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Part 1 (A)
Importance of Front Office Operation in Hotel
Hotel Front office, as ‘the most “visible” department in a hotel’ may represent the image of a hotel to a large extent in guests' minds. Superficially, the front desk is situated at a patent location at the hotel lobby. On closer examination, the word ‘visible’ also comes from the phenomenon that guests communicate with front office staff throughout the entire guest cycle very often, pre-arrival, arrival, occupancy, and departure. According to Kasavana & Brooks (2005), this front-of-the-house department has more interactions and contacts with guests than do staff in most another department. From pre-arrival, reservation is done; arrival, registration is made and moment of truth is created; occupancy, inquiry is answered and assistance is offered; departure, the check-out procedure is done. With the most frequent interactions with guests, the profession and impression of the front office are likely to be projected to the hotel, ranging from the attitude, politeness, accuracy, efficiency to competence. Indeed, it does not represent the thorough impression of the hotel, but with its wide exposure to guests, it naturally gives a large proportion of the image to guests. As a result, most hotels do attach much importance in front office operations which affects their revenue a lot. 
The organized Front office should be well-organized in terms of daily operation procedures and structure of the department. The former can be reflected by standard operating procedures (SOP), the business routines, developed. Staff is responsible for amending or establishing the SOP after mistakes so that their colleagues can avoid similar incidents occurring. Colleagues should comply with the procedure as well. Additionally, the organization is shown when records for future reference are created, for instance, guest history, logbook, and group resume file. Guests profile, unusual events, complaints and requests can, therefore, be reviewed and analyzed before improvement is made. The guest profile can reflect the targeted market the hotel should focus on, and hence certain marketing strategies can be created to the targeting group. Regarding the macroscopic perspective, the front office is well-structured. This department, under the room division, can be divided into several smaller sections, front desk, guest service center, reservations, executive floor, and business center. It proves that the division of labor is well put into practice. Efficiency and quality services are subsequently attained by the front office.
Tactful Analyzing from a microscopic perspective, each staff should be tactful. In the hospitality industry, front-line personnel is often required not to upset or offend customers no matter which stakeholder is faulty, except for extreme cases like committing a crime, as it is very likely to lower the revenue. In a hope to attract repeating guests and construct a welcoming image of a hotel, politeness, sincerity, attitude, skillful techniques are needed especially when responding complaints, dealing with late- check out, contacting skippers, denying blacklisted guests’ booking or other situations that may trigger guests' emotions. It is suggested that staff can first make an apology and show empathy for guests’ situation, then identify solutions. Sometimes compensation, for instance, wine and cheese, free upgrade of guestroom should be made. Sophisticated employees are capable to be flexible and adjust instantly according to the situation. Pan Pacific Hotels and Resorts (2016) maintains that it helps defuse a difficult situation instead of deteriorating it by facilitating discussions between parties and seeking common ground. With patience and consistency, a successful tactful employee can transform problems into opportunities by raising guests’ satisfaction and loyalty. 
Ever-changing. UK Essays (2013, para. 5) mentions that ‘The hospitality and tourism industry is an ever-changing industry with new technological advances and trends that comes in waves and then disperses.’ Front office, as an essential department, also need to keep updating its equipment and practice to catch up with the current trend. With technology advancement, hotel chains have developed a central reservation system and global distribution system to attract a wider source of potential customers. Another vivid example of state- of- the- art technology equipment is handy, which serves as a smartphone with multiple benefits, including unlimited local phone calls, unlimited international phone calls to designated countries which vary with different hotels, social media networking, information about hotel facilities, hotel direct dial services, etc. (Anantara Siam Bangkok Hotel, 2016). This user- friendly equipment is currently available in many renowned hotel chains, such as Hyatt, Shangri- La and Holiday Inn. On the other hand, staff should be able to respond to requests or inquiries from guests by handy. Robots are also purchased to substitute front desk officers in some hotels. ‘Robots at the front office will greet customers in four different languages, proceed check-inn and escort guests to their rooms’ (Dandapani et al., 2015). These examples illustrate that the front office is ever-changing with fast-growing technology. 
The front desk plays an important role in internal (with departments in the hotel) and external (with guests and other hotels) linkage. Concerning the general external linkage, like the aforementioned, the front office has great involvement in the guest cycle. Specifically, the service provided by the front office, such as upselling guestrooms, dealing with emergencies and receiving feedback from guests build a connection with guests tightly. The internal linkage, on the other hand, comes with handling guests’ requests concerning housekeeping, engineering, revenue centers, marketing and sales, security issues. Taking housekeeping as an example, ‘housekeeping and front office staff must keep each other informed of changes in room status, to ensure that guests are roomed efficiently and without complication’ (Kasavana & Brooks, 2005, p. 241). As for interdepartmental communications with engineering, personnel receives repair work orders via front office logbook or specialty software, be it poor heating or cooling, faulty plumbing, noisy equipment (Kasavana & Brooks, 2005). After repair work is accomplished, the room status is altered from ‘out of order’ to ‘vacant’ by front office staff, meanwhile, the housekeeping department is also informed. As a whole, the front office becomes a bridge linking different departments, guests and other hotels.
Part 1 (B)
Operational Role of the Front Office Manager
The main role of the front office manager is to manage the whole front office staff and make sure the guest first comes and contact a front office staff of the hotel and all things run efficiently and smoothly. The front office manager ensures that front office staff provide all facilities to guests and communicate professionally. He/she deal with staff and also sets the schedule of staff and arranges their duties. The front office manager should have the ability to communicate clearly. He/she also can perform multitask, manage guests, time and resources. The front office manager works efficiently under pressure. Front office manager motivates front office staff and also train them how to communicate professionally and provide best services to guests.
Example 
In five-star hotels front office manager perform the following operational roles:
The front office manager participates in the selection of hotel front office staff.
Evaluate the job performance of each front-office employee.
Maintain working relationships among all departments and communicate with all departments of the hotel.
He/she work within allocated a budget of the front office and also manage time for all task.
Monitor all things on a daily bases like availability of staff, rooms and analyze rate variance.
Night Auditor 
The night auditor is responsible for assisting the guest by providing overnight services. They are responsible for check guests arriving at night and take reservations. The main role of night auditor is to provide best services to guest and make sure front desk work smoothly. Night auditor should have excellent customer service skills. They should have good problem-solving skills and strong verbal communication skills. (Tabaret, Ayman; Villano, Matt November 2007). The night auditor of the hotel also has the ability of mathematical calculation that's why he/she checks all balance details and generates reports.  
Example
In five-star hotels night auditor perform the following operations:
Meet with guest upon arrival, welcome guest and provide all information about hotel services that they need.
Respond to guest concerns and complaints if needed.
Place reservation and answer phone calls and respond to guest inquires. 
Night auditor balances all accounts that left-over during the day shift. 
They responsible for check-in late-night guests, receive them and accept reservations.
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