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1. [bookmark: _Toc23873894]Introduction
Different people play different roles at the office depending on their skills and service they offer to the business. The front office manager, night auditor, and front office agent perform different distinct roles in a 5-star hotel because of the skills and expertise that they add to the business. According to Åslund & Bäckström (2017), different employees work as part of an organization hence understanding the role they plan works better with understanding different organizational theories and how they apply them. This report evaluates different roles of the front office manager, night auditor, and front office agent with the application of different theories that apply to their roles and functions in the organization. 
2. [bookmark: _Toc23873895]PART 1A: Front Office Operations
2.1 [bookmark: _Toc23873896]Importance of the Front Office Operation
The role of the front operation is mainly administrative and customer service. The front office operation employee is often the first person that guests meet at a hotel. The first role is therefore customer service. For these employees, customer service includes ensuring that customers are happy, listening to the customers, giving information, and helping the customers in decision making. Confidentiality and approachable attitude are important because the customers should feel free to talk to the first person that they meet in the organization. The desk agent speaks to the guests at the hotel in person and those who calls the hotel. Speaking to the guests ensures that they feel understood and appreciated, which is important in their satisfaction. 
Administration is perhaps the largest role of the front office operations. The employees should first know which guests to expect and the locations and rooms that they are headed to. This helps in coordination of the relevant people to ensure services such as sanitation in these rooms are maintained. The agent is also in charge of room allocation along with the room allocation manager hence he or she must know or have a way of checking the rooms and facilities that different guests have been booked into. More so, the front office agent is the first and last person to see guests at the hotel which makes him or her the only person aware of when exactly a facility or room became available. Updating this information for the use of the other employees is a critical role of the front office. Some of the customers may want to have guided tours of different facilities such as conferencing facilities within a five star hotel (Parker, 2016). The office not only plans but also coordinates such tours to improve the business performance. 
2.2 [bookmark: _Toc23873897]Theories Applicable in the Roles
2.2.1 [bookmark: _Toc23873898]The Systems Theory
The systems theory states that employees are elements and the organization is a system. In order to function well, different components of the system should perform their roles and allow each other to attain the goals and targets for which it was established (Emil & Mărăcine, 2015). The systems theory works based on teamwork, collaboration, synergy, and unity of focus. The front office manager, night auditor, and front office agent perform different roles and contribute to the organization differently. However, they are part of the organization, which is the system whose goals and targets should be achieved with the help of its components. 
2.2.2 [bookmark: _Toc23873899]The Contingency Theory
This theory claims that there is no best way to run an organization because every decision and action is contingent on something else hence an organization should prepare for the optimal cause of action contingent to extreme situations (Hamann, 2017). This theory mainly applies to the role of a night auditor because the night auditor is alone in front office management at night. Should there be a situation where a decision should be made and he or she is the only person within the hotel, the management should agree with the fact that he or she must make the decisions contingent to the circumstances. 
2.2.3 [bookmark: _Toc23873900]Miner and Fayol’s Principles of administrative Management
The roles of the front office manager, night auditor, and front office agent can be summarised through the principles of management that include planning, organizing, directing, controlling, and coordinating. The principles of management are essential whenever a person is dealing with multiple tasks or people. The front office manager, night auditor, and front office agent should therefore master these principles in management. 
3. [bookmark: _Toc23873901]PART 1B Roles of Front Office Employees
3.1 [bookmark: _Toc23873902]The Front Office Manager
The manager ensures that every employee checks into the workplace on time and ensures that every employees across the shifts receives the deserved recognition. The front office manager therefore ensures that the presence of the management is felt at the front office from all the employees. 
The front office manager also offers support towards guest goals and front desk goals. 5-star hotels receive different types of guests from executive to ordinary guests. Guests that utilize different services should be treated well in the hotel hence the front office manager should ensure that all the guests are treated in a respectful manner that reflects the organizational goals and values. In his or her role, the front office manager ensures that the expectations from managers in terms of standards and expectations are met. The manager also looks at ways to improve the service quality and performance especially through listening to the needs and interests of the customers.
[bookmark: _Toc23873903]The front office manager also ensures exceptional customer service in the 5-star hotel. The manager ensures good guest relations through ensuring the guests are happy with the services offered within the hotel. The manager collects feedback from the guest’s top ensure that they are happy with the service they receive and appreciate the work done by the hotel in satisfying them. The front office manager also works with the planning and room allocation managers to ensure that the guests get their preferred best rooms as a way of increasing their satisfaction. For a five-star hotel, guest satisfaction is paramount. It is therefore important to ensure the guests are well served in the hotel and they get the rooms they want.
The Night Auditor
The night auditor receives and maintains all financial records for the hotel at night. The night auditor may be called into action to allocate rooms, receive finances, and undertake customer service just like a front office manager. The night auditor ensures that the guests arriving at night are happy and satisfied with the services they receive in the hotel. 
The primary role of the night auditor is financial records and book-keeping. The night auditor is supposed to keep financial records and receive payments from the guests that arrive at the hotel at night. This means that he or she must have book-keeping skills and understand the financial system of the hotel. It is important to keep aligned records hence understanding the financial systems and processes is paramount for the auditor. 
As a result of the role played, the nigh auditor helps in budgeting and fore casting for the hotel. The hotel also needs to budget and forecast for night guests. Considering the night auditor deals with all the night guests, he or she is in a better position to help with the planning. 
4. [bookmark: _Toc23873904]Conclusion
The roles of the front office manager, night auditor, and front office agent are critical in a 5-star hotel because they are the first points of contact for the customers when they arrive at the hotel. They should therefore understand the principles of management as well as have their roles clearly spelt out for them to perform their work well. This report has helped in understanding the roles that they play in the organization including general roles in 
[bookmark: _GoBack]book-keeping,customer service, planning, budgeting, and room allocation. Along with the three critical theories including the systems theory, contingency theory, and the principles of management, these employees can have a good understanding of their roles hence deliver better for the organization. 
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