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Introduction
The importance of front office operations in hotel
It is practically the heart of the hotel, the hybrid between the guest and the one behind the house. The front-office department is the first and last department in the care a guest interacts. The Front Office department is responsible for creating first-hand impressions of the level of services and facilities offered. The reception is responsible for answering the questions, directing the questions to the correct staff / department. Communication skills and personal appearance are very important and influential factors. A person should be confident, warm, polite, patient and sincere to address the questions of the guests at the Front Office. As the hotel industry is a very competitive sector, it is essential for a hotel to provide customers with quality services. Thus, hotels can develop and maintain a relationship with guests. This also leads to better communication between guests and the hotel. 
Once the guests are comfortable with the hotel staff and its services, the chances of them becoming loyal guests increase. The reception is the central part of a hotel. This is also the first place customer’s visit. When customers come to a hotel, they expect better services from the hotel. The role of front office staff often involves the administration of other departments. The connection of the household department, the accounts department and the online booking departments are connected with the reception to work in keeping with the hotel policies. However, the process of welcoming the reception is of primary importance. As the first impression is the best impression, the customer should be satisfied with the welcome. Some personal traits such as patience and usefulness should be part of the personalities of the office people. Registration in the area and check-outs, partly also in the office professionals, with all the guest preparation lists. The transmission of information to various other parties is also confronted with the parties regarding the administration in front of the front office. All levels of communication inside the hotel can be influenced by the reception desk. Scheduling and scheduling meetings can also be for managing office professionals.




Duties in different positions within a hotel setting
Front office Manager
A front office is the first place a client sees and the first impression the client creates means a lot to him as well as to the hotel. Managers have allows ensured efficiency and smooth running of services in the front office. The front office manager receives reports from the reservation manager, service manager, night manager and the chief operations of which all these heads report to him. The front manager as well reports to the room division manager, resident manager or the general manager (Nicola F, 2017).
He as well acts as liaison officer between General Managers and the staffs. They register incoming guests and process their requests as they communicate with other hotel staffs on the status of the guests as well as any special requests. In case a guest require a room in the hotel, they are responsible in finding a suitable room for the guest. These staffs handle payments too as well as maintaining tidiness of the front desk area.
For one to be a front office manager, a good educational base and wide spectrum of experience is a requirement. A full time hospitality management course as well as a certificate in hospitality management is some of the crucial academic credentials required. Consequently, the candidate has to have the ability to multitask as well as manage time effectively with priority in mind especially when under pressure. These personnel prepares work schedule for the staffs and are always standby for any emergency call even when not in duty.
 
Night Auditor
For a night audit position, duties include handling reservation orders of the customer, helping the customer check in and assist the customer when checking out. He also assists in processing of the payments on behalf of the customer. For one to be fit for this position, one has to be willing to work into late hours at night and have good communication skills besides background knowledge in hospitality and mathematical skills.
At some point, a night auditor will be required to step into front office and as well handle finances and be able to conduct all duties front office personnel conduct. He keeps accurate financial records and balanced ledgers. He will as well process invoices to clients as well as distribute employee checks. With the revolution in technological field, computer literacy is mandatory, for one to be efficient in electro communication with clients as well as other staff members. Most of reservations are done online by agents and clients which make it necessary I having the knowledge to get in touch with clients in real time (Daria E, 2016).
In case of financial related issues, a night auditor will investigate and resolve the accounts as well as balance cash drawers. Besides, the auditor will be preparing a forecast on the anticipated outcome in the business as well as audit reports (Vitid A). Customer relation and communication skills is important as this staff will be in a constant to act with the clients right from reservation, call management, checking in and financial handlings. Flexibility is another important aspect required for this position.
For the above mentioned requirements, the central crucial aspect is the ability to multitask and taking things into details even when under pressure. Professionalism is always the backbone as it sets the base of hospitality. Beside a three year working experience, a three year diploma is a compulsory requirement for most recruiters of five star hotels. A certificate in accounting and proof to be good in mathematics is also a requirement as handling finances is part of the job description.

Shared responsibilities
For the two jobs (a front office manager and a night auditor) there are a number of shared responsibilities that have been highlighted. For instance, a night auditor at some point is required at the front office. This means he or she has to the ability to conduct all duties as a front office staff. He or she has to have the ability to create that great impression to the client. Tidiness and cleanliness of the front office is crucial as well as the ability to be computer literate. Besides that, both receive phone calls from customers to make reservations and any other requests and have to have good customer relations as well as the ability to communicate effectively both in verbal and written form.
Moreover, the two personnel are required to be supper flexible in the operations as at some point, they may require to work overnights. In case of emergencies, they may be called to duty and this means always being on a standby position. This point brings out the ability to multitask. These two personnel are at some point always on the move and under pressure of duty but are always aught be accurate in their service delivery as well as keep the priority right at all times.
It is also denoted that both personnel must have accounting as well as basic mathematical skills as they handle finances in the front office. They both prepare financial reports and act as a linkage to clients in preparation of invoices and clearance of bills. For instance, a night auditors has to prepare a night report which is handed over to the morning shift staff every day.
At this age computer literacy, basic software and hardware handling is a requirements. Hospitality sector is fast shifting into electronic system when everything is done online including an option of making payments. For instance, a customer goes to the hotel website, checks of the packages and then makes a communication to the hotel through calling or email service for a reservation. Both personnel should be able to communicate with the client effectively and arrange for everything crucial.


Conclusion
The ability to have skills in both positions gives a good understanding of the whole layout of a hotel and improves in decision making. The wide range of skills builds on critical thinking and creativity in dealing with clients at different perspectives. It has been noted that diversity promotes respect among staffs which in turn promotes internal relations. Ability of one staff being in a position to serve a client in all stages of his or her stay in an hotel brings out a clear state of trust and easy accountability in case of an issue such as during payments or other reconciliations. In a nutshell, it is the ability of the employer to have trust that the staff has the ability to demonstrate professionalism and good customer relations.
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