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Summary

After the external appearance of every hotel and its surroundings, the front office operation is the next thing that sells the hotel off to the customers. And ,while the customers are the center of the hospitality business, every hotel must understand to keep their front office operation well trained and motivated. 
The front office may be the first voice and face of the hotel, but the impression that remain in the minds of customers will often last a longer time. 
Therefore, it is crucial for the front office employees to understand and appreciate their roles for better service to the customers. This study evaluate the relevance and importance of the front office management, front office manager and the night auditor to the success of the hotels in the hospitality. Secondary data was obtained from journals and other relevant materials online.














1. Front Office Operation
When guests come into any hotel, its front office management is their first port of call, and their first communication with the establishment begins there. This is the place where these customers get accommodation reservations. 
According to Szende and Reddy (2017), Front Office Management in the hospitality industry concerns itself with the tasks of reserving accommodations for clients in the hotel, registering customers, maintaining guest accounts with the hotel, night auditing, as well as coordinating with the various other departments in the hotel to provide the best customer services. It is the guest’s first and last friend. It is the department which new-coming guests first see as well as the department they see last when departing the hotel. For this reason, you’ll mostly find the front office at the entry of the main building. Most hotels locate it near the stairs and the elevators or by the lobby for guests to make out easily on entering the office.
With all the important roles the front office plays in the hotel, it can be likened to the motherboard of the hotel management - the place where guests get the hotel’s first smile, a warm welcome, and a sending off. Most hospitality business’ front office is what connects the hotel and its guests. (Sayin, and Karaman, 2019). Thus, the Szende and Reddy (2017), upholds that effective interpersonal skills and personal appearance are the crucial and determining factors that distinguish the front desk office from the other departments in the hotel. Thus, the front office staff should not only be bold but accommodating, friendly, patient and sincere to be able to deal with customers’ queries when they approach the front desk of the hotel.
2. The Importance of Front Office Operation in Hotel
The front office operation is so important to the progress of a hospitality business that these establishments can't do without them. Traditionally, hotel guests saw the front office as a sign-in, sign-out point. However, the front office department is more than that these days. It is the hotel’s hub of valuable information as well as its solution center (Scott, 1994). 
Thu (2018) posits that front operation is the key to the customers' satisfaction. As such, hotel management should ensure to improve the communication skills of employees and improve the language skill of front desk staff. Since five-star hotels thrive on the satisfaction of guests, they must invest well in their front office operation. Gumaste, Bhagwat, & Thakkar (2015) reports standardized products, trained and internally driven employees, and top-notch management are the vital elements in customer satisfaction that leads to regular patronage.
On the whole, the burden of guest satisfaction lies on the shoulders of the Front office department. However, there should be a clear delineation of roles and responsibilities amongst the front office employees to achieve guest satisfaction. Scott (1994) cited an example where a two-hundred-and-fifty-room convention hotel would not allow a guest to register without a credit card. The front office staff could not accept cash without a credit card imprint. Thus, if a guest wanted to pay cash and could not comply with this policy the front desk staff would have to contact the manager and get an OK by initialing the registration card. This made for a slow and frustrating check-in process, whereas this situation could have been easily avoided by allowing the front office agent to assume some of the responsibility. 
Front desk staff should be allowed to use their judgment and only contact management when they felt uncomfortable. The result of this would be a friendly, compatible first impression. In another example, staff in the front office department were barred from calling the fire department and other emergency units without prior permission from the manager on duty, regardless of whether people’s lives depended on it or not. The rationale behind this management policy was that the hotel did not want to compromise its quests comfort with blaring sounds as fire alarms and fire trucks or ER sirens.
Although this may be a good management policy, failure to empower front management employees would endanger the lives of the people - customers - who they are trying to satisfy. Satisfying guests is a vital goal of hotels, but not empowering the front office enough to be able to perform their duties effectively is a dent that the same customers won't fail to notice. Thus, to even optimize the customer’s satisfaction Boum & Odgers (2001) suggest changing functions of the front office operation through multitasking.
3. An Evaluation of the Operational Role of Key 5-Star Hotel Front Office Staff
The front office is more than the first faces the customer sees when they step into the hotel. No, the front office consists of the hotel staff at the front end ranging from the front office manager and his assistant to the Front Desk Representative, Night Auditor, and Telephone Operator Boum & Odgers (2001). Together, they see to the guest’s ultimate satisfaction.

