Abstract
This paper talks about the importance of the operation of a front office as it connects to various departments of the hotel. The Front desk function in a hotel as the open confront of the lodging, essentially by welcoming hotel supporters and check - in visitors.
Front office is known to be one of the significant departments of hotels. This is due to the fact that it's the first desk to be approached by the guest. The department of the front office is the main department and the organization's most important region. A hotel's front desk requires a lot of different skills to ensure that a hotel has a pleasant experience for guests. Participants are unable to picture the real situation that will arise as participants are only playing a role and performing a task. The various operations and functions of a front office will be discussed here, specific skills needed and also industrial examples that can help understand each roles and operations better.



























INTRODUCTION	
According to Wikipedia, “A hotel is a short-term institution that offers paying accommodation. The facilities offered could vary from a modest-quality mattress in a small room to suites with bigger, higher-quality beds, a dresser, a refrigerator and other kitchen facilities, upholstered chairs, a flat-screen TV and en-suite bathrooms. Small, cheap hotels can only offer the most basic services and facilities for guests”. (Wikipedia)
Historically, the idea of hotels is about welcoming visitors, especially strangers from other lands, in a spirit of goodwill. hotel requires comfort, reverence and even protection. It creates cultural understanding and appreciation. Hostis is the Latin root hospes, which means "stranger" or "rival." Host, hospital, hostel and hotel are related words.
Hotels provide travelers with essential services (i.e., lodging and food), whether they are on the move for necessity, leisure or luxury purposes. In every holiday and business trip, hotel is a major factor and is therefore essential for individual customers or businesses. For example, many hotel companies serve locals as well as visitors, such as entertainment venues and restaurants. Throughout recent years, the restaurant industry has seen a massive boom; American Millennials are spending 44 percent of their food budgets dining out rather than cooking throughout. Well serving clients is the primary goal for hotel companies, which should focus on creating high-quality experiences and facilities and recruiting excellent workers who treat clients with comfort, compassion and competence. (World Travel & Tourism Council, March 2018)
The hotel industry is continuing to develop and improve the experience of the visitor.  The front office is a vital part of the operations of the hotel because it creates the first impression of the guest. The hotels have adopted new strategies in this era of competition to boost their performance level and at the same time attract the guest. To make him feel special, each guest is treated with utmost consideration. Hotels are characterized by following creative strategies to help attract more and more visitors as there is a lot of competition on the market. 
The customer of today needs fast service, the hotel offers a versatile and simple check-in process. This provides in-room check-in where visitors don't have to wait for their turn to come or do the check-in process at the counter. (Dennis F et al). 
The role of a hotel's front office is to serve as the hotel's public face, mainly by welcoming hotel patrons and guest check-in. It also offers assistance during their stay to visitors, completes their lodging, food and drink, accounts and collects payments from guests. Front office is the "nerve center" in all activities of the hotel. Within this unit, all the payment goes through. The Division of the Front Office comprises the Reception, Guest Service, Bell Services, Reservation, Operators, Executive Club, Fitness and Sports Center and Business Center. The Front Office Department's aim is to provide assistance to guests during their stay with luggage, transportation, hotel and city details, and any other service arrangements necessary. Front Office staff also give our guests the first and last experience of the hotel. It is therefore important that workers show all visitors a timely and courteous attitude and demonstrate quality in service. The first and last impression is often made here. Often you have the longest guest contact. Long-term service continuity, recognition of repeat guests, remember names, history of guests. (Essays, UK. November 2018). 

FRONT OFFICE
The web Wikipedia defines the front office “as a place where guests arrive and meet a staff at a business site for the first time. Front office staff will answer whatever issue the guest has and place them in touch with the company's relevant person. Broadly speaking, there are positions in the front office that influence the business ' revenues. In comparison to the term back office, the term front office refers to the operations, management, accounting, payroll and financial divisions of a company that are not directly communicating with customers.” (Front Office Wikipedia)
This is one of the many hotel business divisions that communicate directly with customers as they arrive at the hotel for the first time. This department's workers are very visible to the visitors.
The payments between the hotel and its guests are done by front office staff. The staff welcomes the visitors, addresses their applications, and puts into their heads the first experience of the hotel.
Front office departments have various inter-department that makes its operation easy.
they include: 
· Front Desk
· Uniformed services
· Concierges
· Front Office Accounting System

The front office has to liaise with other department for effective communication and perform their functions perfectly. The 
· Food and Beverages
· Maintenance
· Accounts
· Security
· Housekeeping
· Sales and Marketing
· Human Resources

Basic Responsibilities of Front Office Department
Following are the most basic responsibilities a front office can handle.
· Creating guest database
· Handling guest accounts
· Coordinating guest service
· Trying to sell a service
· Ensuring guest satisfaction
· Handling in-house communication

CHALLENGES FACED
The front office staff might lack motivation sometimes as they do the same work repeatedly on a daily basis and usually their pay is the lowest compared to other staff. This is a very important fact to remember as this could impact the company's productivity and performance as this member of staff will mostly deal directly with customers. This employee member may have high levels of stress as they may have to deal with bad-tempered customers and many complaints, making it difficult to maintain good services.
Overbooking would be one of the major challenges facing the hotel industry's front office staff. Such poor communication and organizational capacities may lead to the bad reputation of the business and unsatisfactory customer service. Continuous learning for front office staff should be offered as this will enhance their customer service. Increases in wages can also provide greater motivation.

