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The broad introduction of the front desk department
Clients come in with much work-related stress to the hotel during the day. Sometimes their stress level can get so high that they might want to take it out on the front desk department. They start by showing impatient attitudes towards the needs that they are entitled to. At this point, the interpersonal skill, patience, and communication skill of the front office should be top-notch. Image is everything in the business of serving people opine. Word of mouth alone is enough to sell or diminish the services your hotel offers because they represent as a second home to guests. The front office plays an essential role in maintaining or repairing a good or bad image Andrews (2007). 
The front office is usually the only department that runs for 24 hours in most hotels because they are responsible for recording activities and the complaint of clients. According to Wikiversity (2017), the front office is a term used in business to refer to a company's department that attends to clients and other departments. In this case, a hotel front desk is responsible for accommodating, meeting, greeting, organizing the room, and allocating rooms to clients. They handle the issuance of keys, coordination of amenities and security arrangements, sending and receiving messages to/from customers, and balancing the books of account. Sue, Pam, Jeremy (2001) opine that the front desk is responsible for the guest cycle. That is, from their point of booking till they leave the hotel and get handed their baggage. It means taking care of their reservations, registration, room assignment, baggage handling, transportation, mails, calls, currency exchange, and check out.

The department also coordinates with others like accounting, sales and marketing, hotel facility manager, and much more. The mode of service and the application of how these services run is essential to the client if the hotel wants to make them a repeat customer.

Sections within the front office department
The front office has many employees working under them to ensure that operations move swiftly without hitches for the client. Sections within this department include:
· Front office manager
· Assistant front office manager
· Reception manager 
· Reservation manager
· Mail and information supervisor
· Telephone operator
· Night auditor and much more

IMPORTANCE OF FRONT DESK IN HOTEL OPERATIONS
As earlier mentioned, the front office operations are pivotal to the level of satisfaction a guest receive from a hotel services, as such activities in this department needs to be handled in the best possible way since customers are the livewire of every business. However, guests’ complaints are almost inevitable in running a hotel business, but it takes the expertise of the front desk manager to handle the complaints diplomatically to avoid leaving either party embittered.  Below are some of the roles of the front office in a hotel:
Dealing with complaints of guests                
Hotel guests lodge their complaints or any issues of concern at the front office. For instance, if a device is not functioning, or damaged furniture or electronics in a room, the guest would report it to the front office manager on duty who in return will coordinate with the engineering unit to fix the issues. The front office manager will also be the one to check guests out at the end of their stay and they usually ask them questions to know how satisfied they were with the services rendered.
Monitoring the Porters 
The duty of the front office manager does not end with checking guests into their rooms. The manager is also looked onto to supervise other clerical staffs who takes the luggage of the visitors to the rooms assigned. This is to put them in check and ensure they do their work very well. Failure to check them will likely have a negative impact on the hotel because there is a high hostility tendency and they are most likely to treat guests anyhow and scare them away subsequently.  Therefore, it is the responsibility of the front office personnel to ensure that everything is in perfect condition before the guests are led to their assigned rooms. From the lighting to the television, to the furniture and also to ventilation.  The porter is expected to also report any issues to the front office who calls the right department to fix any issues.
Taking Care of the Concierge
Part of a travel package is that visitors are checked in to the hotel. Afterwards, the front office manager is expected to plan and organize the other activities, whether it is entertainment, travel, and so on, the person at the front office arranges all other activities. The front desk officer is also charged with the duty of handling any issues that the visitors may encounter in the course of their stay. This might include directions to local attraction sites, possibly arranging for their itineraries to ensure they are comfortable. Also, making sure that restaurant reservations, car service are taken care of is part of the role played by the front office in a bid to achieve customer satisfaction. 
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FRONT OFFICE MANAGER:
The front office manager is a position with much responsibility, especially in 5-star hotels. He or she is expected to have excellent communication skills, a pleasant look, a dynamic personality, leadership skill, multitasking ability, and can work under a massive dose of pressure. The front office manager is expected to have quality organizational skills, hospitable and professional

The front office manager responsibilities
Some of his responsibilities to the General or Resident manager as posited by the international hotel school (2017):
Supervise and train the staff under his wings
The front office manager often trains his staffs for better quality delivery in the hotel. That motivates in boosting the quality of their service delivery. It is also crucial to train the employees on aligning their goal with that of the hotel so that the hotel can achieve its goal. In some cases, it is the function of the front office manager to seek for and recommend quality professional courses for the front office staffs to help them in reaching their career goals.

Ensure safety and security and attend to emergencies 
Safety is a part of the front office operation that often gets overlooked. They coordinate with security details to ensure safety in and around the hotel. As the leader of department, emergency cases are first reported to him and actions are executed based on their nature. Handling emergencies is one pivotal aspect of front office manager. Because they are not only responsible for the hotel alone, but the government as well, if a situation arises that they cannot handle, it is time to call in the authorities.


The Night Auditors responsibilities
The night auditor is responsible for signing in new guests who arrived late in the night and also signing out those who will be leaving in the night. He must thus have the knowledge of rooms’ reservation and allocation and must always communicate with the reservation unit to know the available rooms. As the auditor, he has roles to play in balancing all the transactional activities of the day while he will also open new ones for the following day. He also make sure to record all the funding and transactions that occurs in the night. 
As the hotel representative available in the night, the night auditor is saddled with attending to guests’ questions and enquiries and must do so with all professionalism. He also take on more responsibility in answering the calls for the night as well as prepare a paycheck for the next day.














Conclusion
In conclusion, the importance of the front office to a 5-star hotel and accommodation cannot be understated. The success in this department is synonymous to success in the whole hotel business. Important position in the front office is the front office manager and the night auditor who pilots the affairs of the activities in the front office during the day and night respectively.
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