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This report, will discuss with industrial examples the importance of front office operations, the roles of Front Office Manager and Night Auditor, (Business, 2019). Operation is the transformation of various resources information input to the desired services product or result with the aim of creation and delivery of value to the customers. (Cleverism, 2019). The process of supervising, planning and organizing is what operational management involves also making important improvements for higher profits
What is front office in a Hotel (Scholarworks.rit.edu, 2019) defined it from the point of its role. It is the check in check out centre of guest, Information point and problem solution centre and the heart of hotel operations.
The importance of front office operation (COMMUNICATIONS)
As defined (Citeseerx, 2019) communication is what is transferred at the commencement of one procedure to the productivity of a method with the opposite functionality of the initial course.
The front office is the first point of communication between the guest and the hotel. The front office Receives phone calls from external sources, making internal calls to the various department. Making profits, delivery of high-quality services, efficiency in communication is essential in a Hotel. From the entrance of the hotel, guest starts with the front office face to face communication those with reservation are confirmed while walk in guest are registered by the front office, (Bardi,2006).
Pivotal point of communication is the front office between in house sales, service delivery to the guest and financial operations. Internal communication is despatched from one department to another department. examples the front office communicate with the hose keeping staff, on the availability of room, out of order (OOO) rooms, condition of rooms before gust check in and checked out, (Bardi,2006)
Information
Reception of information and distribution of information (Cdn, 2019). A trusting relationship with customer can only be built based on information. The front office gets information from guest the relay it to the department concerned and that helps in accomplishing guest experience which according (Harvard, 2019) It is the total sum of the experiences a guest acquires together at a time and throughout the life span of customer ship. This begins with the front office. The front office is the hub of information to the guest, the guest relies on the front office for information news, about the city in general, such as ways to local attractions, good clubs, sports, arraignment for taxi, Airport information some hotels close to airport has television screens on the front office showing arrivals and departures of flights.
Register
The front office is the general register of the hotel, guest are registered assigned rooms in the front office upon arrival, mails are registered with the front office be it for the hotel or for the guest it could be from post office, courier services, packages such as DHL, Technicians, Engineers from outside the hotels pass through the front office (Rutherford and O Fallon,2009)
Financial
The front office is responsible for legal tender, for the hotels, keeps account for the guest, account for the hotel accepting cash giving out changes and closes account with the guest at check out.(Bardi 2016)
Handles guest complain
The guest lay their complaints to the front office who will now look for solution, examples broken taps reported.  The front office will now contact the maintenance department
Personal assistance to the guest.
The front office acts as personal assistance to the guest during their stay, the take note of special need of the guest like wake-up calls, organising taxis, finding out if they are allergic to some food how often they want the bed sheet changed.
Porter services
The porter or bellboys are from the front office Assist guest with baggage to the rooms and make sure everything is in order before the guest goes into the room.(Bardi 2016)
Feedback
The front office is the point of correction many guests on departure drops their feedback on the services and the product of the hotel at the front office this gives the hotel the opportunity to correct bad experience a guest may have and report to the department responsible, this gives room for improvement
Assistance to every department
The front office plays the role of all the other department in their absence. Example an incoming guest called to inform the hotel he wants to organize a surprise small dinner party to his guest on arrival. The banquet, sales and marketing offices are closed. The front office will play those roles.
The front office performs the night audits, general report of the company closes account, the first point of contact screening for future employees of the Hotel, make recommendations to the Human Resources.



Part 2
The operational role of a Front Office Manager (FOM)

As the name implies FOM is the boss of all the staffs working within the front office. He conveys the spirit of hospitality to the staff and guest as Bruce Laval of Walt Disney(2016) puts it Organizations employees must treat its customers as guest, more over managing the organization from the guest point of view in other words organisation must treat customers as guest,(Linkedin.com, 2019).
Front office Manager roles are as follows
Supervision of the daily operation of the front office
[bookmark: _Hlk24074952]Meeting with the night Auditor to know if there is any imbalance with the account of the previous night and to resolve it. Information of incoming reservation, check in and check outs, group reservation, meeting with the receptionist, desk clerk. Receiving information from their dealings with the guest, resolving misunderstanding within the staff ensuring the work as a team. Prepares the weekly schedule for the staff (Chakravarti,2006)
Training of personnel FOM sees to the training of staff as demanded by the Hotel such as Technical aspect of property management system, the computer system software and hardware used by the Hotel for reservation and storing of data, the point of sales system, the system of account. He combines the technical elements and human resources within his disposal respecting the delicate nature of hospitality to make profit.

Daily OPERATIONAL roles
FOM holds daily meeting with other departmental heads to know if there is any problem the front office should be aware of, as to know how to handle it with the guest, as guest refers every problem to the front office. Takes care of guest complaint and a follow up to avoid re occurrence (Chakravarti,2006)

Assistance to the Room Division Manager in putting together information for report, formulating and implementing front office policies and measures, assignation of VIP rooms reporting out or order rooms 
Miscellaneous roles
 The FOM meets with the chef to know the daily special, preparation of preliminary payroll, forecasting of room sales periodically, budgetary targets, reception of budget targets of previous moths, prepares final draft budget for front office face to face meeting with various department in case of bill discrepancies. Communicating with other departments facilitating and receiving information that will lead to efficient guest service. Maps out strategies for selling rooms, product and services of the hotel. Reviewing night audit report, preparation and administration of customer’s surveys to ascertain guest satisfaction methods of advertising incentives.



Attend security meeting,the FOM attend meeting with security departments to discuss recent accidents how it could have been prevented. Safety measures for the staff and the guest the FOM passes such information to the front office staff (Rutherford and OFallon,2009)
The role of a night Auditor
Auditor is one who carries out examination of accounts books, records of vouchers of an organization or business systematically, to be sure and to give accurate account report on it. 
Based on this definition it could be argued that the roles of a night auditor are as follows
He /She provides support to every other position in the front office, such as manager on duty reporting all accidents and incidents, works as security officer, receptionist, Casher, porter, telephonist, Desk clerk. (Baker, Bradley and Huyton 2011)
The general daily performance report of the Hotel such as Revenues (Breakfast, Lunch, Dinner, Beverages, Banquet/Catering, audio visual, Giftshops, Game,). Market segments, occupancy and Revenue.
[bookmark: _GoBack]Total reports on financial transaction, payment with cash, credit cards debit cards, cash. Arrival and departure, no show reports, out of order rooms report customers credit limits reports, room rates, room tax bed tax. Verification and posting of charges to the guest account. He oversees the room rate, forecasting,  room rate posting ,PMS brief posting, food and beverage report, organizes his team for the night. Responds to the front office manager
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