The telephone system can be modified to allow the company to monitor the calls the front office misses. It will help them get home as quickly as possible to the customers. (WiseGeek, 2014)

FRONT OFFICE OPERATIONS 
In a hotel, the division of the front office plays a vital role and it is the face of a hotel and hospitality. It's the first and the last department to communicate with a visitor. It is the responsibility of the Front Office Department to establish first-hand experiences of the level of services and facilities offered. It is the responsibility of the front desk to answer inquiries and direct queries to correct personnel/department.
Communication skills and personal appearance are very important and influencing factors. A person should be confident, warm, polite, patient and sincere to deal with the queries of guests at the Front Office.
The front office operations can be categorized into two main part:

FRONT HOUSE OPERATION
These activities are noticeable to hotel guests. Guests are able to interact and see these operations, hence the operations called Front-House. Few of these activities involve;


· communicating with visitors in order to handle an accommodation request.
· Check availability of accommodation and allocate it to the guest.
· Collecting details during registration of guests.
· Using the FO accounting system to create a guest account.
· Give house keys to the host.
· Payment of the guest at check-out time.

Back-House Operations 
Front Office staff conduct these operations in the absence of the guests or when there is no need for participation of the guest. Such operations include tasks such as;  
· By testing the server to determine the type of guest (fresh / repeat).
· Ensure the guest's expectations to give the product a personal touch.
· Maintain the financial record of the guest




FRONT OFFICE MANAGER
A front office manager is the senior in an office environment and is responsible for maintaining a professional working atmosphere, supervising workers, and administrative support. They carry on a number of roles, often at the company owner's discretion. Such activities may range from handling accounting functions to allocating work assignments to authorizing office supplies purchases. A front office manager's job details largely depend on the needs of the client. (Study Articles, 2015)

The following are functions of a front office manager;
Manage the front desk service like Cashier. In addition, ensure compliance with policies and procedures with the highest level of quality and customer satisfaction. Track room availability status, space blockage and special requests on a daily basis by working closely with Reservations Manager and liaising on all FIT activities and groups. To optimize room revenue and show the principle of yield management, track open and close on day status. Ensure that the Front Desk meets budget and cost efficiency. Other than that, working on day-to-day operations with Housekeeping and Engineering on the status of guest rooms. Handle feedback from visitors and test compliments. To track all events, update the daily Front Desk Logbook. Review all the blocking of the VIP space. To ensure the best guest experience is given, track and train all Front Desk staff. Familiarize with the policies and procedures of the Front Office and with special rates and services. Participate morning briefing, or organize afternoon hand-over briefing daily and disseminate information to Reception team as soon as possible. Greet visitors at the lobby as time permits and support Receptionist during busy times. Chair monthly Meeting reception to review performance and discuss existing enhancement issues. Approve the Chief Receptionist's work roster and audit if necessary. Please carry out the research with ecological and energy considerations. Reduce the use of items where feasible and practicable, RE-USE wherever necessary, and recycle those things that can be. Carry out all duties other than the above as required by the policies of the hotel and/or its direct supervisor.

NIGHT AUDITOR
According to Wikipedia, “The night auditor handles both the front desk agent's duties and some of the accounting department's duties. This is dictated by the fact that most fiscal days start at or around midnight, and the workers ' normal working day in the accounting department does not extend to cover that time of day. Night auditors ' work shifts usually start at 11 p.m. About 7 a.m. But with 10 p.m. shifts, it could vary depending on the hotel. Around 6 a.m. Or between midnight and 8 a.m. being popular”. (Night Auditor, Wikipedia).
The Night auditor perform the following responsibilities:
Audit hotel documents to ensure the day balanced Guest Accounts room fees and taxes. Then they have to test all the posts and balances of the account. Verifies that all the hotel's information is right and balanced. Preliminary reports are running. Processes with no reveals and the end of the day. Stocks routine materials at the front desk. In addition, during the introduction of TRC service standards, record arriving guests. Settle guest accounts with the ability to make good discount business decisions. Must be able to make reservations. Greet visitors and, if necessary, provide door service and bell / valet service. Ability to use multi-line telephones. Provide information about local attractions for visitors. Resolves or refers to management in a continuous effort to provide superior guest service all guest concerns, complaints or suggestions. Remains current with respect to room rates, availability of rooms and emergency procedures. Keeps up to date on community and estate activities. Guest Service Attendants ' direct workflow on the needs of guest luggage and amenities. In particular, this means that management is mindful of specific requests or needs of guests. Ensures that guests profiles are duly recorded for intervention by the correct hotel department prior to check-in in the Micros Property Management System. Maintain expectations of presentation as set out in departmental and TRC policies.


INDUSTRIAL EXAMPLES OF FRONT OFFICE OPERATIONS
The following are some industrial examples attached to the front desk operations.
1. Front office desk allotting rooms to the guest: As soon as the guest leaves the room will be taken over by the housekeeping staff, it will be cleaned and supplies will be furnished and handed over again to the front desk for distribution to the guest. In the case of housekeeping, a ready space must be given in time for the front office so the guest does not have to wait long.
2. Discrepancy Analysis: Every day housekeeping prepares the report of the housekeeper, this report is made up of the room status of all the wise floor rooms. This is given to the receptionist. Upon cross-checking whether the receptionist notices any disparity in the room status between the data upon hand and the housekeeping status, discrepancy reporting is ready. This study makes it impossible for visitors to search the hotel.
3. VIP services: Front office learns the status of the expected guest from the booking report. Special treatment is given based on the guest's rank such as VIP, CIP, it can be in the form of a special decoration in the room or simply placing a flower basket. The front office department must notify the housekeeping of this details, block other rooms and discuss amenities to be installed. According to the amenities, the flower arrangements in the listed rooms are recorded




CONCLUSION
Standardized goods, empowered and skilled employees and quality management are the most important elements in guest satisfaction contributing to repeat customers. An overall research view shows that most visitors were pleased with the Front Office department's overall services. The division of the front office itself tends to be one region that is a crucial promoter of customer satisfaction.
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