                                                                                                                  

·  The Roles of the Front Office Manager
Like the title goes, the Front Office Manager oversees every other employee in the front office department. The Front Office Manager supervises the receptionist, reservation, concierge, and hotel telephone system. He is also responsible for creating the desired first impression of guests visiting the hotel. Thus, he will often communicate with customers, team members, and members from other departments, the Front Office Manager must have professional knowledge and skills of the job and show good leadership. In addition to this, he must have great communication skills and language competence. 
Thu (2018) gives a clear example of the operational role of Front Office Manager using Hilton Hanoi Opera House's Front Office Manager roles and responsibilities on the job.
The Front Office Manager's duties include (and are not limited to) the following : 
· Supervising all the front office operations and ensuring they meet top standards.
· Judge the level of customer’s satisfaction and following trends to ensure continuous improvement.
· Making sure that both regular and VIP Guests gain the right recognition and that the front office employees are working with a sales mentality. 
· Optimizing guests’ occupation of rooms at best rates as well as elevating the hotel’s services and facilities .
· Working to see that all front office employee has accurate knowledge of the hotel's products, prices, and policies .
·  The Roles of the Front Office Desk Agents
While the Front Office Manager oversees the operation of the department, the Front Office Desk Agents does the major job that needs supervision. The Desk agent performs the job of signing in and signing out guests, reserving their rooms, providing them recommendations as well as directions. 
Bardi (2012), gives us a clear example of the operational role of Front desk agent. They advertised the Front Desk Agent at Vida Hospitality to have the following job roles:
· Reviewing arrivals, taking note of exclusive requests, and barring rooms as requested. 
· Signing in and out of the hotel’s client boldly, professionally, and friendly. 
· Taking all the phone calls as soon as they come, while passing the right information with their knowledge.
· Checking that all items on the appropriate checklist are complete when the shift ends. 
· Pre-assigning hotel rooms of the hotel’s VIPS, repeat guests, all packages, and taking exclusive requests.
· Adhere to the company’s standing control policies. 
· Strictly adhering to proper credit policies, as well as relinquishing all lost and found articles with a filled lost & found report attached to them. 
· Knowledgeable about the hotel’s fire and emergency procedures. 
· The Roles of the Night Auditor
The Night Auditor's operational role in Front Office Management is to reconcile hotel accounts, treat guest accounts accordingly, close the daily books of account, kindly register guests’ information, and finalize the hotel’s guest accounts. This Auditor gains the name night Auditor because he typically works during night hours. Also, he is like the accountant of Front Office Management. Night Auditor will perform the following duties and responsibilities:
· Audit hotel paperwork to balance the day.
· Post room charges as well as taxes to the hotel’s customers’ accounts
· Verify all account entries and balances, including ensuring that all hotel book of accounts is accurate and balanced.
· Run preliminary reports, see to the daily supply of the department, and register the hotel’s guests following TRC service standards.
· Finalize guest accounts while making good business decisions concerning discounts. 
· Perform several tasks at the same time, such as answering the phone, educating the guests on local attractions, and settling their complaints, or referring them if he cannot resolve them, to ensure that they get the best service quality.
· Be knowledgeable about the hotel’s current room rates, their availability and emergency management as well as on groups and property events
· Give direction to guest service workflow.
Conclusion :
Getting satisfied Guests who will come back to the hotel as well as refer their friends largely depends on how the hotel trains and organizes its front office department. The front office is the hotel’s customers’ first and last acquaintance, so its staff must work flawlessly to ensure that they create an impression that lasts in the minds of the hotel guests. However, to achieve this, the hotel management will have to entrust some responsibilities to the front office operating staff and train and motivate them adequately to be able to discharge their duties effectively to the success of the establishment.
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