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Five Star hotels distinguish themselves from other classes of hotels not only by the grandness and exoticness of their structure but also by the quality of their front office operation. The front office department of every hotel is like the face of the hotel for which the guest first sees and interacts with, and like the face, the beauty - coordination and professionalism - of the front office department leave an impression in the hotel’s first-time guests that goes a long way to determine their patronage. Hence, growth-oriented hotels must ensure to recruit, train, and motive their front office to become a distinguishing brand of the hotel.

[bookmark: _Toc23842830]Front Office Operation: Literature Review
Although front office is not a term exclusive to the hospitality industry, it is key to the success of any business in the hospitality industry. The reason for this is that hospitality is the art of fulfilling the needs and desires of tourists (Bayat & Ismail, 2008). The front office is the first stage of satisfying the tourists needs and desires. Right from the first smile, the tourists get at the front office to the warmth and politeness which they are received determines if the aim of that hospitality business will be achieved or not.
Therefore, the quality of the guest experience depends hugely on the character of front office operations and the processes the establishment has in place to treat guest needs (Nestor-Harper, n.d.). In reality, not one person makes the front office department.  Nestor-Harper (n.d.), lists the employees that make up the front office department as including the desk clerk, manager, cashier, concierge, telephone operator, bell staff, night auditor, and even the elevator operator. All these staff together, in their specific roles, work together to create an amazing lodging experience for the hotel’s guests because at some point in the guest's stay at the establishment, they’ll interact with them. However, there is a need for organizations to train their front office staff to be able to play multiple job roles in the department, so that when the staff is absent or occupied, another can fill in seamlessly.
Meanwhile, Front Office is not an abstract term. It is a visual term that brings to mind the front of an office – usually the reception area. However, it is a term that hotels worldwide use to refer to the employees working directly with their guests. This thus mean that the front office is the first contact point of guests visiting the hospitality establishment. In this sense, the front office department is a very visible department, one that serves a center of information for both the hotel’s guests and their employees (Nguyen, 2019).
Mostly, the front office is the first area of the hotel’s main premises which the hotel’s guests step into when they visit the hotel after the security point. Hence, it is located at a strategic point that is easily discernible.
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The Importance of Front Office Operation in Hotels
There is no saying how vital the front office is to growth of the hotel establishment. They guarantee the satisfaction which the hotel’s guests get from lodging in the hotel and satisfying their guests is the very reason for which hotels are found. So, a skilled workforce of front office staff will lead to more returns for the hospitality business.
Thus, (Naudé, 2010) posits that in return for the quality hospitality service experience the front office employees give the hotel’s guests, the hotel should give them a quality work-life experience. They need to take breaks and vacation like their counterparts in other kinds of business establishments.
Also, since the front office is the first taste of customer service experience guests entering into an organization gets, they determine how successful the hotel establishment will be. Successful organizations maintain that status quo by the quality of their customer service. Thus, a team of front office staff that gives warm, welcome to guests; a speedy and efficient sign-in; professional management of guest complaints; are an embodiment of information blended with a sweet appearance; and show a sincere display of interest in the guest by responding promptly to their requests is a high-quality front office team (Kasavana & Brooks, 2001).
Such a team will lead the organization to the achievement of huge success, especially if they go out of their way to provide intuitive, spontaneous additional services that are not part of their job description. For example, Solomon (2017) narrates how two front-office employees at Dove Mountain, a Five Star Hotel in the USA, went out of their way to please one of their guests. This guest was a couple who had come with their little boy to the property. On leaving the property, the little boy discovered that he had lost his Thomas the Tank Engine toy in the property. These staff members searched for the toy but could not find it, so, the family had to take their flight back home. However, these staff arranged – after the family had left the property – to get the boy back a new Thomas the Tank Engine toy.
They got him the toy and composed a note to him in the voice of Thomas of his additional stay at the hotel, using beautiful pictures of Thomas exploring the property to explain his additional stay at the property. The family got the new toy four days later and could not repress their joy. Their little boy was ecstatic about his new toy too.
The point is, these staff members did not take permission from the hotel management to take that action. It was a decision they took on the spot in the best interest of the hotel. This is what a well-motivated, autonomous front office can do for a hotel establishment.
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While it is totally efficient for front office staff to play multiple roles in the organization, it is important that they first understand their roles for which the hotel establishment employed them. In this light, this paper will proceed to explain the job roles of the following key 5-Star Hotel front office staff:
1. Front Office Manager
2. Front Office Desk Agent
3. Night Auditor
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Like the title implies, the front office manager is the head of the front office team. He oversees the work of all other employees that make up the front office department which include the front desk agents, the night auditor, the concierge, the telephone operator, cashier, etc.
According to Hilton Hotel & Resorts (2018), an Amsterdam Five Star hotel, their front office manager will oversee the team that makes up the front office as well as the various hotel departments. Since this manager, through the proper coordination of his team decides the guests' first impression of the hotel, he/she must also perform the following additional functions:
· Measure the levels of guest satisfaction and keep an eye on trends, to ensure continuous improvement;
· Guarantee that regular and VIP Guests receive the recognition due to them and that the Front Office employees go about their duties with a sales mindset, promoting the hotel brand's loyalty scheme;
· Keep eyes on the performance of the department employees based on set standards, placing large emphasis on training and teamwork;
· See that the front office team possess current knowledge of the hotel’s products, services, pricing, and policies. 
· Keep an eye on staffing levels of the hotel to meet cover business demands 
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The Night Auditor carries out accounting procedures of the front office department and like the title implies, they perform their duties in the night.
Wyndham Hotels & Resorts (n.d.) specifies that their La Quinta by Wyndham Hotel’s Night Auditor will be held accountable for reconciling all the hotel cashier transactions and reexamining, coordinating and compiling management reports on a timely basis while making sure that guest billings and city ledger transactions are accurate.
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The front office department does not exist in isolation of the hotel establishment even though it is the point that determines whether the hotel will keep a guest's patronage or not. Hence, the operation of the front office should synchronize with that of the other departments in the hotel to give a seamless customer experience for the hotel’s guests. However, hotels must invest in their front office department for them to do their duties optimally.
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