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Introduction
The hotel industry is one of the most developed nowadays, the trips being extremely popular among the people because they have always available means of transport (cars, airplanes, ships, buses, etc.) and thus traveling long distances is possible in - as short a time as possible. Given that there is demand and supply on the hotel market, it is extremely important for hotels to attract new customers, but also to make existing ones loyal. This is possible by delivering quality services to customers, but especially by the attitude of the staff towards them.
Discuss with industrial examples in your report (inclusive literature) the importance of Front office operation in Hotel
Front Office is the first location when the guests arrive in contact with the hotel employee. In this circuit, the guest is the most important; a guest is the person who buys a room, food and beverages or other services from the hotel. The Front Office includes : The Front Office Manager, The Assistant Front Office Manager, the Front Office Representative, the Night Auditor, the Cahier, the Reservationist, the Telephone Operator and the Concierge.(Role Of Front Office In The Hotel Industry Tourism Essay, 2018).
 Front Office is extremely important because the first contact of the client with the members of the hotel takes place at the Front Desk, as well as the last contact and as it is known, the first and the last impression are the defining ones for the general impression that the guests make. (Quora, n.d.)
The role of front office personal often involves managing other departments also. Connecting housekeeping department, accounts department and on line reservation departments connect with front office to work in rhythm with the policies of the hotel. However the process of giving warm welcome at reception is of primary importance. As first impression is the best impression, the client should be satisfied by the very beginning. Several personal traits like patience and helpfulness should be part of the personalities of the people working at front office. (Quora, n.d.)
Front office staff handles the transactions between the hotel and its guests. The staff receives the guests, handles their requests, and strikes the first impression about the hotel into their minds. In order to deliver quality services, Front Office employees need to be well-trained, sociable and able to resolve any unforeseen problems in a timely manner. This is why it is necessary for employees to think once from the employee's perspective and then from the client's perspective. (Tutorialspoint, n.d)
In order to understand how important front office is in the hotel industry, it is necessary to consider the route the client is making during a stay at a hotel. The first step is pre-arrival , choosing a hotel based on the previous experiences, advertisements, recommendations, the hotel’s location, the attitude of the front office staff. 
At this point you can already see quite clearly how 80 percent of the factors determining the choice of the hotel are related to the attitude of the front office employees because previous recommendations and experiences are closely related to the staff's ability to make customers feel good. (Tutorialspoint, n.d.)
The second step is the arrival and it begins with registration at the Front Office Agent . Its role is to receive the guests in a respectful and warm manner.The next step is occupancy which is the center of front office activity, where the front desk is responsible for coordinating guest services. A major objective throughout the guest cycle is to encourage guests to repeat the visit. Departure is the final element of guest service . During the check out , the Front Office determines whether the guests were satisfied  with the stay and encourages them to return. It is extremely important for Front Office employees to properly evaluate customer reviews in order to improve their weaknesses and increase their strengths. (Role Of Front Office In The Hotel Industry Tourism Essay, 2018)
If the staff fails to deliver high quality services, then even if all other conditions imposed by the customer have been met, there is an increased risk that the guest will choose another hotel for a future stay. Customers generally place great emphasis on the relationship between them and the staff, and a bad relationship can change the entire opinion about the hotel. Of course, there are also unexpected problems and it is possible that the services offered may not meet the client's expectations, but it is important that both the staff and management learn from their mistakes. (Role Of Front Office In The Hotel Industry Tourism Essay, 2018)


Also, with examples analyse the operational role of the following 5 Star hotel Front office staff: (1) Front Office Manager (2) Night Auditor
The Front Office manager is the one who coordinates the activities of all those who work in Front Office. His duties are : to supervise the department, to prepare daily reports, as well as monthly reports, to prepare the schedule for employees, to handle complains, to assist in trainings, to prepare the daily payroll report. For example, as a Front Office Manager at Mariott Hotels in UK, the main responsibilities are : “manage front office and associates in front desk and switchboard on daily basis, work with managers and associates to successfully execute all front office operations, strive to continue to improve guest and associate satisfaction.” But there are other requirements imposed by the hotel, such as : “sustained and proven leadership experience in a similar lifestyle high volume environment, demonstrable skills in strategic vision and execution, a strong knowledge of lifestyle and luxury hotel standards with evidence of successful implementation of high level service and product standards” . In general, most hotels are careful in recruiting for the position of Front Office Manager because this is the one that usually ensures the smooth running of the entire Front Office team. ( Indeed, 2019)
[bookmark: _GoBack]
A description of the position of Night Auditor could be as follows : Night Auditor responsibilities include checking in guests, handling their requests and taking reservations. The Night Auditor also reconciles all accounts, processes invoices and prepares paychecks. Ultimately, the Night Auditor will provide excellent customer service to guests and keep the front desk and accounting operations running smoothly. Main responsibilities : check in guests, answer phones and take reservations, respond to guest complaints, requests and emergencies,  process invoices, post checks to vendors and distribute employee checks, reconcile accounts, balance the cash drawer and log receipts,  Investigate and resolve out-of-balance accounts, keep accurate financial records and ledgers, help prepare for forecasts and audits. (Workable, n.d.)
In order to hire a person as a Night Auditor, a 5-star hotels have the following requirements : proven experience as a Night Auditor or in a similar role, preferably in the hospitality industry, experience with accounting and facilities management software, excellent math skills,  An eye for detail, good problem-solving skills, strong customer service skills, the ability to multitask, strong written and verbal communication skills, availability to work overnight. (Workable, n.d.)
For a more specific example, the qualifications needed at Fairmont Hotels & Resorts are as follows : “previous front office or accounting experience required, computer literate in Microsoft Window applications and relevant computer applications required, university/College degree in a related discipline an asset, excellent communication and organizational skills, strong interpersonal and problem solving abilities, highly responsible & reliable, ability to work cohesively as part of a team, ability to focus attention on guest needs, remaining calm and courteous at all times.” (Monster, n.d.)
As you can see, both positions are extremely important and require a lot of qualities . These two positions are probably among the most important, but the importance of other staff members should not be diminished because only teamwork can lead to success.

Conclusions 
Finally, the saying "our client is our master" is also valid in the hotel industry. Guests are the most important, and their needs must be immediately met by hotel employees. For this reason, it is very important for employees to help each other in order to deliver appropriate services to their clients. It seems that besides the conditions offered by the hotel, the most important aspect is the attitude of the staff. That is why the Front Office is so important, because this is the first place that customers visit and creates their first impression, but also the last place visited and it is important to form an overall opinion on the services offered by the hotel.
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