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Introduction : In this report the study will analysis how hotel operations work’s and the management works, therefore study will expand the job  of front office manager and night auditor


[bookmark: _GoBack]1a) Discuss with Industrial examples in your report, the importance of Front office operation in hotel?
The front office department plays a significant role in a hotel. This is because they create the overall profile of the hotel. It is the place where a visitor first comes, and last place from where they leave. It is their main source of communication and interaction. It is the duty of the Front office department to ensure that the highest and best service is given to each guest. 
Some responsibilities of the front desk involved answering any enquiries, directing queries to the guests as well as ensuring reservations are made, revenue management, security, communications and related guest services. This is because personal appearance and communication skills are vital in order to ensure guest satisfaction, a person should be entirely confident, patient and polite and most importantly sincere to deal with the needs of the customer. 
The front office would be the first place which one would see when entering a 5 star hotel or even a normal hotel. Now, if the hotel management work on registers for taking specific room details and visitor details, it would be a time wasting process. The front office helps to manage not only offline but also helps to manage online bookings. At the front office, you can assign the room bookings in minutes without wasting time in registers. Everything will be on the computer screen and in your hands.
The front desk is also a place where people give their complaints, and inform staff of any issues they have encountered at the hotel. If there is no front office in a hotel then it would become very difficult for people to get their complaints solved. From the front desk you can also book your special accommodation, or request a special smoking/non-smoking room for yourself. You can also select special treatment requests from whatever they offer at the hotel.
As well as this, you can also make personal accounts of the employees so that you can keep an eye on all the activities going on into the hotel from only the front desk. You can mark the attendance of the employees, and can check who received the payments from clients, and can check who booked the particular reservation for someone. In short you will become the controlling factor by sitting on the front desk.
The front desk plays a vital role in checking room availability. At the front desk system you can also mark the check-ins and check-outs of customers in the hotel rooms, you can also check which room is available for accommodation and which room needs servicing and which room is perfect for which customer. If the customer is allotted in a room on the 10th floor and he want to reallocate the room on the 1st or 2nd floor, he would need the front office to help him do that, as all the control is in the hands of the front office workers, so if anyone wants to change the room has to take permission from the front office
The front office in a hotel is very important otherwise the work would not be manageable and it will be very difficult to please everyone in the hotel. Everyone would be angry if the management do not perform their duties. The main purpose of the front desk is to manage the work and to assign tasks to employees according to the work. If there is no front office in a hotel then everything will be spread-out and the hotel will not function well. Balance Careers. (2019), Better Team, (2019).

It is the duty of the front office to manage the customers need:
For Example
The Food
Rooms Quality
Bathrooms Quality
Anything else which customer demands
If a hotel does not have the front office then it will be very difficult for the management to change the order details of customers that would like to amend bookings/reservations. Now In the modern era, every hotel has its front office and the workers in the front office are super quick and very cooperative.
If anyone goes to a hotel and wants some information about the hotel rooms or about how to organise an event in the hotel then where should he go? He will go to the front office; he will find no other place to get information about the rules and regulations of the hotel. 
To conclude, the role of management of the front office of a hotel is a very difficult job but a hardworking and skilled team can make it easy to handle all the activities. You can leave a great impression on your customers by working with a good staff.
Some industrial examples of the Front Office Operation are below:
In Hospitals, there is a front office which controls everything
In Schools, there is a front office which controls everything
In Medical Stores, there is a front office which controls everything
In Machine industry, there is a front office which controls everything
In Food industry, there is a front office which controls everything
In a university department, there is a front office which controls everything
In a Restaurant, there is a front office which controls everything
In a Residential Hotel, there is a front office which controls everything
We can conclude by suggesting that every industry has a front office to control the behind process of the industry, it is the essential and most important part of every place. Balance Careers (2019).


1b) Also, with examples analyse the operational role of the following 5 star hotel front office staff:     (1) Front office Manager (2) Night Auditor
A night auditor is like a 2 in 1 person who is both customer service representative and accounting clerk. The night auditor duty involves welcoming customers who come in late at night; take the customers to their rooms and to perform the customer’s reservation process. A night auditor can do some cleaning of the hotel and has to give response to the customer’s request. A night auditor has to make communication with the workers of the hotel so that he can complete the remaining tasks of the day. The accounting duty of a night auditor is to take the payments from the customers, preparing customer bills and balancing the cash. You can expect that the job of a night auditor is to roam around the hotel, keeping an eye on the workers and just lift/drag things and stand at the front office to immediately respond to customer needs.
In terms of personal qualifications, a night auditor should have excellent communication skills, excellent management skills, must keep a lookout around the hotel, excellent customer service skills and should have the ability to multi task.
The responsibilities of the night auditor are given below:
1. The main work responsibility of a night auditor is to manage the hotel and ensure a successful running of the hotel during the night. As well as this, they are responsible for managing transactions from the front office.
1. The night auditors are responsible for every transaction that happens in the hotel because all the accounts are in their control.
1. The night auditor also manages the promotional games or programs happening at the hotel.
1. The night auditors manage all the money transfers, their responsibility is to monitor it and to have a proof of all the transfers.
1. The night auditors can also complete the check-in and check-out activities of the customers in the absence of the front desk officers.
1. The night auditor manages the night work of the hotel and the end of the day work of the hotel with the management software.   
1. The venues are totally managed by the night auditor and all the financial things are managed by the night auditor.
1. It is the responsibility of the night auditor to keep a record of the occupant rooms in the hotel; he can also seek help from the front office workers team. Tutorials Point, (2019), Hotel Management, (2019)

The front office manager
The Front office managers mostly interact with customers; they welcome new customers as they enter the hotel and serve them with their hospitality. They answer queries of the customers and gain the trust of the customer at the hotel, so that the customer will come again and this benefits the hotel. It is also the responsibility of the front office manager to receive and process the payments from the customers and provide receipts to them as needed. In some cases front office managers may also deal with trouble causing customers or angry or serious guests and engage appropriate security personnel to address customer security concerns. Depending on the situation, a front office manager might interact with all guests or only with those considered sensitive or important.
As well as this, the front office manager ensures whether or not the hotel is running efficiently and whether it is running in profit or loss. If in loss then, he has to take the important measures to bring the hotel to the profit level. It is his responsibility to manage the expenditures of the hotel and to maximize the profit so that the hotel will work smoothly and efficiently. It is also his duty to review the expenditures of the hotel daily so that he can take the important pre-security measures. Front office managers must have knowledge of excel spreadsheets and word files so that they can also work in place of the other employees when they are not available. Employees in this position can use company proprietary systems to maintain business operations.
Depending on the hotel, the front office managers are responsible for supervising the hotel staff members. Supervising duties can include the assigning tasks or training staff on how to communicate with the customers or how to collaborate and how to work like a team. Front office Managers can also set the meetings with the staff members to ensure that everyone is working efficiently and even collaborate with heads of other departments to ensure completion of distributed tasks. In some cases, employees in this position develop and deliver training to keep employees abreast of changing business practices.
CONCLUSION
To conclude these jobs are very rewarding and provide a world of opportunity. Such valuable skills are earned and are easily transferable wherever you work. It equips you with skills that will last a lifetime.
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