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Part 1
Hotel businesses are focused on customers. Sow the satisfaction of the customer is highly important. Hotel management begins in the front office department with reservation, followed by guest check-in procedures, accommodation and ends with check out. Communication with the customers is a long process that starts before the customers enter the premises and continues even after the customers check out. Because of this, customer satisfaction and increasing productivity lie within the communication abilities of the front office staff. In short, in the front office, communication is vital for the productivity of the facility. This is why the front office department is highly important in hotels. 

Introduction
 The front office which is defined as the brain of the hotel management is the place where the customer is greeted, hosted and sent off. In accommodation facilities, front office is the first connection between the hotel and the customer (Demirtaş, 2010).
Importance of Front Office Operation In Hotels
The importance of the front office in efficient management of the hotel cannot be overemphasized. First, the front office has traditionally been thought of as a check-in, check-out point by the guest. Front offices in hotel managements are the first contact between the establishment and the guests. The first communication starts in the front office. Front office staffs are considered a supporting factor in determining customer satisfaction when deciding to return, to recommend the hotel, Secondly, the front office is seen as a source of infinite information. When initial guest requests are improperly handled, guest satisfaction starts off on the wrong foot. Studies have shown that over forty percent of guest dissatisfaction arises from the inability of the employees to execute service recovery adequately (Chen & Ro, 2011). These guests express their displeasure at the front office and may give information about their expectations and how the hotel may improve.
Finally, the front office is a problem-solving center (Rochester Institute of Technology). Different customers have different expectations, based on their knowledge of a product or service Reisig & Chandek (2001). As a consequence of dealing with people and their problems, front office may face up with unpleasant situations. Because of this, front office personnel need to have sufficient communication skills (Ünlüönen at al. 2007).
Part 2

Operational Role of The Front Office Manager

The front office manager, being the most senior in the department ensures that all activities in the section are well coordinated, and properly executed, he or she thus diligently supervises guest Service Agents, Night Auditors, and bell staff and other staffs in the section to ensure total guest satisfaction. (Journal of international management and social researches, Uruslararasi Yonetim ve Solyal Arastirmala Dergisi.)

Furthermore, the front office manager provide guidance and direction to all associates to ensure they are adhering to all hotel policies, standards, procedures and regulations. Thus bringing about efficient and professional operation of all front desk team members. In addition, as an interconnecting department, i.e. linking the guests with other department such as the reservation, booking department, the front office manager must ensure smooth and efficient operations. The ability to perform all front office functions both quickly and efficiently along with functioning as a technical department resource is pertinent to the overall satisfaction that guests can enjoy. 
Part of the operational role of the front office manager is to design roaster for employees in his section and to Conducts day-to-day shift meetings. Initiates monthly department meetings with agenda and minutes. Attends weekly staff meetings and sales strategy meetings when needed. (Journal of international management and social researches, Uruslararasi Yonetim ve Solyal Arastirmala Dergisi.)

Furthermore, the front office manager ensures that all team members are trained on technical and service aspects of their position. During peak hours when there is high traffic, the front office manager assist the front desk team and to ensure smooth guest service. Along with the hotel manager, the front office manager establishes control systems for controllable costs and labor in order to effectively meet budget guidelines.
Operational Roles Of The Night Auditor
The Night Auditor will be responsible for conducting a nightly audit, balancing and consolidating departmental ledger accounts, preparation of various resort operating reports and taking over duties of the Guest Services Representative.

Night Auditors are required to work a late evening and usually through the night shift on the front desk. They will make room reservations, provide information and services to guests and receive payment for services as well as specific night duties including the entering of accounting information and Lodge security.

In addition to their regular work duties, the Night Auditor must provide consistently high levels of customer service, ensuring that all resort patrons enjoy their stay, and act as a spokesperson for the resort at all times.
The night auditor ensures the teams that are rostered on the night shift all report to shift on time and fulfil their duties. The night auditor is required to do spot checks on security to ensure that all instructions are carried out according to company policies and procedures for security of the guests and the hotel.
The night auditor makes sure all early guest wake-up calls are confirmed and understand what is required for these wake-up calls. The night auditor assists with late check-ins as well as early departures and check outs.
Conclusion

Hotel managements that growing day by day in today have a more complicated structure in time. Within this evolving complex structure, various departments have come to the fore in order to provide efficient service of the hotels. Every department in the hotel business is important within its responsibilities. The front office department is very important because it has a long communication process starting from the reservation stage with the customers and continuing with the entrance and accommodation stage and ending with the checkout and post-checkout. For this reason, understanding the operational roles of key members of the front office staff is very important.
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