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[bookmark: _gjdgxs]Introduction
The Front office or Front desk is said to be the first and foremost interaction point that creates an image of the hotel and services provided in regards to hospitality. It serves various facilities to the guests such as bookings, checking-in, checking –out, assigning room keys, guest’s verification and many other tasks. The front desk is responsible for managing and maintaining the hotel reputation. It consists of many staff as front desk manager and receptionist and others. It also helps guests to solve any sudden issues, query regarding bookings, amenities, parking, and room services etc. The front office and its vital role have been described in the report by covering different segments with hotel and hospitality. 
[bookmark: _30j0zll]Discussion
[bookmark: _1fob9te]Discuss with industrial example in your report (inclusive literature) the importance of Front office operation in hotel?
The Front office and its importance can be seen with taking Hotel Hilton in consideration. Hotel Hilton is the renowned Hotel that promises in delivering the high quality hospitality services. The Hotel is in possession of 586 hotels across 85 countries having numbers of rooms. The front office management is also corresponding and serves the best hospitality to guests. According to Kibe and Ogutu the front office is a crucial segment in a hotel that manages the entire customer related activities and relevant tasks. The front office is having the capability to put and positive brand image to its services and amenities or vice-versa. 
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[bookmark: _3znysh7]Figure 1: Front Office
When the guests enter to the hotel the front office is the one with whom the conversation is established. The front office plays a crucial role in the Hospitality management with the satisfaction in the services facilitated to the customers. The amenities in the hotel are considered to be the secondary concerns while treating the customers or the engagement with the customers is considered as the priority concerns (Kibe et.al, 2019). Front office plays a vital role in managing the internal staff, communicating the several department of the hotel and distribution of relevant information to the hotel entities or related persons. The front office is maintained and managed by the front office managers and staff. The front desk staffs are assigned with some duties such as checking- in and checking –out, reservation of the customers, managing the customers’ record, assigning the keys, rooms allocation, query resolving, booking related issues handling and many more. 
The front office manages the phone calls from the customer side for any Hotel related issues, booking problem and any kind of special request (Ustrov et.al, 2019). All of these tasks are handled by the front office itself. The customers are served better services by relevant staff such as room services, laundry, food and any others if in case any issues are aroused then the first point of contact is considered to front office. The front office claims to be solving issues instantly with the help of their resources and capabilities. Some of the key importances are highlighted below:
· Settlement of the guests’ bills.
· Managing advance booking.
· Check-out bill settlement.
· It works as a nerve to operations.
· Handling the guests’ reception.
· Communication and accounting with customers.
The front office manages the reservations and records that make an operation easier with the hotel and customers. The customer might be having issues related to amenities and use of the services and all (Kibe et.al, 2019). The customers interact with the staff so the staffs need to be having effective personality and catchy behaviour because that directly reflects the Hotel reputation and goodwill. The front office deals with the others departments also such as distributing the occupancy report to the room service staff and housekeeping department, so they can manage their duties accordingly. The housekeeping can maintain the rooms after checking out of the customer and make ready for another reservation. The internal conflicts between departments and staff are also managed by the front desk. It keeps the communication with several departments such as securities, parking, maintenance department, food services, pool, and many more (Kibe et.al, 2019). The front desk also works as the bridge between the Director and the hotel operations.  
The front desk staffs manage the reports and conveys to the director. The analyses or the determination is done by the director but the pre management with the records are done by the front desk staff. The front desk staff also responsible for getting suggestion and feedbacks from client and revert them back accordingly (Kennedy, 2019). When the customers are communicated in this way they quite remember the hospitality of the Hotel and that increases the customer and hotel boundation.
[bookmark: _2et92p0]Also, with examples analyse the operational role of the following 5 start hotel Front office staff:
[bookmark: _tyjcwt]1. Front office manager 2. Night auditor 
Hotel Hilton comprises of many rooms and staff accordingly with delivering the high quality hospitality services on different destination around the globe. So, the hotel is functioning because of its operations in the departments to manage the hotel process and duties with internal or external points (Kennedy, 2019). Front office staff consists of manager and night auditor staff.
1. Front office manager 
2. Night auditor 
Front office manager: Front office manager is the concerned person with all the responsibilities in his control. It comprises many responsibilities such as providing training and retains all front office personnel. 
· Train the staff according to the requirement.
· Supervision of work load during shifts.
· Maintain the master-key control.
· It ensures the proper room availability with the appropriate info conveyed. 
· It solves the guest’s problems effectively and courteously.
· Reviews and complete credit limit reports.
· It works within the allocated budget for the front office.
· It checks the cashier in and out and verifies the banks and deposits according to each shift.
· It operates all of the aspects such as computer system, software maintenance, report generation and analysis. 
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[bookmark: _3dy6vkm]Figure 2: Front office manager
Apart from it the front office manager takes care of the special guest and their request accordingly. The manager is responsible for keeping the balance between operations and external segments of hotel such as the complete analysed report with the monthly occupancy, resources report and many more (Astuti, 2018). The reports are generated with the help of proper collected data and verification with the customers i.e. done by front desk manager itself.  It verifies that all the customers and the entries are done properly in real time. The guests and their booking with the special request are also ensured by the front desk manager.
 The conflicts with the internal front desk staff or any other miscommunication are amended by the front desk manager. The front desk manger also creates a proper plan for the staff availability in shift timing so the staff management could be functional for hectic or busy scheduled occupancy in the hotel (Jang S et.al, 2018). Front office manger also takes the feedbacks and suggestions from the customers while checking out with the smart revert back on the behalf of Hotel and reputation. 
Night auditor: The night auditor is the responsible one for maintaining the front desk procedures, reservations, check-in and credit card transactions. This individual is responsible for setting up guest in the room while facilitating the high quality customer services. The night auditor is also responsible for reconciling the Hotel daily financial activities. The night auditors’ duty starts when all the staffs leave for the day (Cline, 2016). The night auditor sometimes works as a representative in night. It keeps the duty process until the morning staff arrives. It checks the variations with the process and front office duties. 
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[bookmark: _1t3h5sf]Figure 3: Night Auditor
Some of the key duties are described below:
· Housekeeping and maintenance during night in case any issues arises. 
· Managing the front desk jobs and responsibilities. 
· Changes of shift and the communications accordingly. 
· Financial audits and accounting.
· Customer service task
· Creating and marinating daily or monthly reports accordingly. 
· The daily report generation at the end of day.
· It also manages the room discrepancies and status. 
· Creation of operational and managerial reports.
· It reviews the daily transactions of customers recorded against revenue center transactions. 
· Night auditor also performs check-in or check out during the shift.
· It plays a role of cashier for banquet functions.
· Sometimes the leader of the night audit team will serve as the manger in the absence of senior management. 
Hence we can say that the night auditor is the part of front desk but both are having dependencies to each other (Cline, 2016). One performs the task and duties that is further supportive in other task. 
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After summing up the above report it can be said that a Hotel and hospitality are standing on the basis of appropriate operation team that is supported by the front office staff and its segments such as staff, front desk manager, night auditor and many more. The proper and effective front office management leads to more customer attachment in terms of services and treating guests. The front office is the critical point where all the sensitive things are cemented such as their communication with guests, soling queries, guiding them about environment and many more.
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