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Introduction 
The importance of Front office operation in a hotel and will be examined in the first part of the report and in the second part will be presented the role of Front Office Manager and Night auditor.
Nowadays a hotel can provide services like accommodation, food and beverage, spa, casino, meeting rooms. Hotel operation are human resources, housekeeping, security, public relations, food service, sales and finances. 
Front office 
Front office is the part of a hotel that deals directly with customers. (Cambridge Dictionary)
Front office department is the most important in a hotel being the most visible department, including reception, being the first and the last place that the guest has contact with.
First contact of the guest and the first impression occur in the front office that way is essential to greet the guests, smile and initiate conversation. 
The reception is usually placed in the front area and here is kept the evidence of the rooms, reservation, complains. 
The front desk is continuous open and the place that guest can: search for information, make a complains, check-in, check-out. The reception in the busy times should be very fast and make the check-in and check-out correctly as well, being a challenge in consideration that the guest should receive special treatment.
Traditional front office functions include reservations, registration, room and rate assignment, guest services, room status, maintenance and settlement of guest accounts, and creation of guest history records. The front office develops and maintains a comprehensive database of guest information, coordinates guest services, and ensures guest satisfaction. Employees in diverse areas of the front office perform these functions. (Managing front office operations) 
The Front office accomplish the following tasks: guest registration, guest service, guest history and records, guest database, update room status, reservation, postage and parcels, finance and foreign exchange, inquiry and answer to the telephone.
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                                          Guest cycle

The guest cycle illustrates the steps that happen in the moment of the first introduction of the guest with the hotel until he check-out and is divided in four segments:
Pre-arrival is the phase where the reservation, pre-registration, prepayment take place and checking expected arrival, preparing room key.
Arrival consist in identification of guest status, registration, room assignment, rate assignment, establishing the payment method, handing over the key, accommodation.
Occupancy deal with updating of room status, room or rate change, pay office activities, maintenance and auditing of accounts.

Departure is the final element of the guest cycle and deal with closing of accounts, collection of room key, updating of room status.

Front office communicates with marketing and sales department to offer information about guest history that are very important for marketing campaigns, develop promotions and advertising. Solicitations for meetings, banquets, seminars are carried out by front office as well, and communicate further to banquet manager that takes the reservation.
Front office communicates with housekeeping about available, clean or ready rooms, occupied, stay over, dirty or on-charge rooms and triple O. Front office should receive every hour a report by housekeeping about the availability of rooms.
Food and beverage department communicate with front office about the charges to a guest account and front office transmit predicted house counts, that is a valuation about guests number awaited to register.
Banquet department will ask for scheduled events and pay-outs.  Front office can make a board that will inform the guests and employees details on a group event. Also, the guests that do not know the hotel will come on the front office for informations.
Controller require from front office a financial report effected by night audit posted in property management system.
Maintenance department communicate with front office regarding room status.
Front office transmits to human resource management department application form for the intended job applicants.

Front Office Manager  

The Front Office Manager (FOM) should has an approach that combine the guest requirements and his job obligations.
FOM is responsible for recruit and training, retraining and cross-training of all crew and train them aa well in technical aspects of PMS. He is supervising and assess the work of front office staff and is doing the shift schedules.
As well connect the front office with other departments.
At the front office manager disposition should be the essential elements such as employees, equipment, inventory (rooms to be sold), a budget and sales opportunities. James A. Bardi(2011)       
His primordial role is to communicate with his staff because in front office department without transmission of the message the the work cannot be carried out. Teamwork is vital to touch the objective and profit goal.
 Also is crucial to communicate with other departments like housekeeping, food and beverage, human resource and engineering. 
Front office manager has meetings with night auditor to check the reports of the previous night and correct any differences.
To record the guest expectation list, he or she meet with reservation clerk. 
Meet the desk clerk and deliver the brief of night auditor and reservation office and attend the check-out.
Has meetings with housekeeping and engineer plant to detect any problems that can show in the day.
Examine ideas of increasing revenue with the director of marketing.
Analise with banquet manager the upcoming groups for charges.
Verify the menu with the chef.
Check the next fiscal budget as well, with general manager. 
Carry out forecasting sheet for the next week and plan schedule and expected payroll.
Front office manager has meetings with corporate business client.
Operate the group reservation with the reservation clerk.
At the end of the shift meet with the next shift and pass on operational information like reservation, room assignment, room inventory.



             

Night audit
The process that evaluate all financial activities occurred in a day in a hotel is called night audit.
This process is executed at the end of the day a can be done manually or with help of PMS. 

Night auditor
Accomplish a report of incomes that occur in the precedent day.
Produce pre post financial report audit and evaluate the revenue posting.
To check the accuracy makes a housekeeping audit examining the occupancy of the hotel.
Collect and administer food and beverage report and operate audit on service journals.
Operate corrections and rectify the computer issues that appear in the course of night shifts.
Assign room tax charging.

Night auditor’s purpose is to evaluate the hotel’s revenue not only evaluating guest accounts but also chase the credit limits of the guests. All the charges of the guests are verified and if there are wrong posting or missed posts, he or she rectified them.
Taking into account that the hotel is open 24 hours 7 days the best time for audit process is when the hotel is most quiet and most of the outlets are closed.
Posting of room charges and taxes 
Doing manually this process is slow and difficult and the possibility of mistake is significant because a person needs to check the customer name and room an inspect all folios and enter all details about the room rate and taxes. In PMS the computer automatically updates room rates and taxes and the folios are electronic.

Night auditor responsibilities  
Retrieve the last shift duties.
Make after eleven o’clock pm check-in or check-out.
Register the guests.
Assign housing for the new guests.
Check the guest’s folios.
Verify room status reports.
Give the key to the new guests.
Fill in the reports generated in PMS and make backup.
Prepare the expected guests list for the following day.
Close financial activity and initiate another one for the next day.
Receive and record bank deposit.
Departmental totals
All the revenue accumulated in a day by all departments in a hotel are put together in a report to the front office. This numbers are compared and listed to the budget goal. Profitability of a hotel is established from this reports.


Bank deposit
To satisfy security concerns bank deposit are effectuated numerous times in a day. Cash and credit constitute bank deposit.
Cashier’s report
The cashier performs cash and credit transactions that are submitted in a cashier report which are uploaded in PMS.
Manager’s report
The manager’s report is a listing of occupancy statistics from the previous day, such as occupancy percentage, yield percentage, average daily rate, RevPAR, and number of guests. James A. Bardi(2011)

Reference:
James A. Bardi ,2011, Hotel front office management, The Pennsylvania State University
Front office operations DHM
Managing front office operations, course material
www.tutorialspoint.com
www.hotelschool.co.za
www.setupmyhotel.com
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