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[bookmark: _Toc23768621]Executive Summary
[bookmark: _Toc23768622]This paper discusses various front office hotel operations by outlining and evaluating the duties and responsibilities assigned to the members of staff within the department. The members of staff discussed includes front office manager, finance and accounting manager, night auditor, concierge, and the front office agents. It also highlights the importance of having knowledge and skills by the front office staff where it contributes to the overall positive performance of the business. 
                                                         Introduction
Investors have set hotel businesses in numerous locations. However, for the business to perform well, it must have a commendable management team that ensures all the hotel activities are performed in line with the set standards of the specific business. Most hotels are divided into different departments which are defined in relation to the service offered by the distinct departments such as catering, kitchen, gym and spa, room services, and front office operations among others. in this regard, this report expounds the importance of front office hotel operations by analyzing the operational roles and duties assigned to various front office staff within the hotel business. 
[bookmark: _Toc23768623]Task Description
Front office hotel management operations are divided into various posts which includes front office managers, finance and accounting management, concierge, front desk agents, and night auditors among others (Krstić, Kahrović and Stanišić 2015). All the operation management tasks are important because they combine to create a unified system dedicated to ensuring the satisfaction of the clients as discussed below. 
[bookmark: _Toc23768624] Front Office Manager 
As the name suggests, the front office manager is expected to oversee the overall operations of the front office operations. Their duties include arranging the staff schedule (Krstić, Kahrović and Stanišić 2015). In this case, the staffs works in shifts which means that there is a specific schedule that the staff should follow to avoid inconveniencing the guests. Besides, the manager is also in charge of training and managing the front office staff. In this case, the manager should have the expertise necessary for the work, they also need  ensuring that the guests are provided with professional services which march the standard of the hotel premise. For instance, if the guests have any concern regarding the services offered, the front office manager is answerable. 
In addition, the front office manager acts as a liaison between the front office hotel department and the general hotel management (Rao and Sahu 2013). In this case, if there is any concern that needs the involvement of general management, the manager is expected to communicate for action. In some occasions, the front office manager deals with the guests. For instance, in some big hotels, there are times when guests such as government officials require special services. In such a case, the manager takes charge of dealing with the guest. It is for this reason that the manager should be equipped with the knowledge and skills to perform professional duties assigned (Rao and Sahu 2013). They also need to have leadership skills because there are other staffs that work under them and in this case, they are expected to be led and given directions to avoid inconveniencing the clients. Another skill that the manager should have is the ability to communicate because of the varied range of characters that might frequent the hotel premise. The communication aspect is also important because within the management hierarchy, the manager must communicate the views and responses of the department to the overall hotel management staff. The manager should also be able to deal with the pressures that arise from the guests. 
[bookmark: _Toc23768625]Finance and Accounting System Manager
The finance department is among the most sensitive departments within any business environment. In this case, the individual in charge of dealing with the system should have the skills necessary to perform the task (Wood 2013). The front office hotel department involves dealing with payments done by the guests. There should be an individual responsible of ensuring that all the payments are done in accordance to the rules of business, when the guests check in, they are required to pay where the individual receiving the payment issues the guest with a receipt. All the transactions done in terms of finance are recorded on the hotel finance database for future reference (Rao and Sahu 2013). In the case where there are items required to be procured, the finance and accounting manager with the help of the front office manager writes to the procurement department to inform them about the issue. 
The finance and accounting staff are also responsible of preparing reports that have analysis of the market and the dynamics that might cause the notable variations in case there are any (Rao and Sahu 2013). With the reports, the management of the hotel business can come up with ways to improve the profitability and expansion of the business (Wood 2013). They are monthly of routine evaluation of department, the finance and accounting staff monitor the cash flow and present the information to the back-office staff for further evaluation, the accounting manager is an important element of the business because of the duties and responsibilities they are assigned. 
[bookmark: _Toc23768626]Front Office Desk Agents  
Front office desk agents are the first people that the guests meet when they check into a hotel premise. They have a range of responsibilities which includes performing check-in and check-out job. In this case, since the guests are new to the hotel premise, (Bardi 2007). The agents are responsible of answering calls and explaining to the guests about what they expect when they check in. 
The clients use assorted means of payments such as the use of credit cards or online payments, the agents need to verify the data and ensure that they are okay. In addition, they liaise with the housekeeping staff to ensure that the rooms are tidy and fully furnished to meet the clients’ needs (Bardi 2007). The agents are available to respond in a timely and professional way for any customer complaints related to their service. In case they are not capable of responding to the complaints, they forward the issue to the front office manager for further action. 
[bookmark: _Toc23768627]Night Auditor
The night auditor is also important as one of their duties is dealing with overnight requests of the guests. After the day shift staff leave the workplace, the operations are handed over to the night auditor who ensures all the daytime operations are reconciled and night reservations are done. As the name suggests, they offer services to the guests arriving at night (Toh and Potapova 2013). They are also need to ensure that all the accounting operations run smoothly. This is based on the number of guests checking in might be less and have enough time to go through the daytime records and ensuring that they are done properly. Also, they schedule guests’ wake up time and sets the schedule for the next day. 
On the other hand, they process the invoices and posts checks to the respective stakeholders (Krstić, Kahrović and Stanišić 2015). This is done within the organization database where the auditor writes reports and emails them to the respective departments for evaluation. In this case, it is evident that the night auditor should be equipped with the necessary skills and knowledge to oversee the overall operations of the hotel department and communicate to the concerned parties. 
[bookmark: _Toc23768628]Concierge
[bookmark: _GoBack]Concierge’s job description includes making travel arrangements for the guests, picking and delivering items and running errands for the guest, performing temporary office duties, and delivering luggage among other tasks (Wood 2013). in case any requests are made by the guests. The importance of this staff is that they are required to have a vast knowledge about their area of operation since they are expected to be on ground most of the time. 
[bookmark: _Toc23768629]Conclusion
All in all, it is evident that the front office operations involve a range of activities that are assigned to different people for proper execution. The front office manager, finance and accounts manager, the agents, and the night auditors are all united to ensure that the front office operations run smoothly in accordance to the standards and policies set by the hotel enterprise. It is notable that the job descriptions are closely related and the staff should have a specific set of skills and knowledge for them to secure the job. 
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