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Introduction 

In a hotel the front office is the head of the business. This assignment is about front office operations and night auditor in a 5 start hotel. However the both functions above will be explained with industrial examples, the duty of each one of them and definition.
Also this report will show the importance of front office operations and night auditor.
 
Front office operations and hotel administration definition

The front office or receptions is the first point where the guest stop and have direct contact with the hotel staff, because is the only point from the hotel who deliver the information direct to the customer, from the room number to the “ good bye, see you next time” when the guest leave. Also the front office planning, organise and supervise all the sectors from the hotel, they analyse and measurement deep every detail.

R: Bardi, J. (2010) Hotel Front Office Management, Wiley, London


Importance of front office operations

Is summer time, the hotels are full everywhere the same like in Swansea, in The Music Fable Hotel- 5 star hotel. They make the booking online and when they get there all the rooms it was full booked, so the hotel did not managed the bookings very well and got over bookings already paid.  Obviously, the family start making complains, but the staff was passing the fault from one to each other, in front of the customer, one because makes the booking online ones because they had the reports from night auditor and housekeeping who do not coincide. So in the end the family get just half of the money from the booking and 20% off for Marriott Hotel which is just 0.6 miles away, so 3 minute drive.

The function of front office is to make sure everything is going well on reservation office, reception, mail information and telephone. The manager need to supervise the department, prepare the duty payroll, VIP rooms, assignment, assist in the training of front office employers, handle the guest complains, make decisions, over booking, organise staff duty rotas and check the reports.
The importance of front office operations is huge, everything what is happen in the hotel come through front office operations, is the home of problem and a sensitive area.
Operational role of following 5star hotel, Front Office Staff

A. FRONT OFFICE
Operations role in a 5star hotel are about planning, organising, supervising process, make necessary improvements for higher profitability, also they make the operations about rooms per example everyone from staff can use the ‘’ house room’’ 3 times per year, free, however the front office staff make operations about rooms availability, booking online or on the phone, rooms out of order from different motives (change carpet, paint wall, fix the radiator), using different formulas like ‘’ rule-of-thumb approach’’ or ‘’RevPAR” and classify them by abbreviation: 
            E.D. (early departures), 
            V (vacant),
           O (occupant), 
           C.O. (cooperative guest), 
           G.S. (group separator).


B. NIGHT AUDITOR
The role of the night auditor is to get all the reports from all the departments from the hotel: financial, housekeeping, kitchen and beverage, sales, HR, security, logistic and make a report where is say everything what was happening in the hotel last night, the communication is the key to make operations in hotel because all the departments need to communicate and share the information’s.
Operation hospitality is made it by manager because he need to deal effectively with customers, bosses and staff workers while keeping the hotel running smoothly, per example when is Christmas time and everyone is busy, all the rooms are full booked, when an unsatisfied guest come to make a complaint and on the front office is busy, the staff need to know how to play and treat the guest to do not be very visible by another customers.









Discussion and arguments
 
Communications skills and technical knowledge are the key of the manager front office and night auditor, so the primary stage is to innovating the structure and the ways to communicate exactly and in time all the information's resulting an improvement of the room rating, profit, information sealing, services and adjustments.

However, all the staff should have a good and strong training and knowledge about the product what they sale and from the first eye contact to the last “Thank you!” to know how to deal with the problems and customers unsatisfied, offering good services and high standards of education and knowledge,” reading” the guest and offering what they need, without waiting for them to ask or suggest you.
If the hotel, the night auditor transfer, all the information's and make clear and exactly reports then the whole departments work efficiently in good time and the front office deliver good services to the customers bringing more customers, good publicity, room rate and improvement.

Also, the ability to provide good services for guests is very important because in a hotel next to the ocean in a touristic city come people from all over the world, not just local ones and delivering good services to someone from Japan where there is he “heart” of the business and investitures, can bring the occasion to expend or sell francize of the hotel to open new ones in England or why not, in Europe. So, treat the guest with best services because never know who that person is and what can bring to the business, “your guest your boss” how is saying in Romania. 

The Music Fable Hotel is in a touristic city, in a continuous expansion with amazing views who bring people from all the countries, who work in all the areas and know to appreciate the good services delivered by staff, so is a good hotel who can bring investitures and expend making an empire and growing up the tourism and economy of Swansea. 







Conclusion


This chapter addressed hotel reservation systems. As the popularity of computerized res- ervation systems has increased, chains and referral properties have adopted them to meet the needs of the traveling public. The consumer’s increasing reliance on the Internet and social media to make room reservations has affected the profitability of hotels. 
Reservations ensure that corporate, group, and leisure travelers have accommodations at their destination and provide the hotel with a steady flow of business. Determining the sources of these reservations assists the front office manager in developing procedures to satisfy the needs of guests. The traveler can use various means to make reservations, such as toll-free telephone numbers, fax numbers, the Internet, and social media. The concept of customer relationship management links hospitality and technology. The management of social media applications helps develop this concept. 
The rooms forecast is used to communicate occupancy status to other departments in the hotel. Overbooking, used to balance no-shows and understays, can be carefully structured using the occupancy management formula. Computerized reservation systems also help front office managers manage guest information databases, dates of arrival, lengths of stay, and so forth. Confirmed and guaranteed reservations assure the guest of accommodations on arrival, with various degrees of assurance based on time of arrival and willingness to prepay. These levels of assurance also affect the financial success of the hotel. All elements discussed in this chapter combine to provide means of access for the guest and a technique for marketing rooms for the hotel. The front office manager is responsible for providing this service to the guest. 
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