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[bookmark: _Toc23788574]INTRODUCTION
Hotel management is the field of study that includes learning the management techniques that covers all the aspects of managing a hotel business including administration, marketing, housekeeping, managing food and beverages. The present report will focus on the front desk operation in large hotels and resorts. Report will analyse the importance of front desk operation in efficiently managing the core responsibility in different hotels. Further, report will highlight the operational role and responsibility of different front desk operation staff including front desk manager, front desk operation agent and night auditor.

[bookmark: _Toc21587195][bookmark: _Toc23788575]1.1 Discussing the importance of front office operation in hotel including industrial example:
Front Office Operation: It is referred to as the face of the Hotel and has the very critical role in a hotel. It is the front office of first desk area of the hotel and is the core operations department of the hotel. It plays an important role in Hotel business, as front office is the first and last point where the client and guest interact with the hotel brand for example in Marriott International, the front desk department is accountable to sure the client of providing luxurious service and facilities in all the brands around the world (Haynes, 2016). Thus, having an efficient front desk is important for the creating first impression regarding the level of services and facilities provided to the guests. Also, front office operations in hotel play a major role in managing check in and check-out of the guest, answering queries of guests, directing queries to correct department and staffs. Moreover, it can be said that front office or front desk department act as a link between customer and business. 
As stated by Navarro et al., (2015), Front desk operation is termed as the core operation as they are responsible in communicating and coordinating with other department of hotel like housekeeping, Human resource management, banquets, and security. They are responsible to be assuring of providing high quality services and facilities to guest and enhancing their experience with the hotel especially in big hotel brands like Hilton Plc, Premium Inn etc.
Front Desk management: Front desk management of a Hotel organisation is the department that is responsible in managing and handling the meetings, sorting the mails, communicate with other department and guests by answering their phone call and solve the queries, fixes the meetings with top-management, maintaining of records and information, data entry and other department communication. As per Gibson and Parkman, (2018), it is vital for hotel to have compatible front office management that adds value to the hotel business. For the big brands hotels like Premium Inn, Hilton hotels and Marriott international, having an effective front office department is essential in order to maintain the brand image of providing luxurious and high-quality services and facilities to guests and customers. Sucher and Cheung, (2015) state that, there are some basic responsibilities of front desk operation in different hotels which are as follows:
· Creating guest database from their check-in to check out is one of the basic responsibilities of the front desk operations.
· Front-desk plays an important role in coordinating the guest services with different departments of hotel which ensure providing high quality services to guest as per their need.
· It is the main responsibility of front desk to ensure in providing the efficient guest services which leads to increase their satisfaction and have positive experience from the hotel services (Högberg, 2017).
· Front-desk office department has to manage an effective communication with different department in hotels through handling in-house communication with private branch exchange.
Moreover, Lin and Huang, (2015) has analysed two categories of Front Office Operations in hotels:
Front house operations: The operations and activities of this front-desk are conducted in front of the customers. The customers can interact and communicate with the front desk staff to complete the operations. Some of the activities of front-house are to interact and communicate with guest for handling the request for accommodation, checking the availability of room and accommodation as per the requirement of the guest (Chang and Ma, 2015). Front-house operations are also responsible to create and manage the guest account with proper accounting system, setting up the guest payment at the time of check out. 
Back-house operations: The operation of this department is done when guest is not present, or their involvement are not required. Different activities of back-house operations include determining the customer’s database of they are new or repeat guest. The staffs in back house operation also responsible for preparing the guest’s bill, collection of balance amount of guest bills and generating report to present to the top management. 
Referring to the above analysis, it can be said that the front desk operation is core operation of the hotel. It is important in any hotel business as it creates impression to guest of the hotel service and facilities. An effective front desk operation assists the growth and success of the hotel.
[bookmark: _Toc21587196][bookmark: _Toc23788576]1.2 Analysing the operational role of the different front desk office staff in different hotel: 
The organisational structure of the front desk operation includes different staffs that have their duties and responsibility on the front desk management (Karatepe, 2016). Every staff that is in front desk plays an essential role in carry out the operation of front desk management. The organisational structure of front desk department of a large hotel like Hilton hotel, Marriott international etc. and the operational role of the staffs are as follows:
[image: ]
Figure 1 Front desk operation organisational structure

