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Introduction
(Demirtaş, 2010) defined the front office as the intelligence behind the efficient management of the hotel facility. It is the passageway into the hotel where the customer is first welcomed, entertained and dispatched for lodging. In resorts, the front office is basically the first contact between the hotel and the prospective customers.
The communication between the hotel and the guests starts in the front office. In hotel facilities, the front office department carry out their activities in two regions; the front office units and the back office units. (Reddy and Szende; 2017). 
The front office department consists of the following service units. Front office manager, receptionist and concierge personnel (Şener, 2006). The front office department is the first and last point of contact between the hotel and the customers ie, they're seen first by the new-coming guests and seen last by the leaving guests. The front office is then usually located at the entrance of the main building and near the elevators or by the lobby, for guests to locate easily without stress. 
Importance Of Front Office Operation In Hotels
The importance of the front office in efficient management of the hotel cannot be overemphasized.

 First the front office is considered as the check in and check out point. It is where the guest is received and equally bade goodbye.

In the hotel management, the front office is the first point of interaction between the hotel and the guests. In hotel facilities, the front office department carry out their activities in two regions; the front office units and the back office units. (Reddy and Szende; 2017).
Front office staff members are considered an important factor in determining a customer's satisfaction. This question of satisfaction becomes the ultimate factor that decides whether a customer will return or recommend the hotel to prospective customers. Ability of the front office to satisfy the customer also serves as a core determinant that may earn or loose a customer's loyalty to a particular hotel (Suhartanto & Kandampully, 2000).
In addition, Watt (2007) was of the view that the front office is important because customers view the front office as the focal point and most easily accessible part of the hotel management. 
Secondly, the front office is seen as the major source of extracting limitless information from the customers. When incipient guests are not given professional and hospitable services, guest satisfaction is severely tampered with. Studies have shown that more than 40% of customer dissatisfaction is an offshoot of the employee’s incompetence and inability to deliver services properly (Chen & Ro, 2011). These guests express their displeasure at the front office and may give information about their expectations and how the hotel may improve. Those information go a long way in improving the quality of the hotel management. 
Finally, the front office is a problem-solving center (Rochester Institute of Technology). Customers may come from all walks of life, different backgrounds and races. These factors contribute greatly to the kind of hotel services they expect, thus they may have a problem with some of the hotel policies or services. (Reisig & Chandek (2001). Since they have to deal with people and their problems, the front office may be challenged with daunting situations. In view of this, front office staff members are required to possess adequate skills in human relations and communication (Ünlüönen at al. 2007).
Operational Roles Of The Front Office Manager
The front office manager is the highest ranking member of staff in the front office department. Hence, the manger ensures that all activities in the department are well coordinated and properly executed.

The manager is then responsible for supervising guest Service Agents, Night Auditors and other staff members in the department. This guarantees maximum guest satisfaction. (Journal of International Management and Social Researches; Uruslararasi Yonetim Ve Solyal Arastirmala Dergisi.)

Furthermore, the front office manager provides guidance and direction to all employees in the department. This ensures that they adher to all hotel policies, standards, procedures and regulations; the result being enhanced efficiency and professional operation of all front office staff members. 
In addition, as an interconnecting department, i.e. linking the guests with other departments such as the reservation and booking department, the front office manager must ensure smooth and efficient operations. The ability of the manager to supervise and direct all front office functions with speed and accuracy in addition to being efficient in the technical department, is important in the optimum satisfaction of the guests.

 Designing of roasters for employees in the department and conduction of the daily shift meetings, are part of the roles of the manager. The manager equally organizes monthly departmental meetings where the agenda is clearly stipulated and minutes read. Along with the monthly meetings, the manager may also attend weekly staff meetings and sales strategy meetings when necessary. ( Journal of International Management and Social Researches, Uruslararasi Yonetim Ve Solyal Arastirmala Dergisi.)

It is also the duty of the front office manager to clearly describe the job specification of each employee under him. If the employee should encounter difficulties in the job process, the manager must take the responsibility of tackling it. For instance, in a case where there is a misunderstanding between employees or between an employee and a customer, the manager must take the initiative to iron out their differences and restore order. (Journal by Rochester Institute of Technology.)

Furthermore, the front office manager sees to it that all the front office members of staff undergo an extensive training that thoroughly equips them for their technical and service duties. Competence inspires confidence and maximum job satisfaction.

Also, during peak hours when there is high traffic, the front office manager joins forces with other members of staff under him, in order to provide faster services.

The front office manager also prepares the payroll and ensures that the employees under him are paid as at when due. Early payment encourages hard work. 
Operational Roles Of The Night Auditor
The Night Auditor works at night. The auditor is concerned with the nightly supervision, balances the department's ledger accounts, and takes over the duties of the receptionist or concierge personnel during night hours. 
Night Auditors while working through the night shift on the front desk, makes room reservations, provides information and services to guests, receives and records payments for services. They also perform relevant night duties like ensuring lodge security.

 Night Auditor must also be attentive to the needs of the customers, ensuring that all hotel patrons enjoy their stay and provides answers to questions.
The night auditor supervises the security posts to ensure that the security personnel are present, vigilant and working according to the hotel's rules and regulations. 

It is the night auditor's duty to make sure that everyone assigned to the night shift on the duty roaster, reports to work and carries out their assignments.

The night auditor confirms all the early guest wake-up calls and ensures that they're done as at when due. 
The night auditor handles the late check-ins and oversees the early check-outs.

The night auditor makes sure that all guest concerns, complaints and queries are sent to the reception via email or other means. 

It is also the duty of the night auditor to ensure that the various departments are assigned their specific duties. (Reference; The Silo Hotel, Cape Town.)
Conclusion

The concept of hotel management is constantly evolving into a more sophisticated, complex structure. This calls for the maximum participation of every department in providing efficient services. Every hotel department is indispensable in the smooth running of the hotel facility. The front office may be considered the most important because it is intimately and directly involved with the customers, starting from the check-in point to the reservation, lodging, down to the check-out point. For this reason, understanding the operational roles of key members of the front office staff is very important.
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