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Background 
The front office has traditionally been thought of as a check in, check-out point by the guest. More than this, the front office also provides reliable information to guests in helping them solve their problems. Being one of the foremost departments of a hotel, their performance is central to customer’s perception of the hotel.  According to Agusanwar (2014), a hotel’s front office performs operational roles in establishing relationship with the guest. The front office of a hotel, among other responsibilities is saddled with welcoming the guests, handling their complaints, managing rooms and advising on concierge services. To a large extent, impressions of a hotel to its customers are those initiated and created by the staffs in the front office of the hotel 

Duties of front office in a 5 Star Hotel 
As the portal of entry to a hotel business and as the first point of first contact to a guest, the front office project the image of the hotel (Szende ad Reddy, 2017). Professional services offered by the hotel are related to the guests so as to help them in making good decisions. The way the front office project the hotel to guests can make or break the hotel business, this is because the front office ‘runs the hotel’ if they are unconvincing or robotic in approach, they will lose their customers.
The department of the front office is the major department and in the hotel organization. A hotel's front desk requires a lot of different skills to ensure that a hotel has a pleasant experience for guests. Potential guests are unable to picture the real situation that will arise once they booked a room, thus the front office must be convincing and professional. 
The front office also serve as the connecting rod between the guests and other departments in a hotel. The front office channel guests special needs or complain to the appropriate department for checks and balances.  And because hotel businesses are focused primarily on customers, the front office is always and readily available to make guests experience a sweet one, with little or no direct relation between the guests and other department.

The Front Office Manager
A front office manager is the authority who 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 
[bookmark: _GoBack] 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. 




Duties of a front office manager
The front of manager play a crucial role in the success of the front office, which invariably determine the success of the hotel. The front office manager ensure that staffs in the section comply with the hotel’s policies and procedure to ensure exceptional customer satisfaction and overall experience. The front office manager also gets involved in tracking status of a room, and handles special request from guests about special guest room availability by working closely with reservation manager.  He is thus important in optimizing room revenue and management practices of hotel rooms. 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.
To ensure that the guests have the best of experience in the hotel, the front office manager, and train staffs at the front desk, familiarize them with the tenets and procedures of the front office. 



Duties of the Night Auditor. 
A. Guest service operation and safety
Night Auditor ensure the efficiency of the other staffs in the night, as such he ensure the teams that are scheduled on the night shift all report to shift on time and fulfill their duties. As the leader of the other night duty staff, the night auditor inspect security section to ensure that all instructions are carried out according to company policies and procedures for security of the guests and the hotel. Ensure that all early guest wake-up calls are confirmed and understand what is required for these wake-up calls. Help with late check-ins as well as early departures and check outs. See to it that all guests’ complains during the night is communicated to reception via email, handover the day sheet where necessary. 
 

B. The accounting operations. 
The night audit must be flexible in his activities and have the knowledge of auditing and financing as he must ensure that all charges are assigned to the appropriate departments. It is also his duty to check to see that all the monetary activities carried out in the day by the front office department are backed by signature and other documentary evidence and have ben remitted adequately. 

CONCLUSION
Standardized goods, empowered and skilled employees and quality management are the most important elements in guest satisfaction contributing to repeat customers. The Front office department of the hotel is one crucial department which always serve as the first and last point of contact to the guests. Image projected by this section of the hotel will create a lasting memory in the minds of the clients, thus the unit must be efficient and the front office manager must ensure that activities with other section of the hotel is coordinated. A night operator must be flexible in operation, and be able to work as a guest service representative and as an accountant.  
The division of the front office is a crucial promoter of customer satisfaction.
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