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                                         INTRODUCTION
  DEFINITION: Hotel is a place of care and comfort with the professional personal and excellent quality, high attention to detail where quests enjoy a relaxed, warm, welcoming ambiance.
5 STARS HOTELS OPERATION: Luxury Hotels operate with the finest personal and facilities. Highest mission is to create a relaxed, worm and refined ambiance even the unexpressed wishes and needs to the guests .The personal staff build strong relationship and create guests for life, always  responsive immediately guest problems and wishes, create unique experience ,  continuously learn and grow, involve and improve , using professional  appearance, behaviour and language, protect the privacy and security to the guests .Staff working in food, beverage and wine must have excellent knowledge and skills to present of extensive range of dishes on immaculate menus at high quality.
Front Office is the ‘’nerve centre’’ of Hotels, is the most important department ,is the face between Hotel and guests, is the place can make guests impression about the level of service and facilities, is the first and the last place of meeting guests.
Front Office Department Organization:
 Front Office Manager, Assistant Front Office Manager-Night Auditor, Guest Relation Manager/ Supervisor, Guests Relation Executive, Front Office Supervisor, Reservation Supervisor, Reservation Agents Senior Cashier/ Cashiers, Concierge Information, Senior Receptionist, Receptionist, Telephone Agent
 Front office is located in visible area to the guests and visitors. If the guests have any problems and requirements, they are going directly to the Front Office, because they are direct and most simple connection with the other departments in the hotel. Front Office is the department which generate revenue, sale of the guests rooms and providing valuable services for the guests , during to the entire period of stay, including reservation, registration, room and role assignment guests services , maintenance and settlement of the guests account and create guests history records.
    Coordinates of the guest services ensuring guests satisfaction, is known also the face of the hotel. All activities in this area is created to support guest transactions and services.
    Functions of the Front Office:
Guests registration: welcoming, check-in, room rates. Guests service: collect and registration all services during the period of stay.
 Guests history and records: create guest profile history, collect feedback from all guests
Reservation: is responsible for registering all the guests in the hotel and provide them any room by request on arrival at the hotel
Postage and parcels: this service facilitate guests holding letters, notice, messages, parcels, etc.
Telephone: this is a service for the guests to intermediate internal and external phone and wake-up guests if they request that service.
Foreign bureau of change: this service it helps guests to exchange theyr money in local currency 
Bell desk: provides all services related to this section
Concierge: assist guests about them queries or information
Night Auditor: control and prepare daily reports for management

 Night Auditor
Night Auditor is a person or a teamwork, depending on the hotel which is working at nighttime at reception take the duties of front desk officer and accountant. The working hours start when day shift close and is 7-8 hours till morning.
Night Auditor make report for start of the next day which contains all accounts data is roll job requires presence of mind, concentration, good customers skills and accountancy.
 Night Audit is a crucial function in the Hotel is manage accounts data of the Hotel, post charge, housekeeping status and all operational data, collecting all service charge post and add to final guest folio.
Hotel industry business running 24/7 at some point these 24 hours must by close the time set between 2:00 am and 4:00 am.
Night Auditor report help all departments, managerial team take decision fooling that report next day. Performs all responsibilities during the night front desk officer, authentication   and verification at the end of the day on total Hotel transaction,
statistical report, helping staff like engineers, plumbers , housekeeping  depending the problems.
     Working and closing hour of Night Auditor
Night Auditor work independently at night sift but in constant contact with lobby manager in case any problems, is working with cahier desk and all departments.
Make all financial reports where generate revenue, cashier to all departments have to responding to all demand and request with clear explanation to night auditor, hi can calling cashier anytime to clarify and answer to ani transaction and missing checks, night auditor reports the income account of previous day and is responsible for all balance service and income received by hotel account the report is going to income accountant which is report to chief accountant.
Night auditor is in charge at night, is accounting cash and credit transaction of the day, all revenue performance for all departments, room rates verification, checking  if is some wrong posting by cashier, cash deposit receipts preparation, room list available report to management correct balance.
The first task night auditor is correction and verification of cash and all revenue which include all shops restaurants, bars, SPA / healthy club, banquets, room service.
Other most important task is to complete and verify quest folios with all guest spends in the hotel service hi is checking all payments and if is any missing he can call the cashier any time in the night or the manager.
       Importance of Night Auditor
Night audit provides report on hotel finance, daily transaction and reservations , help on front office desk doing guest folios also update housekeeping status and keep in the night hotel security, deliver report for available rooms, occupied rooms ,check-in, check-out  cancelation, reservation, daily finances report, guest interest, all this reports is going to management team which help that on making new policies.
Working process of a night auditor
The night auditor job is important and crucial with a lot of responsibility with request of concentration to finish in the time all jobs has to do.
Room charge posting
Night auditor is using PMS to complete this task all room rate ,tax, charges ,guest folios is stored in memory that system is error free which is helping night auditor for quick job done daily and help to do cumulative balance of billings to by ready for guest in departing day.
        Revenue verification
An other major task of night auditing is verification of all the revenue in the hotel for all service provided by hotel ,all guests bills is collected to by billed doing the audit balance and analyse each department ‘s revenue.
        Verification of basic data
Night auditor has to analyse ,verify and summarize all data transaction and billing of all hotel.
      Closing routine
After doing all the tasks night auditor finally summary closing balance and mark opening balance for next day.
Night audit is finalize with DAILY TRANSCRIPT which includes information about transactions at al departments of the hotels: room rate charge, food and beverage, catering, banquet functions al other service revenue.
Audit report is also statistical data of each department which helps management decision ,is most important job to run next day hotel.



                                    FRONT OFFICE MANAGER
    Front office manager has a lot of responsibilities, his duties is to handle efficiently the office staff , makes decision about reservation rooms and resolve with tact all guests problem and complaint, keep open and communicate with all others departments of the hotel, prepares weekly rota shifts, regularly meetings staff to ensure that they understand and doing with professionalism the operating procedures for hotel policies; is responsibility for training new employees and mark all the good performances of the staff to award they.
Other duties is to maintain to the maxim level for reservation the rooms. Front Office manager must be there when guest problems needs or complaints is shows, taking corrective action and welcoming important guests.
    Front office manager is working and is in direct contact with marketing department and sale for special group reservations, billing arrangements.
   Front Office Manager maintain communication with housekeeping department to have a situation about the rooms availability. Front office manager prepare regular report on activities and progress of Front Office for executive director or assistant director, is on direct demand with Assistant of Front Office Manager, which is in charge with coordinating front desk operations, employing new front office staff and training them, maintain working relationship, has the master key control, work with allocate budget, collect the information from previous shift and passes for the next manager shift, checks and verifies banks and deposits and cashiers.
   Wears and requires all front office staff to wear proper uniform all the time, monitor balance guests and monitor VIP special guests and their request ,delivery all messages, packages and mail in a professional manner.
   Prepare report for night audit, take care of guests feedback on daily basis, perform all duties requested by management.
    Front Office Manager in the 5 Stars hotel is the face of that hotel, is building the relationship with the guests and remaining in their memory as bad or good is doing his job.
Can make mystique between the guests and the place where is working.
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