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INTRODUCTION
In this essay I will identify and explain the importance of front office operations. This includes checking in guests, providing information and orientation support. Customer service is crucial for this role, and the aim is to make guests feel safe and comfortable both on the premises and within the city. This will be explored in more detail, followed by some examples in this essay.

1. 
The first encounter that a guest has is with the front office. The front office staff should be well groomed and well spoken otherwise the first impression on the client will not be so good. The front office is the area which has a reception, sales and marketing team, concierge. This is also known as the front desk. This is the place where the guests check in and check out. Front office is the front face of the hotel. Hotel Hilton is a full-service resorts and hotel. There are 586 resorts and hotels all over the world. It is a large scale hotel and is considered to be a 5 star hotel chain.

The front office of Hilton makes sure that the guest has no problem with checking in of the hotel and will guide the customers to there respective room. The guest is given a brief about what all is available in the hotel and where it is located. If the guest is new to the city and has to idea about the places they need to visit or according to there personal preference then the concierge which is the part of the front office helps the customers to find a map for themselves from the front office.


Hotel Hilton provides the customer's with a car and the destinations they need to visit according to the amount of days they have come for. They only visit the important places to go. The concierge must also have knowledge about the history of the city and also the locations they are advising the customers. Hilton being the best in its field makes sure that the customers inquiries are taken seriously and all there questions are answered so that they do not have problem in the city and they are comfortable not just in the hotel but even in the city they have just come into (Nakahara, Honda Motor Co Ltd, 2016). 


The guest is lost somewhere in the hotel then they must make sure that they find there way out and get to the room. The interaction with the guest is a must.  The General Manager of Hilton always ask the customers if they are having a good stay and a comfortable one. The General Manager tries to take out the honest feedback out of the guest so that they can improve over the weaknesses (Gisler, 2015). For example- one of the staff's behaviour is not being liked by the client, then they can complain or tell the general manager directly about the staff member. The General Manager can take steps to make the customer happy and satisfied. 


The guests are always welcomed with a smile by the staff and greets them well with lots of love from the hotel chain for choosing them. The front office has to take care of everything even, for example- in case, house keeping team can not reach the situation first then the front office must know how to deal with the situation. Another example would be if the kitchen is working slow and the guest can not wait any longer then the guest will start calling the front office so then the front office must solve all there problems. 


Front office of Hilton always looks into the situation on spot without any delay in it. The front office is always busy since the major work is of the front office. They never get long breaks. The guest can check in and check out at any time and front office must be prepared for that. Be it midnight or early mornings the office is always running in Hilton Hotels. Hilton being a very famous branch and a five star hotel so they have to be all the most careful of its services and quality. The front office is the front face of the hotel line and the customers find a direct connection with the front office than that makes the customers comfortable in the hotel and a new city they have arrived in. 


Front office of Hilton is operating 24*7 and a guest can walk up to the front desk even at midnight with any inquiry. The guest can complain about anything and everything regarding the hotel and the front office staff needs to solve it there and then. For example- A client coming for a check out at midnight the front office of Hilton is always ready to do that. The front office of Hilton Hotels are so efficient that not only they make the check in and check out easy for the client but also makes the procedure faster and comfortable for them. 


A client is given a map for the hotel and the city for guidance. For example- the client wants to know the history of the city and wants a tour then the hotel provides with everything to the client to make it easier for the client. They are even told about the best eating places outside the hotel, in the city so that if they do not want to come back to the hotel then they can go to those places instead. Hilton wants the clients to have a peaceful trip and not having a worry about anything else. The front office makes sure that they achieve in that goal or aim to not just attract more customers but also keep the same customers for coming again and again to the same chain and become a loyal customer of the industry (Williams, 2017). 

2. Also, with examples analyse the operational role of the following 5 star hotel front office staff: (1) front office manager (2) Front Office Desk Agents (3) Night Auditor.

The effective operational staff for hotel Hilton is most important for the smooth working of the hotel all the internal factors and working of the hotel is done by the operational staff of the hotel. The operational staff is important for developing strategies they are responsible for customer needs. The different department of operational role is given below (Faisal, 2018).
1. Front office manager 

Front office manager manages all the staff make sure that customers are satisfied with their services. Communicate with all the staffs about the work, keep hotel clean and in order For Example A front office manager of hotel Hilton is strict towards the working of the staff maintains all the services properly prepare a regular schedule for the front office staff for the proper working of the hotel maintains the proper supply in a hotel and take care of all the guests in the hotel must be satisfied and if any problem arises to the guests solve it immediately. The manager of Hilton hotel is to serious about the cleanliness and hygiene of the hotel (Jefferies and et.al., 2016).

2. Front office desk agents 


The guest enters in the hotel Hilton the first person how interacts with the guests is the front office desk. Help guests to assign them their rooms provide them all other facilities of hotel. Communicates with the staff about their guests status and information about their room is ready or not (Gholami, Aminifar and Shahidehpour, M., 2016). Maintain the front office cleanliness because the first impression is the last impression all the cash payments are handled by the front office staff whenever a problem arises to guest or require anything they can call on front office. The staff in front office deals in preparing bills, typing and printing task. The front office staff communicate with the housekeeping. For example A front office desk agent of hotel Hilton welcome their guest with the proper presence make them feel comfortable provide them natural environment in the hotel premises.

Night Auditor
The night auditor is a person who works over hotel in night shifts as like his name. He is the person who plays all the front office duties in the night if any guest comes hotel then he will be the person who handle guests provide them room if any problem arises to the guests then they call on the front office for the requirements (Sousa and Amorim, 2018). For example the front office auditor of the Hilton hotel have to done all the activities in the hotel he is responsible for all the activities to be done in the hotel in night he is the auditor who handle all the accounting duties of hotel Hilton. The night auditor of hotel Hilton analyze all the activities done in the day time, preparing the tax chart, maintain all the financial activities of all the departments of hotel.
Conclusion

The front office is the soul of the hotel industry. They never have any break off and the hotel being a 5 star need to provide all the facilities to the customers. The front office has to make sure that all the customers are satisfied and are having a comfortable stay and a pleasant visit to the city. Front office is the guide to all the other departments. All the departments play a very important role, be it kitchen, housekeeping, finance, or any other department but front office is the bridge and the front face of the hotel of Hilton.
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