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[bookmark: _Toc22686336]Introduction: 
The job of front office in hotels starts from enquiry about a room and ends at the guest check out and includes clearing doubts and resolving issues. The front office of any hotel is the place that requires efficiency and welcoming gesture towards their guest. Front office operations in any hotel is the first step towards developing brand image and customer base for a hotel. This assignment is going to discuss about the importance of having front office operations in a hotel taking into consideration Accor, the French hotel group and Ritz-Carlton to give a concise understanding about front office operations.
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Discuss with industrial examples in your report (inclusive literature) the importance of Front office operation in Hotel? 
According to Andrews (2013), the role of a front office starts when a guest steps in the hotel as it is the duty of the front office operations to directly interact to the arrived guests and help them with rooms and facilities. This is one of the few departments of hotel industry that are visible to the arrived guests. It is the role of the front office staff to not only receive and help the guests but also take care of reservations, transactions, night audits, verifying the guest details, maintaining the hotel’s protocol, conveying the rules and regulations of the hotel to the guests, assigning the rooms, keeping track of check-ins and check-outs, taking care of cancellation and refund. The front office operations are the main characters who are in charge of building an image about the hotel in the guest’s minds. The front office operations work in sub-divisions, which involves the front desk, the uniformed services that are to be provided to the guests, the concierges, a proper accounting system and a private branch or network system that helps in establishing continuous connection with other departments of the hotel. The front office of a hotel keeps a track and records every data base of the guests as well as handles their accounts. They coordinate with the guests and convince them about the facilities of the hotel with the aim of selling services to the guests. Satisfying the guests and establishing proper communication with the guests and other departments is also something that the front office operations do (Frye, 2012). 
The importance of front office is very necessary component for having a successful hotel brand. Accor, the French hotel group is one of the names that has curved its name as one of the popular hotel chain across the globe and this has mostly been possible due to the satisfied guest list by the front office and other operations of the hotel, being attentive towards guest’s requirement. Another name that has safely and effectively made its place in the hotel industry by setting a good image among the guests through proper front office operations is Ritz-Carlton. This particular hotel chain has always welcomed and satisfied the guests with commendable front office operations. According to Ma et al., (2017), Every hotel industry always focuses on customer satisfaction as their primary goal to reach to a place where they can be competitive and favourite of the guests. Furthermore, when a hotel starts their services, the first thing that any guest sees is their front office operations. It is evident that when a person sees that the front office of Accor is better and welcoming compared to others, they will eventually choose Accor over others and they will inform their relative and friends to do the same. This is why it becomes important for every hotel to have a functional front office operation who have the potential to get more guests by their effectiveness. Another important factor behind having a functional front office operation is because of the continuous interaction that the front office staffs require to go through during the guest visit, which starts from their arrival to their stay and finally check out. 
The front office operations of every hotel works in two roles, one is the front house and the other one is the back house. In a hotel, the front house handles things like guest interaction, availability of accommodation, guest check-in and check-out lists, registrations and payments, the back house operations identify the database of the arrived guests, assure the guests about fulfilling their preferences, having a track of the accounts, preparing bills, collection of money and lastly submitting reports to the seniors (Bieap.gov.in, 2019). Every hotel requires to have a proper internal communication and the first step towards that is fulfilled by the front office operations as they are in charge of communicating among them and other departments and staffs within the hotel. Not only the internal communication, the front office operations also takes care of the external communication with the supposed guests and service providers. Mainly, communication is mostly conducted by the front office. A front office of a hotel works like reservation staff, the reception staff, guest handling and external services like electricity and water. Therefore, it can be said that the front office operations of any hotel is the image builder for the hotel and hotelier, it is hence important to appoint trained, welcoming and professional staffs for guest handling and reception (Rao and Sahu 2013). 
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Also, with examples analyse the operational role of the following 5 Star hotel Front office staff: 
(1) Front Office Manager 
Operational Role of Front Office Manager in 5-star Hotel: 
A front office of any 5-star hotel can be considered as the central nerve centre of that hotel. It is considered as the face of the hotel because this department interacts first when the guest arrives in the hotel. The guest communicates directly with the front office about all the details they require during the stay in their hotel. The front desk receives all the requests from the guest and by fulfilling those they made an impactful first impression about the hotel. the front office desk staff handles guest interaction, availability of accommodation, guest check-in and check-out lists, registrations and payments, the back house operations identify the database of the arrived guests, assure the guests about fulfilling their preferences, having a track of the accounts, preparing bills, collection of money and lastly submitting reports to the seniors The main role of any front office manager is to check the place where the guest arrives and maintain good coordination with the other departments to ensure a comfortable stay in their hotel. Few notable responsibilities of a Front office manager as follows: 
· Arranging staff scheduling.
· Ensuring good staff management at the front desk so that guests experience a friendly and professional service. 
· Dealing with any issue from the guest and resolving it within a short period. 
The front office manager reports directly to the Room division manager and general manager. All the manager from the other departments reports directly to the front office manager. 
Example of Role of a Front Office manager: A front manager must have total control over all the departments. The main responsibility or challenge of a front desk manager is to manage the Pre-arrival, Arrival and the Departure of the guest. In a 5-star hotel as all the works are distributed among many departments the manager must have good coordination with all departments so that he can make the stay of their guest as comfortable as they can maintain and professional as well as friendly behaviour with the guest. (Ma et al., 2017)
(2) Night Auditor
Operational Role of a Night Auditor: Night Audit is one of the most important financial work any 5-star hotel runs during the night hours. In this process, the night auditor checks all the bills and the financial activities of the hotel on that day. The night Auditor uses the Property Management System (PMS) by using which the audit for the whole day becomes easy and efficient with less chance of any error. The Night Auditor check all the tax charges and accommodation charges audit along with all payments and financial activities of various department. After the whole audit process, the night auditor prepares and night audit reports. 
Few Notable Role of a Night Auditor are as follows: 
· The Night Auditor takes the last shift of the hotel.
· They take responsibility for all guest activities after 10 P.M.
· They add all the night guest accommodation to the night audit report. 
· Maintain proper security during the night at the hotel premises.
· They prepare the list of all the probable guests arriving for the next day.
· Closing the financial activities of the day and also starting the financial activities of the next day. 
Operational Role of a Night Auditor: A night auditor is the person who has to take care about all the guests checking in the night at particularly at night the guest will be more tired and the night auditor must be sensitive and must have a good coordination with all the departments so that they can provide fast and comfortable service to the guest. At the same point, he must be good with figures and must have an exceptional knowledge about the hotel audits. (Ferguson and Smith, 2014)
[bookmark: _Toc22686339]Conclusion 
In order to conclude the above, it can be said that it is necessary for every hotelier to employ a proper and functional front office operations so that they can build up a good image about the hotel in front of the guests. The role of a front office manager is very important in this image building because they are responsible behind the attitude as well as the behaviour of front office of the hotel. The front office managers take care of the rosters and allocates shifts to the front desk and organizes proper night audit, resolves guest issues. 
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