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In this assignment I will be discussing the importance of Front Office Operation in hotel industries including examples of advantages and disadvantages along with theories and definitions of hotel operations. The main purpose of Front Office in a hotel is to allow the employees to engage with their customers and guests, to answer any question and share information related to the company and what they offer but also to collect information or payments from the customer to arrange their stay at the hotel. 
The Front Office or reception is one of the most important operational service in a hotel. This is the place where the staff and the customer exchange an amount of information that helps with the accommodation itself and also makes the process of getting the guests the room that fits the best. This has a lot of advantages for both, the company and the customer, for example, without a reception a hotel would not be organised and would create confusion and a bad reputation due to lack of support and information towards the guests. The front desk deals with reservations, marketing and sales but also housekeeping and concierge. The employee that holds the position of front office operator or front office manager needs to be trained for certain tasks and have skills that meet the requirements for this job. For example, if a member of staff is dealing with the front office, they need to be trained or know how to perform tasks such as using the fax machine, answer the telephone, sorting out emails and reservations, printing and letter writing, good communication skills and computing skills. Personal appearance, confidence and patience are a few of the main factors that can influence the outcome in a conversation with a client or guest.
The front office is the “face” and the resources of the company which are used to make sales and interact with clients and customers. This is a very complex operation that’s why usually front office is supported by the “back office”, an office where all the data from the reception is used more in depth to improve quality of the service according to their clients and customers but also used for administration and logistics. The front office operation is not only a source of information for the customers but also for the company itself to help improve and upgrade the quality of their service and accommodation process. The front office staff might lack motivation or enthusiasm mostly because their job is repeatedly on a daily basis and often their pay is the lowest compared to other staff this is why this job requires a highly motivated person with confidence and communication skills that can deal with under pressure situations, meet deadlines and be as organised as possible because their job is critical to the characteristics of the company. Reception is the first and last place of meeting customers and this has an impact on the rating of the hotel before or after the guests check in or out the building. 

The operational role of a 5-star hotel front office staff member is made of multiple tasks that not only can jeopardise the company’s reputation but also can affect the official star rating of the whole service provided by the company if they do not meet the specific requirements of the job and try their best to keep the customers happy. The hotel star rating has been brought in United Kingdom back in 1912, a classification that defines the quality of the service along with the staff itself this having a high impact on the front office operator role. Having such a high rating, a 5-star hotel usually has higher expectations from their staff requiring more skills for the job compared to a lower rated hotel due to high risk of losing their reputation by choosing the wrong people for this important role. They mainly pay more attention to personal appearance, communication skills and first hand impressions that the staff from their front office provide towards their guests and clients which creates a higher status reputation among the company’s 5-star rating.
The front office manager of a 5-star rated hotel is responsible of coordinating, planning and supervising his department but also in charge of hiring, training and budget related to the reception department. It should ensure that his team is providing a professional and friendly service for customers, but also dealing with customers, including handling complains or positive/negative feedback when they come to the desk. For example, if a customer is not happy with the service he or she is receiving, they usually want to speak to a manager which will then take the matter further to get fixed and most of the times will try to deal with the guest to offer something such a discount or a fix to their problem that will make them happy and not give negative feedback which can affect the company’s reputation. The front office managers can deal with a lot of difficult situations throughout their shift that can increase or decrease their overall rating which is why is such an important role. 
This role is usually supported overnight by a Night Auditor, which is in charge of assisting guests and their overnight requests, balance the accounts from the day shift, handle guests' requests and reservations. Essentially, a night auditor role is mainly a front office manager that deals with the night shift, making sure the front desk and accounting operations run smoothly throughout the night. For example, a hotel is open 24 hours a day which requires different shifts with different staff, the night auditor supports the activity of the front desk during night time, helps with the gusts’ check in, a duty which a desk representative would do during the day but also, they have to perform a book keeping function that allows the front office manager to keep track of the number of guests and personal data of the guests that benefit of accommodation during the night. 
In conclusion, in my opinion the front office has a very important role for the company but also for the guests and clients, delivering a reputation towards the services provided but also making sure the company is running smoothly and organised. Each hotel requires a front office to make things easy for both the company and the customers, without one the hotel would not run a productive business and it would eventually lead to failing or even closing down the company. Front desk is playing a critical part of the hotel industry mainly because this is the place where guests make first hand contact with the staff, the actual building and the services and prices provided. If the “face” of the hotel leaves a good first impression, this will rise the chances that the guest will go forward and stay for the accommodation but also leave a good feedback that will increase the hotel’s overall rating. Reception staff need to do their best to deliver true information when asked but at the same time try to keep it as positive as possible to make sure they will receive a positive outcome after dealing with their customers, politeness and patience being two of the most important communication skills needed for this job. Wrong people running the front desk can lead to negative impact over the company which is why choosing the right staff with the right training, qualifications and also work experience in this field is highly recommended. 
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