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INTRODUCTION
In order to receive more visitor or guest and retain the hotels standard reviews from previous customers, every multi-dimensional hotel needs a front department to offer best services. The front office is the face as well as the voice of the business. Its operation towards customers’ satisfaction need s to go beyond normal observation. The front office operation has to encompass professionalism as well as years of experience for effective control of the hotel.

FRONT OFFICE OPERATION
Regardless of the type or class of a hotel, a customer’s aim in a hotel is to be satisfied and comfortable. To achieve this, the front office operation must be unique, effective, efficient, complete and professional. As the first office desk, is the most important aspect of a hotel, its operation and how its services are rendered gives the hotel its name. The focal point of the hotel is how these front office operations are carried, how the various departments communicate, how the staffs understands their role and how good they can perform it. 
The front office operations are largely classified into two; front-end operation and back end operation. The front-end operation deals with services that requires the presence of the guest for example providing information of the hotel services while the later deals with operation that do not involve the presence of the guest. Both front end and back end operation are the two important operation that builds a hotel.
According to H. E. Heldenbrand (1994), he mentioned that to the guest, the front office is largely represented by its operation by house effective their services can be, the unseen head will be favorably by the guest’s treatment.
A study by Bradley 2007 noted the personality psychology of a guest in a hotel is determined by the front office operation. Its area of focus include constructing a coherent picture of guest satisfaction in a hotel.
Some of the major operations handled by the front office include guest check-in, interdepartmental communications, ensuring service satisfaction, service sale and many more.



IMPORTANCE OF FRONT OFFICE OPERATION
The front office operations are handled by the front office staffs, there are a number of steps one by one that a guest follows during his/her visit or stay in a hotel. This is known as the Guest cycle process. These steps are carried out by the front office staffs. They are a repetitive step and hence a cycle is created. The various steps can be discussed and outlined below:

Pre-arrival Stage: At this stage, the front office operates in creating a distinct potential guest record for every guest. This happens at the very early stage; the guest may contact the front office to enquire is there are available rooms. If the rooms are available, reservations are received and confirmed. The operation of the front office at this stage involves:
· Receiving and recording guest in the reservation form
· Preparation of pre-registration guest cards
· Taking guarantee for reservation and many more
Arrival Stage: At this stage, the guest arrives and must be received in the most warm and pleasant way. It is at this stage the guest the receives the first impression from the hotel. The front office operation at this point include: 
· Wish and welcome the guest
· Receive guest in the most warming, calm and comfortable manner
· Guest details are registered in the registration card
· The room keys are handed to the guest
Occupancy Stage: The front office desk is responsible for coordinating guest services in a timely and accurate manner at the occupancy stage. In addition, regular guests should be encouraged by front office clerks by paying great attention to guest complaints. This is ensured by placing complaint and/or suggestion cards in all public spaces and hotel revenue centers. Moreover, the front office of the hotel shall, at least on a daily basis, collect comment cards, proceed with their analysis, and provide positive feedback to guest as soon as possible (Dix and Braid 2016).. Finally, Together with the night auditor, account balances are intermittently reviewed by the staffs in front office. They can also provide:
· Comfortable and warm room to the guest
· Room services
· Laundry services
Departure: This is the last point of contact with the hotel for guests and the check-out happens at this stage. Most hoteliers are undermining this stage, however, this stage is just as important as the first stage. When properly done, it’s a tool for invitation for another visit. (Dennis, 2017). The major operation performed by the front desk staff include: 
· Bill preparation
· Baggage packing and may more.
With the guest cycle, the importance of the front office operation can be properly identified as they serve as the nerve of every hotel system. Seeing that the hotel industry is a highly competitive market, providing quality service for visitors is important for a hotel. This allows hotels to build and maintain a relationship with their guests (Dennis, 2017). This also leads to better guest-to-hotel communication. 
[bookmark: _GoBack]
Riza and Binti (2012), research shows that guest satisfaction is a differentiating factor for hotela’ success. It shows the results of the Front Office Department's performance, operation and management study for guest satisfaction. The quality of the hotel is influenced by the front office operation and degree of enthusiasm. Mohsin (2010), attempts to analyze and determine the impression of the hotel's customers, quality of service and the front office operation, he discovered that guest actual perception is significantly different from their actual experience. Melia (2010), the study shows that the guest's experience is an important factor for the success of the hotel. Guest experience plays an important role, helping hotels develop their performance as well as educating front office employees to develop customers’ satisfaction.


Part 2

FRONT OFFICE DESK STAFFS
A. ROLE OF A FRONT OFFICE MANAGER
The role of a front office manager is to handle the first experience a lots of visitor get while arriving at the hotel. The responsibilities of front office manager entail various tasks including contact with clients, team members and communications with other departments. To carry out the job properly and perform the best practice of leadership, the front office manager must have competent professional knowledge and skills. In addition, communication skills and language skills are also of great importance for the front desk department management. The following are the duties of a front office manager;
1. They review the final draft of the night audit
2. They track the operation of reservation system for guest check-in
3. They participate in the marketing program and plans for delivery for the sales room and other department of the hotel
4. They supervise and develop the final draft of budget for front office staff
5. Interfaces with various departmental managers and controllers regarding billing dispute involving guests
6. They supervise daily operation of the front office staffs

B. ROLE OF A NIGHT AUDITOR
The night auditor works during night hours. It is the responsibility of a night auditor to assist guests with their overnight requests and day shift balance accounts. Guests arriving at night are checked in, guest inquiries are treated and reservations are made. The night auditor also reconciles all accounts, invoices are processed and paychecks are prepared. Essentially, the function of night auditors is to provide excellent customer service to customers and to ensure smooth running of the front desk and accounting operations (Glass door 2019). Night auditor have performed the following roles:
1. Welcome guests, check them in and give them all the information they need to enjoy their stay.
2. They process invoice and post checks to vendors and also distribute employee checks
3. They respond to guest complaints and are the first person to contact during emergencies
4. Timely reconciliation of all accounts
5. Taking responsibilities of duty manager at night
6. Authoring security of the hotel during night shift (Tutorial point 2019).






CONCLUSION
It is undeniable that in the hospitality service, the front office plays a crucial role in the success of the hotel. The front office manager facilitate the activities in the front office and between the front office and the other department of the hotel. The night auditor also helps in keeping accounting and customer services active during the night.   
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