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Importance of front office operations in hotel
The front office in the hotel is the first contact between the administration and the guests, because communication starts here. A Front office department is termed as soul of a hotel. All the Guest services revolve around this department. It is responsible for establishing and maintaining impressions to attract and retain customers for long term. Its operations are aimed at excellent customer service delivery. This office is responsible for effectively managing customer’s preferences by providing them desired accommodations, guidance on travel and tourism, facilities of direct bookings, e-dining services, navigation of shopping points and availability of transportation and restaurants. The functions of this office also includes consolidation of data, automation of payments, adjustment of room lighting, controlling power shut off and shut on and rapid processing of check-in and check-out services. 
With the gradual increase in customer expectations, front office teams have to keep themselves updated of latest developments. Also, the every increasing competition has compelled them to offer unique and workable guest services. The continuous advancement in technology has brought with it uncounted challenges. Recently, the hotels have started giving relevant trainings to front office teams to be responsive to all the customer satisfactions. These changes have compelled the hotel industry towards restructuring & revamping to integrate all the solutions that suitably meet the demands of consumers, 
The real significance of front office services is reflected from the extra focus and consistent efforts of hotels for the development of their front office operations. Following are the industrial examples related importance of front office operations.
Focus of Claridge's on its front office operation
This hotel introduced an electrical system with lights to upgrade its front office operations to the early 20th century. Room racks were connected with electrical signaling devices. The system was intended to fill the gap of communication between front office team. The system was linked to the bulbs on the doors of rooms. 
At the end of the 1980’s, front office operations were enhanced by then newly introduced computerized systems which were based on a combination of lights used to indicate the status of exact room next to rack slip of each room.. The status of the room rack would remotely be changed by turning their keys in a socket which was located in the guest rooms. This was the responsibility of housekeeping staff.
The computer systems had then replaced most of the said racks and some are still found to as memory of the past.
Further, this hotel has always adapted the changes through technological advancements and upgraded its front office operations such as online booking, online human resource management, CCTV cameras for monitoring front office operations and others.

Focus of The Gainsborough Bath Spa on its front office operation
This has been maintaining a rapid system of check-in and check-out for saving the customers’ time. Now on-desk feature of this hotel has removed the traditional system of manual recordings in registers rather and guests get reservations in just one click. This system helps the front desk team to manage bookings online. Even the customers can book the rooms while they are at home. Similarly, the checking out has become and time saving. This step bas raised the number of its customers.
Separate Profiles for Employees 
This system has been proved as a motivational tool for employees. Now the performance of each employee is measured online in which the reservations taken by them is recorded. The employees are appraised in this basis and promoted accordingly.
Hotel industry is highly competitive and it is necessary for a hotel to deliver quality service to its guests. In this way, the hotels will be able to establish and maintain long-term relationships with their guests. This will result in better communication between the guests and hotel front office staff. In the light of above discussion, it is observed that hotel industry is totally dependent of front office operations. This interdependence and its maximum efficiency as we will now see, is not only important but necessary for the overall aim of customer satisfaction and maximization of profits. 

[bookmark: _GoBack]Part 2
THE IMPORTANCE OF FRONT OFFICE OPERATIONS
There are altogether different responsibilities for the front office staffs. The tasks of verifying guest reservations, registering guests, assigning rooms, distributing keys, communicating with the housekeeping staff, answering telephones, providing information about and directions to local attractions, accepting cash and giving change. The front office staff should the various stages of the guest cycle and so that maximum customer satisfaction can be achieved and hotel revenue is increased. The front office staff interacts with all departments of the hotel, including marketing and sales, housekeeping, food and beverage, banquet, controller, maintenance, security, and human resources. On the other hand, efficient delivery of quality service by the front office are sure to contribute to the maximization of customer satisfaction and therefore, profits in a lodging property.
Budgetary guidelines must be developed by the front office manager and the general manager. The budgeting of money for payroll and supplies as well as other functions of the front office lies with the front office manager especially in five star hotel where operational size is usually large.

Operational role of 5 star hotel front office staff
1. Front office manager
A 5 star hotel Front Office Manager is responsible for efficient and effective functioning of front office operations. Also, he supervises, manages and controls various administrative activities. He trains the staff of front office operations. He acts as a coordinator of his department. All his staff reports to him ask him for any kind of issue related to them or guests. He is responsible for providing friendly and professional attitude to guests. He is expected to be present in case of any query or complaint. All the responsibility goes on his shoulders in times of emergencies. He also works as an accountant and manages cash balances of hotel 
Every front office manager plays key role in the success of a 5 star hotel. The role of front office manager is in 5 star hotels is as follows.
Bringing back the unhappy customers
Front officer manager is responsible for pleasing the unhappy guests. A successful manager always tries his level best and use all the techniques to please the clients.
For example, Prasad B Abhyankar has been declared as Front Office Manager of the Year of Hotelier India Awards 2018. He maintained a Guest Satisfaction rating of 95% since 2016 at Fern Goregaon. Also, he converted 5% of unhappy guests into repeat customers for the hotel.
Motivation and guidance of staff
It is the duty of front officer manager to motivate his staff. The success of staff in real sense succeeds the manager. The management of staff is a technique and art and manager gets reward and appreciation for this.
For example, Berit, a Front Desk supervisor at the InterContinental Vienna who won the Austrian AICR Award for ‘Receptionist of the Year’ makes the guidance, support and motivation of her front office manager responsible for her success. Views of Berit on award distribution ceremony are as follows.
Training of staff 
The front office manager trains his staff. He gives training on the technical aspects of property management system. PMS is a  hotel computer system which is used in reservation and registration of databases. 
Ensuring best services to guests
He always ensures best services to guests. He always remains busy in searching one or the other way to please the customers. He prefers guests’ satisfaction over anything else. The best front office manager is always remained in the minds of guests.
2. Night auditor
A night auditor is plays an important role in serving guests of 5 star hotel. He works at night and obey all the orders of guest. His job is very tough but a dutiful night auditor always love to work in tough situations. He ensures check in of guests who arrives at night, manages guest requests and confirm reservations. The night auditor also play role in the reconciliation of accounts, preparation of invoices and pay checks. Also, he verifies performance of all the EOD of other departments. He gives wake up calls to guests for reservation of the next day. Moreover, he answers all the phone calls at night. He collects the data from customers and staff and record it.
In 5 star hotels, due to the work load night auditors need to be very relaxed, focused and calm. The attitude and behavior of night auditor plays effective role and help him in maintaining long-term relationships with customers.

Conclusion
Front office is a major segment of the hotel which directly or indirectly coordinate the activities of other departments. 
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