As shown in the figure above, there are different staffs in the front desk department that are headed by front desk manager. The main operational roles of some front desk staff are discussed below:
Front office manager: Front office manager is the direct supervisor of front office management. He is responsible in maintaining the high-level efficiency and coordination among the front office employee. Front Office manager’s operational role includes managing the front house operation of hotel and ensure of providing the highest standard of services to the guest (Zervas et al., 2017). For example, in Marriott international, most of the guest expects luxurious services and facilities from hotel and workers. It is the responsibility of Front operation manager to ensure that the hotel staff provide best possible guest experience by maintaining higher standard services and performance. One of the main important operational roles of front office manager is to ensure that the policies and procedures are compiled in providing high standard services and guest experience, ensuring that the budget and cost effectiveness of the front desk department. The operational role of manager is to take monthly meeting of front operation department to review the performance and identifying possible problems for improvement. 
Front office Desk Agent: The purpose of the front desk agent is to perform the desk relisted functions that includes guest check-in and check-out, reserve room for guest, and provide suggestion and direction to the guest. The operational role of Front desk agent includes providing quotes of the room rates, help in coordinating the front desk and housekeeping department. Ensuring the correct guest portfolio with all the correct information of rates, information etc (Verma and Chandra, 2018).  Also, to ensure all the cash and cash equivalent has been accounted for and balanced at the beginning and end of every work shift. Some other duties and responsibilities of front desk office agent include effectively providing the administrative, reception and programme support to the management and staff. Another responsibility of front desk agent includes greet the customers and managing the walk-in traffic of guests at reception area.
Night-Auditors: The financial inspection in the large hotel like Hilton Hotel, Premium Inn etc starts from the front desk department. Accurately posting the transactions in guest portfolio starts from the front-desk. Auditing hotel paperwork to ensuring each day the balanced posts room charges and taxes to guest accounts. The night auditors are responsible in managing and verifying all the account posting and balances (Ramanathan et al.,2016). The operational role of auditor includes settle guest accounts with the ability in making effective and efficient decision related to the providing discounts at bill. The operational role of front desk auditor includes solving or referring to management of all guest concerns on room rates, room availability and urgent procedures. 
Thus, as per the above analysis it can be said that different front office operation staff has different roles and responsibilities which helps in proper function of front desk department.

[bookmark: _Toc21587197][bookmark: _Toc23788577]CONCLUSION
By summing up the above report it can be analysed that front desk operation considered as the face of the Hotel and has the very critical role in a hotel. It is the front office of first desk area of the hotel and is the core operations department of the hotel. Further, report has analysed that the front desk operation is core operation of the hotel. It is important in any hotel business as it creates impression to guest of the hotel service and facilities. The report has concluded different front office operation staff respective roles and responsibilities which help in proper function of front desk department.


[bookmark: _Toc21587198][bookmark: _Toc23788578]REFERENCES
Navarro, S., Garzón, D. and Roig-Tierno, N., 2015. Co-creation in hotel–disable customer interactions. Journal of Business Research, 68(7), pp.1630-1634.
Haynes, N., 2016. The evolution of competitor data collection in the hotel industry and its application to revenue management and pricing. Journal of Revenue and Pricing Management, 15(3-4), pp.258-263.
Sucher, W. and Cheung, C., 2015. The relationship between hotel employees’ cross-cultural competency and team performance in multi-national hotel companies. International journal of hospitality management, 49, pp.93-104.
Lin, Y.H. and Huang, K., 2015. Customer loyalty under the influence of revenue management: The case of Taiwanese hotel customers. Asia Pacific Journal of Tourism Research, 20(12), pp.1374-1388.
Chang, H.P. and Ma, C.C., 2015. Managing the service brand value of the hotel industry in an emerging market. International Journal of Hospitality Management, 47, pp.1-13.
Karatepe, O.M., 2016. Does job embeddedness mediate the effects of co-worker and family support on creative performance? An empirical study in the hotel industry. Journal of Human Resources in Hospitality & Tourism, 15(2), pp.119-132.
Zervas, G., Proserpio, D. and Byers, J.W., 2017. The rise of the sharing economy: Estimating the impact of Airbnb on the hotel industry. Journal of marketing research, 54(5), pp.687-705.
Verma, V.K. and Chandra, B., 2018. An application of theory of planned behaviour to predict young Indian consumers' green hotel visit intention. Journal of Cleaner Production, 172, pp.1152-1162.
Ramanathan, R., Ramanathan, U. and Zhang, Y., 2016. Linking operations, marketing and environmental capabilities and diversification to hotel performance: A data envelopment analysis approach. International Journal of Production Economics, 176, pp.111-122.
Högberg, K., 2017. Social media adoption: an exploratory international case study of hotel organisations. International Journal of Digital Culture and Electronic Tourism, 2(1), pp.67-82.
Gibson, P. and Parkman, R., 2018. Cruise operations management: Hospitality perspectives. Routledge.
Front Office Management – Introduction, 2019 [Online] [Assessed through]: https://www.tutorialspoint.com/front_office_management/front_office_management_introduction.htm [Assessed on 9th October].
Front Office Management - Night Audit, 2019 [Online] [Assessed through]: https://www.tutorialspoint.com/front_office_management/front_office_management_night_audit.htm [Assessed on 9th October].

Page 1 | 1

image1.png
Corporate Owner

General

Manager

Assistant General Manager

Front Office Manager

Reservations Desk Clerk Telephone Concierge Night
Manager Operator Auditor
Cashier Room Key Bell Staff Elevator
Clerk Operator





