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[bookmark: _Toc24081947]1	Introduction
The task is proposed to discuss the importance of the Front Office Operation in Hotel in which the details are discussed with the industrial examples. To cover all the things the report is proposed which are comprised of two sections. The first section discusses the Importance of Front Office operation in the hotels in which the brief definition and theories of hotel operations are discussed or defined with examples This section also includes the critical thinking and discussion on the front office operation. The other section includes the analysis of the operational role of 5 start hotel front office staff i.e. Night Auditor and Front Office Manager. Also, at the end, one more section is added which evaluates the task and lesson learned.

[bookmark: _Toc24081948]2	Importance of Front Office Operation in Hotel
Front Office Operation and department play vital roles in the field or industry of hotels, as it is the face for the establishment of hospitality or hotel. Also, it is the first/last dept to interact with the guests. The main responsibility of the Front Office Operation is to develop the first hand impressing about the service and facilities level and quality provide. The front desk would be responsible to answer the question or queries, directing the queries to correct the department or personnel. Skills of communication and personal appearance are very impact, critical and influence factors. A person should be warm, confident, polite and patient to deal with guest queries at the front office. The Front Office Operation would be head by the Front Office Manager who is responsible to coordinate the activity and task of the hotel along with supervising subordinates and hotel employee or staff, hiring and training, developing budget for Front Office Operation, employee and staff performance evaluation and make sure that all complaints of guests are addressed (Hassan, 2018). The Assistant Manager of Front Office Operation would be responsible to schedule the employees to shift, payroll, room deposits, monitor salaries, hotel funds or refunds, etc. The representatives of the front-desk are aware of the prices (tariff) and procedures or policies of the provided services and should be prompt with the answer to queries. He or she would be responsible for the booking s in the hotel, assignment of rooms to the guest along with maintaining their records. Night auditor would be responsible for bookkeeping, daily account management, updating, and data entry. The cashier would be responsible to collect the payments from the guests, generate and print out the bill and maintain the hotel balances.
Other dept and the front office can work towards the hotel common goals which are a quality delight and customer services. Maintaining the relations with the guest is a very important aspect of Front Office Operation. The section would be connected and all involved officials should work together to ensure the department smooth functioning along to delight the hotel guests. The industry is looking for the professional having good interpersonal and communication skills who build an effective and efficient rapport with the guests. The practical knowledge skills and course or certification in Front Office Operation by different institutes which provide remarkable facilities (Heyes, 2017).
With the growing expectations of the customer, Front Office team should form the dedicated source to integrate the information technology aspects within the industry of Tourism and Hospitality at the same time catering to the guest profiles because it may face the continuity challenge of business and survival and cut-throat competition. Front Office Operation should remain adaptive to develop the sustainability and revenue led as well as eco-friendly behavior and attitude which involve managing the preferences of customers by offering the travel and tour guide. The hotel should have CM capability for data consolidation, automate payments, automatically power shut off in the unoccupied space, adjust the lighting of the room and streamlining the process of check-in and check-out.  Using the software (enterprise-level) for Front Office Operation should connected with the agencies of travelling, budget, forecast or estimate and plan better to improve the communication and coordination with the partners of the business, airlines of customer and hotel part to re-arrange the services which are custom made and by developing the synergies to operate with high efficiency while considering the e-booking rise (Sani, 2016). Eventually the professionals of front office desk would assist to establish the scalability, security, relevance, simplicity and offer sustainability by staying update along with developing the trust while protecting and securing the confidential and personal information by celebrating the process, automating the transactions, quickly attending requirements of guests and focusing on their experience maximum satisfaction through adopting different tailor-made application which helps client or customer to locate and navigate to spa, gym, café, review rate for room, retails shops when developing an impression which everlasting on client to become the hotel business future and generate these maximum customers are attracted (Kim, 2008).
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[bookmark: _Toc24081950]3.1	Roles and responsibilities of the Front Office Manager
The first and foremost duty of Front Office Manager is to handle the first office, where customers first come in contact with staff and hotel, and this area must run smoothly is ensured by Front Office Manager. It also lies in the duties of the front manager to train and manage the staff of Front Office. Front Manager also ensures that the front desk is providing professional and easy-going services and dealing in a friendly way to guests. He also deals with the guests, and also arrange the schedules for staff meetings. Front Manager also acts as a liaison between the general manager and staff.  The area that makes the first and last impressions either good or bad is the Front Office. So, it's the first and foremost duty of the Front Office to provide such an amazing experience to its clients so that their return is ensured (Hassan, 2018). Reporting the Room Division Manager, the Resident Manager/ general manager comes in the duties of Front Manager. So, to provide the following professional and demanding responsibilities, Front Manager must have a good qualification, also some industry experience and also must have experience in the same field. He must be a person with firm leadership skills. For Example, if you are a front Office Manager you must be able to create a good impression of your hotel to your customers, also must be able to manage staff, guests any time. You must keep the whole staff on track and checking and measuring their performances time-by-time.
[bookmark: _Toc24081951]3.2	Roles and responsibilities of Night Auditor
First and foremost, the Night Auditor must provide excellent services to the guests, keeps the front desk active and also keeps the accounting operations running smoothly even in the night. He balances the leftover account if any exist from the day time, also assists the customers and guests for their overnight demands and requests. A night auditor also manages the late-night requests of guests, late-night check-in, accepts reservations. He also welcomes the guests that comes late night also getting them checked in their allotted rooms, handles the reservation process in the best way, late-night checking light cleaning, and also coordinates with the other staff/members of the hotel to handle that tasks that are left from the day (Heyes, 2017). He acts in both ways like a service representor and also accounting clerk. In his accounting clerk duties, he performs the following functions of accounting reconciling accounts, submitting payments, prepares bills and balances the front desk's cash drawer. Night auditor can stand at the front desk, also can be found walking around the rooms and also listing items too sometimes. For example, if you are a night auditor you will help in customer's reservation and will be performing a task of check-ins of the customer, and also you are supposed to prepare the bills while check-out of the customers. If you are a Night Manager you must be a flexible person with good customer services, must have organizational and communicational skills and must have a knowledge of math and also are able to do over-night hours (Sani, 2016).
[bookmark: _Toc24081952]4	Conclusion
From this task, we have learned that how Front Office Operation in Hotel play a vital role to accomplish success in the industry of hotel business as it provides the core process and concept to manage the hotel business. We have learned the different strategies of Front Office Operation in Hotel to manage for customer management how their needs and requirement are meet by considering different aspects because if they are not satisfied then the hotel business was unable to accomplish success and all of the investment in the business would be wasted. 
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