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Overview
[bookmark: _gjdgxs]Front offices in 5-star hotels are beginning to become sales points rather than just the first and last place guests come in contact with the hotel. For that reason, individual care and attention are given to every detail about it, including the staff and equipment used to carry on this function. Hotels today are looking for innovative ways of improving the smoothness of operation they offer at the front office. For these reasons, they remain an essential part of the whole process of servicing client needs in the hotel.


























What is the front office?
The front office is the first point of establishing physical contact with an organization. In this case, it is the first place guest make the first contact with a hotel. Mishra & Pal (2013) state that the front office deals with personality the hotel is trying to project to the public using the staff and equipment available to it. Using professionals with low interpersonal and communication skills can lead to a poor service rating. The same goes for not having the right equipment or facilities promoted by your front office. The Kolkota hotel Mgt (2018) states that the front is the most exposed part of a hotel operation. That is why in dealing with clients, they have to offer a form of customer service. It is the job of the front office to center their attention towards making the client feel at home irrespective of the room ticket they have. Their experience is what receptionist and other employees should hope to improve.
Bhagwat (2015) states that competition among hotels have made the front offices a place of innovation rather than the traditional sense in the way they built it. That way, hotels can entice customers in various ways in order to attract them to use their hotels.
The front office is the center of the hospitality business. For that reason, much consideration gets taken to find the best way to utilize the place as the first and last point of contact with guests.

How do front offices in 5-star hotels operate?
According to the institute of hotel management Bhubaneswar (2017) Front offices in 5-star hotels operate in functional and hierarchical order. Meaning, there is a specific flow of responsibilities from the top to least employee in the department. It went ahead to draw an organizational chart of front office positions and the various tasks they carry out. In today's economy, the front office of a 5-star hotel operates as both an information center and a sales point. It is the place where guests get to book rooms, and it is also the place where they get the most information about the hotel and also lay their complaint.
It is the typical approach that they get in the front office that allows them to make an inquiry, not necessarily the amount of money they paid. If the front office is not courteous in dealing with guests, they might find them repulsive, therefore strain the relationship a guest is supposed to have with the front desk. Tutorialpoint (2016) think that the operations of the front office are large; interacting with the number of guests at the front desk while handling the inquiry and request promptly. Some may have questions about the type of hotel, their facilities, and the services they offer, aside from booking rooms for the day.
They check for the availability of various or specific types of rooms for clients. For example, a hotel operates in a way that there are different prices for unique types of rooms. A penthouse suite will always cost more than a VIP or a standard room. Some clients want to know what is available.
The front office is also responsible for the pre-arrival, arrival, occupancy, and departure of the guest from their hotel room. That means the front office gets to manage the reservation process, handling of luggage, phone call duties, transportation, and much more. The front office also does profiling duties like creating the specific type of account for each client in case of reference and accounting purposes. For example, a repeat customer might need to have the same room and view again when next they visit. It is easier for the front desk to type their name or number to get the necessary details. They issue keys to the appropriate guest and with the help of the other staff in the department, supply them the necessary things they might need in their stay there. 
The front desk office usually handles any complaint, inquiry, or request by delegating to the appropriate unit within the department or others. 


What importance is the front desk to a hotel?
Information role
The front desk plays an informative role in the operations of the hotel 24/7. They are the first and last place a customer interacts with the hotel. They are also the place that keeps an up-to-date record of the activities of each customer of the hotel.
They collect information from the guests and carry out their duty by passing that information to the right department.

During an emergency, they are the first people to come to the situation, and the first place a report will be needed. They have a clear and concise flow of information from the client to the front office, down to other departments like housekeeping, accounting, or restaurant, and bar.

Management role
Before the guest steps foot in the hotel, there has been a reservation and booking system which has profiled him. In that information is the arrival time and length of stay. During that period, the client just entered the guest cycle. His transportation, handling of his luggage, feeding, suite, and much more are all structured to give the guest a pleasing experience.

Reporting role
The front office reports to the general manager; If there are items that are needed to carry out their duties effectively, it will get supplied. If there are books of account that need to close before further reimbursement comes, it is his job to do it. 
Every complaint faced by the guest when they use the hotel channels to the front office manager, if there are challenges in carrying out the task of the front office effectively, he wants to be the first to hear it.

Special roles and responsibilities of front office staff
Front office manager
The front office manager is a supervisor that ensures that the department has what it needs to carry on its task. If they need anything to make the task run smoothly, it is the job of the manager to fund it. Operational roles of front office managers includes:

Sales and marketing role
Just like we stated earlier, the front desk is moving from just a traditional information role to a sales and marketing standpoint. The amount of bookings that take place on the counter instead of online is increasing by the day.
Budget for the Unit
The manager also maintains a book of an account which he shares with the hotel. At the end of each day, month, or year, they reconcile both books. 
Training role
Front offices manager organize training for the staff in order to boost their productivity and performance. Some of these courses can come in their specific roles or just for front office officers only. For example, conferences get held for receptionists in various industries. Some get held for receptionists in particular sectors like a hotel. The manager is also responsible for those under him. He caters to them in the face of the management and vice versa
The Night auditor
The job of the night auditor is to balance all books after the day. He also manages the inquiries, complaints, and requests of guests during the night.
He can answer calls for the night and make late-night bookings if necessary. He attends to sign in and out of the hotel at night.





Conclusion
In conclusion, the front office is the centre of great admiration for a hotel. However, behind the great work is a dedicated team working to ensure its smooth operation. The front office manager is the driving force behind the operational activities of the front office which serve as the driving force for the hotel.
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