. As a result of globalization, more and more people began to travel more often, either out of pleasure or in work interest. Regardless of the purpose of the trip, visitors staying at different hotels, are expected to have a pleasant stay and not to encounter problems of any kind. This is why hotels must be impeccable to attract even more customers, and visitors who check in once, come back and recommend the hotel to acquitances.
Discuss with industrial examples in your report (inclusive literature) the importance of Front office operation in Hotel
The Front Office has been thought as a check-in point by the guest, as a source of infinite information, as a problem solving center and the person who works in Front Line is the one who’s job description requires direct contact with guests on ongoing basis. The Front Desk is very important in a hotel, as this is the central part of a hotel and it is the first  and the last place the guests visit. (D. Mark, 1994)
The Front Office includes : The Front Office Manager, The Assistant Front Office Manager, the Front Office Representative, the Night Auditor, the Cahier, the Reservationist, the Telephone Operator and the Concierge.
The Front Office Manager is the one who supervises the entire activity of the Front Office, attends trainings, prepares daily and monthly reports. The Assistant Front Office Manager ensures that the services offered are of the highest quality, completes the pay roll, monitors the expenses, takes full responsibility for solving the problems or complaints of the clients. The Front Office Representative makes reservations, provides information and receives payment for services. The Night Auditor performs information spreadsheets in a file and processes different types of accounting reports for the hotel and restaurant. He inputs reservations on a computer system and also updates the occupied status of rooms as guests come and go. The Cashier collects the payment from guests and has to be able to carry out foreign exchange, to convert foreign currencies and to resolve bill payments. The telephone operator is transferring calls from external the hotel to the suitable guest room. The Concierge is making reservations for dinning in famous restaurants, arranging tours, obtains tickets for theatre, musicals , etc.  (Role Of Front Office In The Hotel Industry Tourism Essay, 2018)
Given that guests are the most important, it is necessary for the employees to know this and know some simple rules that can make the guests' stay more enjoyable, so that they return. They have to realize that the guest is the person whose wishes must be fulfilled because, otherwise, he will look for a more accessible, more friendly or more convenient alternative. For this reason, the success is assured by the competence of those working in the Front Office. Therefore, the clients must be impressed from the first sight and in this case, the behavior and the pleasant and  caring physical appearance play an extremely important role. However, communication is the key point in establishing good relationships with visitors. Another decisive factor in this regard is the way in which the complaints are resolved. Here are some clear rules that the employees in Front Office must be follow: never be defensive, validate the client’s feelings, define the problem, restate your understanding, promise to take action, follow up. (Role Of Front Office In The Hotel Industry Tourism Essay, 2018)

In the case of a 5-star hotel, you can see the importance of the Front Office in the reviews posted online. For example, on the Hilton London Bankside Hotel’s web page, there is a separate section where only the staff is evaluated. In this way, it is easier for them to improve the services offered by employees and to know where improvements are needed and with which employees to work harder to achieve perfection. In the case of this hotel, visitors have only words of praise: “Staffs, facilities, location, service are all excellent” ,” Very stylish bar and reception too and first class staff.” In almost all reviews, there is reference to staff. Therefore, the impact that they had on the guests was very strong and this fact attests to the importance of the front office employees. (Booking.com, 2019)

Also, with examples analyse the operational role of the following 5 Star hotel Front office staff: (1) Front Office Manager (2) Night Auditor
For example, when hiring a Front Office Manager in a 5 star hotel, the following aspects are considered: the ideal candidate has to deal efficiently with complaints and have a solid customer approach , to be able to ensure that the Front Office  employees provide friendly and professional services to the customers. The responsibilities listed are as follows :  ensure front desk is tidy and has all necessary stationery and material (e.g. pens, forms and informative leaflets), train, supervise and support office staff, including receptionists, security guards and call center agents, schedule shift,  ensure timely and accurate customer service,  handle complaints and specific customers requests, troubleshoot emergencies, monitor stock and order office supplies, ensure proper mail distribution,  prepare and monitor office budget, keep updated records of office expenses and costs,  ensure company’s policies and security requirements are met. . (Workable, n.d.)
Requirements  for this job in a 5 star hotel : proven work experience as a Front desk manager or Reception manager, hands on experience with office machines (e.g. fax machines and printers), thorough knowledge of customer service, office management and basic bookkeeping procedures, proficiency in English (oral and written), solid knowledge of MS Office, particularly Excel and Word, excellent communication and people skills, good organizational and multitasking abilities, problem-solving skills, high School diploma; additional certification is a plus. . (Workable, n.d.)
The duties and tasks of a night auditor are : drawing up the cash, restaurant and warehouse reports, transmitting the transactions made with the credit card, ensures that each transaction is collected, recorded and accounted for, before the next day; handles guests' requests and complaints, offers discounts to ensure customer satisfaction; communicates to the day shift receptionist about the activities of his day shift; it solves maintenance problems, it also has receptionist duties (because some hotels start the check-in very early, before the day shift receptionist arrives); check figures, postings, and documents for accuracy. Record, store, access, and/or analyze computerized financial information. Control and secure cash and cash equivalents for property according to cash handling policy and procedures. Organize, secure, and maintain all files and records in accordance with document retention and confidentiality policies and procedures. Prepare, maintain, and distribute statistical, financial, accounting, auditing, or payroll reports and tables. Audit statistical, financial, accounting, auditing, or payroll reports and tables. Audit and reconcile all revenue postings. (Zach, 2019)
 Depending on the needs of the hotel and depending on size or reputation, the night auditor’s duties may vary. For example, the next line of responsibilities lies with a night auditor employed at the Marriott International Hotel in Aberdeen: 
“Follow all company safety and security policies and procedures; report accidents, injuries, and unsafe work conditions to manager; maintain awareness of undesirable persons on property premises. Follow all company policies and procedures; ensure uniform and personal appearance are clean and professional; maintain confidentiality of proprietary information; protect company assets; protect the privacy and security of guests and coworkers. Welcome and acknowledge all guests according to company standards; anticipate and address guests' service needs; assist individuals with disabilities; thank guests with genuine appreciation. Speak with others using clear and professional language; prepare and review written documents accurately and completely; answer telephones using appropriate etiquette. Develop and maintain positive working relationships with others; support team to reach common goals; listen and respond appropriately to the concerns of other employees. Comply with quality assurance expectations and standards. Move, lift, carry, push, pull, and place objects weighing less than or equal to 10 pounds without assistance. Perform other reasonable job duties as requested by Supervisors”. (Caterer, 2019)
Taking into account all the responsibilities of both, both Front Office Manager and Night Auditor have a lot of tasks to perform, and considering that at night there is no Front Office Manager in the hotel, it can be said that its role is assigned to the  Night auditor on the night shift. Basically, the two play a very important role in customer satisfaction and are indispensable for a good business operation.

Conclusions 
Finally, the conclusions that can be drawn by analyzing the responsibilities and duties of the front office employees are as follows: all employees are extremely important to make a good impression on the client; they must be well trained, so as to impress the visitors pleasantly and to make their visit as beautiful and familiar as possible; employees must learn that they depend on the success of the whole business and that they must work in a team to achieve the desired effect on the guests. Regardless of the manager or receptionist, their role is well defined and extremely important.
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