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Introduction 
A front desk is the nerve of every hotel, hence its importance cannot be over emphasized in the industry of hospitality and tourism. Just as the name implies, people who work in the hospitality industry are expected to be friendly while dealing with guests as it is one of the needs they are employed to serve. In hotel management, the front office operations revolves around duties in both the “front office units” and the “back office units” (Szende et al., 2017).

To this end, front office managers are expected to perform an active role in developing procedures for the front office to disseminate information across the hotel, hence the need to have effective communication skills in coordinating the activities of the ‘front office units’ and those of the ‘back office unit.’ Effective communication strategies is also essential in establishing relationship with the guests during their stay in the hotel (Ampountolas et al., 2018). Activities in the front office of the hotel are also pivotal to the comfortability and the satisfaction of the guests, as the unit act as the link between the hotel and its guests.  Therefore, it is expected that hotels and the front office units put their best foot forward in dealing with clients who come from all walks of life. The units is also responsible for creating a lasting impression of quality services, man management, and facilities on its visiting guests. 

Importance of front office department in hotels 
Importance of a front office manager is to take care of the accommodation of the guests that visit their facility. Also, the front office personnel can observe and handle any other special requirements of their guests no matter how weird it might appear. These requests usually differ from guest to guest. Sometimes, a guest could make a request for an extra arrangement of rooms or change of something which would make them feel comfortable through the duration of their stay. For instance, guests could call the front office to request an arrangement of a more cozy room and of course this is expected to be handled by the front desk manager to ensure the total comfortability of the guests.

 Another important role of the front office department is supplying answers to guests’ enquires, referring queries to the right personnel and department that would solve their problems. Also, the front office is also tasked with the role of directing guests to the right place in the hotel, hence the need to ensure that information is always handy as all levels of communication within the hotel can be influenced by the front office manager who mans the front office (Akgöz, 2013). In fact, the vital role of front office cannot be overemphasized in hotel and lodging industry because it is not only the first port of call for every guest but also the last. Therefore, whatever happens there needs to be strategically done in a bid to promote the overall goodwill of the hotel. 


Part 2

ROLES OF A FRONT DESK MANAGER 
Coordinate activities in the front office
Kandampully and Suhartanto (2015), described the manager of the front office is the liaison between staff and the management in a hotel. The Front office manager is seen as the "face" of the hotel because he is usually responsible for taking care of the reception area. In carrying out his duties, he must make sure that visitors are welcomed warmly when they arrive and also part with a heartwarming goodbye when they sign off at the end of their stay. An ideal front office manager ought to have a mix of a pleasant personality with a dynamic professional attitude to supervise and head his team. He is also expected to know how to handle complaints of visitors as well as a strong customer relations.


Supervision of the activities in the front office
Also, the front desk manager takes care of all the front desk activities ranging from calls, reservations and taking care of the guests. Above all, a front office manager should make sure his office gives guests friendly service laced with professionalism (Frash et al., 2010). It will be a big shame if the front office is left untidy as a result of lackadaisical attitude of the front desk manager. So the manager needs to be very cautious and also make sure they have all needed stationery and materials like forms, pens, badges and informative leaflets intact.

Staff Training
According to Patah et al. (2014), the front office manager is also charged with the role of training the staffs in the Front Office department with the skills needed to ensure the front desk provides a professional and friendly service for guests. It is also the duty of the front office manager to arrange staff meetings and scheduling supervision of their activities. The front officer manager is also charged with supporting office staff including receptionists, security guards and call centre agents whenever necessary. 



Efficiency operations
The front desk officer is also in charge of troubleshooting emergencies, monitoring stock and ordering office supplies to ensure that everything is intact for smooth administration. Furthermore, the front office manager should ensure timely and accurate customer service, address complaints and attend to specific customers’ requests.
Information dissemination and accountability
It is also the duty of the front office manager to ensure that mails are properly distributed, arrange and supervise the budget of the office, update records of office expenses and costs as well as ensure that the policies of the company and security requirements are always met.







ROLES OF A NIGHT AUDITOR 
A night auditor is a staff who helps guests at a hotel with their overnight requests. The night auditor is also in charge of balancing accountability from the day shift. They check in guests arriving at night, handle guest requests and take reservations (Donohoe, Ashley 2018).

A night officer also oversees basic accounting duties in hotels. Part of the requirements to qualifying as a night auditor is that the person must he flexible and also possess excellent customer relationship skills. Also, the person must be well organized and have great skills in mathematics and communication skills. He or she must also be ready to work during the night hours (Sayin and Karaman, 2019). Duties of the night auditor in the accounting area include collecting payments, reconciling accounts, handling bills and taking note of the balance received by the cash account of the front desk. Most often, a night auditor is most likely to spend most work hours at the front desk, moving from one room to another and so on. All these is in a bid to achieve a common goal which is leave a satisfied customer who will most likely call again due to the excellent service he got.

Being a night auditor entails combining the task of a customer care personnel and that of an accounting clerk. The role of a night personnel is also related to that of the front desk officer so they usually work together. It is the duty of the night audit staff to take care of the reservation for guests, welcome them and check them into their rooms (Sayin and Karaman, 2019). He is also expected to handle their requests, do some light cleaning and coordinate other staff members to do their own work too. 


CONCLUSION 
The front office helps in the image making of hotels, therefore, every hotel that wants to go far in the business must put in effort to ensure that the front office is not only well arranged but also manned by communication experts who understand the need of treating guests’ right. This will leave a lasting impression in their minds and make them always come back. A night auditor on the other hand must be able to do some light calculation and hospitable.








 
References

Akgöz, E., (2013). Front Office Operations Nob, Nobel Publications, Ankara.

Donohoe, Ashley. (2018). Duties and Responsibilities of a Night Auditor. Work - Chron.com. Retrieved from http://work.chron.com/duties-responsibilities-night-auditor-31114.html. Accessed October 19, 2019.
Gee, Y., C., Makens, J., C., Choy, D., J. (1989). “The Travel Industry, Second Edition, International Thomson Publishing, GmbH, 295-299.
Kandampully, J., Suhartanto, D. (2015). "Customer Loyalty İn The Hotel İndustry: The Role Of Customer Satisfaction And İmage", International Journal of Contemporary Hospitality Management, 12(6), 346-351, https://doi.org/10.1108/09596110010342559.

Patah, M., O., R., Radzi, S., M., Abdullah, R., Adzmy, A., Zain, R., Derani, N. (2014). “The Influence of Psychological Empowerment on Overall Job Satisfaction of Front Office Receptionists”, İnternational Journal of Business and Management, Vol.4, No: 11, 168. www.ccsenet.org/journal.html.

Sayin, O.G. and Karaman, A. 2019. Communication and Productivity with Guests at Front Office; A Qualitative Study on Hotels. Journal of International Management and Social Researches. Uluslararası Yönetim ve Sosyal Araştırmalar Dergisi. ISSN:2148-1415

Frash, R., Jr., Antun, J., Kline, S., & Almanza, B. (2010). Like it! Learn it! Use it? A field study of hotel training. Cornell Hospitality Quarterly, 51(3), 398–414. doi:10.1177/1938965510364931

8

