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Introduction
The today’s report will represent a wagon of ideas and frameworks to support the aim of the front office and its functions. Considering that front office is the heart in each hotel industry, they must be very careful with everything they are doing following specific policies, guidelines and many others that will be mentioned throughout the essay. 
Front office is known as being “the face of the hotel” and this because it the first department as well as the last one “the guest gets in contact with” (Reynolds M. 2019) therefore, there are plenty of responsibilities that need to be executed by all the members of staff. The members of staff are multiple, and they are all working with the same aim of providing well services to everyone, supporting them in building a good impression of the hotel. 
More about Front Office
Because the front office is the “heart”, there are plenty of tasks that need to be done. Some of them are: 
· Reservations Department and Responsibilities: this represents the moment when the guests get directly in contact with the members of staff from the front office. This is the moment when the employees must ensure that the right rooms are provided depending on the availability of the rooms. One other thing that is happening during the time the employee is doing its responsibility is to prove their friendliness and their customer service skills (Seidel M. 2019). 
· Check-In and Check-Out: Procedures in order for guest check-in and check-out can build and maintain a good experience of guests and this can be built if the employees are showing no difficulties during the check-in progress showing confidence and passions for what it is doing. 
· Guest Services and Assistance: This includes valet service, luggage assistance and maintenance of availability for general guest assistance. 
· Concierge’s Extra Services: This having in charge the idea of guests receiving full assistance having the scope of offering the greatest services. These services are indirectly related to the standard operating procedures and they are both in charge of responding to special requests as long as the guests are asking for it is using a nice manner and cooperative as well.
As mentioned before all the things listed above are made by a variety of members of staff. There are about thirteen positions in the front office, and these include: 
· Corporate Owner: Balances all the daily financial transactions and this employee must always have good knowledge about the accounting principles.  
· Front office Manager: This is the “senior person in an office environment and accountable for maintaining a professional work environment” (Study 2015), a general manager must also ensure that everyone is doing their jobs.  
· Assistant general manager: It is essential and this because it is “in charge of everything when the principal general manager is not on duty” (Job Hero 2016) therefore, his role includes supervising front desk, personnel… 
· Reservation manager: they are employees by the hotel managers with the aim of supporting the room occupancy(Prader J. 2019) and they are required to be in charge of all the bookings having under consideration continuous statistics.  
· Cashier: the cashier is in charge of the handling of cash, and it does also complete check-outs procedures ensuring that everything is paid fully and that there are no issues with the payments (Sacote L. J. 2014).  
· Room Key Clark: Its main responsibilities are based on: “managing reservation, check the guests, into their rooms, arrange payment, respond to guest’s issues and inconveniences with patience” (Study 2020)
· Telephone operator: is in charge of the “smooth and clear operation of handling all the communications at the phone, providing quick and organised police telephonically services” (hospitality-school 2013)
· Bell Staff:  their roles are based on doing the doormen and valet parking attendant all of which are supervised by a bell captain (M&L Research (2007) 
· Concierge: it does “assist guests by performing various tasks such as making restaurant reservations, booking hotels, arranging for spa services and many other things that are related to thing to do over the night (night life), look after for tourist objectives…” (Wikipedia 2017)
· Elevator Operator: transports guests from a floor to buildings, apartment houses, department stores, however in nowadays it is only existent at the very wealthy hotels. 
· Night Auditor: it does typically handle both the duties of the front desk agent and it may also have duties of the accounting department. 
[image: organization-chart-list-position-for-front-office]

They are all playing a massive role in all hotel industries, having a front office department. All the staff is working hard, cooperating one with another to get everything that needs sorted, they are the ones that are “receiving the guests and the ones that strike the first impression about the hotel into their minds” (Tutorials Point 2018)
Issues met at the Front Office
Most of the time the members of staff at the front office are facing issues especially in nowadays when there are continuous conflicts between people and some of the people are not cooperating with the employees showing patience just as the employees do. In addition to that there could be reservation issues; loyalty programs; guest room issues; hotel services& amenities and also billing questions, these being just some of the main ones that tend to happen at the front office. 
For example the reservation issues  can occur if mistakes are made by either the guest or the employee. However the employee must always treat all the situations with patience with the aim of preventing the dissatisfaction of guests. Moreover, the guests can sometimes find difficulties to bear with the employee and it might overreact to everything that is happening, this situation then getting the employee into trouble. 
When it comes to the loyalty programs, the main thing to mention is that the employees must always ensure that the loyal guests are receiving the appropriate perk or additional perks to solve their problem, however, if there are new members of staff they could have issues in doing this correctly and then the specific guest would find it difficult to maintain its position of loyal guests if its benefits are not shown when it should. 
Now, thinking about the guest room issues, the guest will directly come to the front desk and to prevent any further issues the front office staff must direct the guest to the right person to speak to about its issue after nicely responding that everything will get sorted as much as possible as long as they pay with patience. 
The hotel services & amenities issues are linked with the issues that are met at the restaurants, lounges, fitness centres, swimming pools and all the other leisure places in the hotel. Therefore, if the front office employees are not showing interest in the issues the guests are facing, then it may shape a massive issue and it will have an impact over the relation employee-guest. 
Lastly, the issues with the billing, are built when the guests are insistent with a variety of questing about the hotel bills especially when it comes to the taxes the hotel pays or anything similar to this but related to billing.  



How to prevent the issues
To prevent the issues all the employees must cooperate one with another and show high interest in the way the guests are feeling while staying at the hotel. For example, if there are issues within the patience of the guests while waiting for potential members of staff the front desk employees must start to communicate and hold a discussion, asking about their experience within the surroundings they visit, ask them what they liked the most and things like that. If this would happen, the guests will start to cooperate more with the employees and show more compassion. 
Conclusion
As a result to everything that has been mentioned the front office is the most important department in the hotel that guides everyone’s impression about the hotel. Therefore, all the responsibilities that are set for the employees must be strictly followed and respected to ensure that the guest satisfaction standards are met and kept increasing. 
One other thing to mention is that there are plenty of issues that may happen between guests and employees, however the employees must always find a solution to making the guest feeling good, problem solving, being one of the essential skills the employee must have. 
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