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Title: Front Office Manager
HR AT 4 B
Department: Front Office
| HiTJT
Hierarchy: Reporting to Executive Assistant Manager i.c. of Rooms
TEARAT B FATECE]S (545) IR
Direct subordinates: Assistant Front Office Manager, Night Manager, Telephone Operator
Supervisor, Chief Concierge, Executive Floor Manager, Guest
Relations Manager
HEETE, T RIS AL SN EEAL R A AT B R A B, m RS
REM
Indirect subordinates: Front Office Staff
)% T )& BT 01 L
Telephone Operator Staff
ML T
Category: Level 3
Zh| 3%
Scope/HR AEVE -

Manages the areas of the front office and telephone services in order to ensure customer
satisfaction and to maximize the profit of the hotel.

AT XA L, TR ORZE T SR DA S TS W A KA

Monitors departmental control systems to ensure that costs are controlled, forecasted revenues and
occupancies are obtained and that the product quality standards are maintained.

B TR RS, WRORISHIER T T RAS,  SRAF IS WO O DA R NAE R, 55 i B AR
1.

Manages the Human Resources within the department, ensuring that the work climate in
compliance with the company policies and procedures and to maintain and develop the skills and
knowledge of the related staff.

EIERTIN U, BAORES T TAEM R S S BURRE R, 4ERF 3R mdE 5% 7 TR A 15 6E
SR

Responsibilities and Obligations/BR 3t & X 55+

Monitors the Front Office quality service and to ensure conformity to company operating
standards, procedures and local regulations in order to achieve customer satisfaction and to
preserve the company quality standards.

BT RS T, WAIRIR 5 7 A T b, FRFP LU IR, LUK A% i
FE, PREFIIE B AR

Ensures that all staff in each section are effectively trained as per the company policies and
procedures in order to meet and exceed the customers expectation of services.

A OR 73 B8 1 TR B3 AR S AR BCRAE 7 3R A543 U 5, DUOB 2B Bk e 5 T2
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Ensures the front of the house is maintained in excellent condition and cleanliness. Monitors
maintenance requests procedures and regularly inspect guest rooms, corridors, lobby, public
toilets, etc. to ensure proper maintenance and cleanliness.

WRORAT T XA R A A B A SR . IR B 9P FpiE R e, I %, I, KA,
NI G XTI A, DA IR XI5 2 N A B4R, IR IRFF R .

Applies the standards of appearance and hygiene on all staff .

P 51 LARAT I AR AR DA K A bR

Monitors front office staff to ensure those known repeated guests and other VIP’s receive special
attention and recognition.

B AT 5, AR ORI A s DA K B RS AR R O T DA B SR

Handles effectively all guest complaints concerning the Front Office, taking corrective action to
prevent recurrence and convert the guest into a repeated customer.

A RAC BT T AR S B 2 NAEVR, SR I Bt S 2R B DL RO A, IR 2 N AR el
K.

Co-ordinate proper actions with other departments, inform General Manager. Review all log
books related to the department daily and take corrective action when necessary.

H5RIITOE, FEr S ik, S H® ST HE, BER R IE.
Maintains a close coordination between Front Office and other departments such as
Housekeeping, Food and Beverage, Sales and Engineering.

REFATITE ST VR % RC S, WESH, &, &M, TES.

Develops effective relationships with guests, clients, local community, local authorities and
intermediaries in order to create optimal business opportunities and community relations for the
hotel.

H5EE, B, A, BRULPAPRESIA R EER R, JilE Sl &Rl
PAK R RIFE X R R

Conducts daily briefings within the department where daily operational information is provided to
the staff.

HLHATTH RS, MR TR R ERER.

Conducts a monthly departmental meeting where the staff could express them selves and give
new ideas for the operation.

HLHITH R T, A G TRIAARE, A Ta R N AR

Conducts evaluations and appraisal skills meeting every six months to reevaluate the staff and
make development plans for them.

BN H AL A THBEVEG 2, 0 5 THET PG I 9 Fe g > AR TR

Ensures the accuracy of guest accounting function at the reception and the hotel credit policy is
accurately applied from the reservation stage until guest’s departure.

W tR2e NHOIK B #ERfA T, EATIOT R BE 27 N\ B 5 #EE AR R Az P J 5 DY

Maintains careful control over costs in the front office department such as overtime, room
supplies etc.

PR TEHIET T TE B, e InPE, B EEaE.

Analyses and approves rebates, discounts, complimentary, up-grades and room rates according to
the internal policies and procedures.

RAEE NBORIEF, o if R 5 i, St E &MU LR TR ERE.

Assists the management in the preparation of the annual budget, forecasts, replacements and
investments planning and capital projects.
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) EJUE PN AR RIS, TR, B AR R R, DAL

Ensures that operational equipment, computers, other administrative and operating supplies, assets
are maintained in excellent condition.

WIRITAZE B, HEN, HETBEEHLEEY S, 57T RIFRPIRE .

Ensures that the department is effectively staffed and motivated to consistently deliver high levels
of guest service.

BRORESTI N RS BN &, R R AR 2 SR At v i ot X 25 IR 55

Selects new front office employees who meet position specifications in the accordance with the
company policy.

AR T )5 B AR 7 T A& b AL B SR AT T 53 1

Ensures Front Office policies and procedures manuals, service standards, tasks lists and job
descriptions are complete and kept up-to-date at all time.

IR € BCHT T B BOGRAE PP T, MRS hriE, ATS505 S A R tid, I H R X kAT
Hro

Ensures all staff is thoroughly familiar with the Hotel’s emergency procedures.

WERFITA 52 LI GBI G N SR

Knows and applies all corporate and local Operational Standards as well as local authorities
requests and ensure they are implemented.

AR IT IS AR LI B AR [ A0 i A E AR AT 2 SR bR o

Assists all subordinates in the accomplishment of their job description.

WL I E AT H R A A 5T

Sets up and maintains ongoing training programs in the front office in conjunction with the
Personnel & Training Manager.

BNF BB R g 37 R4 R AR R I AR

Maintains a monthly overview of vacation and public holiday balance of all his staff and delivers
a monthly consolidated summary to the Personnel Manager.

B o0 G T RESI DL AL 2 R ARG LB T Geit, IR NHRE R M2 IR
Assists in the annual development of a 5 years business plan as related to the rooms department
taking into consideration both company strategy and local economic and development factors.

P BOSEE R TR B R T SR 5 s S5 SR ER 70 WO E ,  FFAE I E 5 SN 25 18 B3P 1 il
& S AT 5 KRR R

Knows and uses the company marketing programs and ensure that all staff are fluent in the use of
these programs.

TSRS E TR, IR A TRAGRIE FZ T %o

Knows the operational use and available facilities of the PMS, GDS (Utell) and Internet to ensure
maximizing revenue through effective yield management and take the necessary actions to
increase occupancy and ARR.

TR P AR tPMS,GDS(Utell) 13z & Thg LA BT FH 0, ff DR i A R0 2, s
PN B KA DL B R B 48 Tt 2 ey NAEZ AP 33 B

Ensures that Front Office employees promote inter-hotel sales and in-house facilities.

B R BT T 03 A B TUE BLAE Y Bt -

Security, Safety and Health/Z24> {552 5 B

Maintains high confidentiality in regards to guest privacy.
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KT N, DRIF e AL

Reports any suspicious behaviour of guests and staff to the General Manager and Security.
Wi Ne TA AR 5EAT y, S ) e 22 3 R 22 AR T] S i o

Notifies housekeeper regarding lost and found objects.

BRUTATIE RS, S 5 RN 55 6

Ensures that all potential and real hazards are reported appropriately immediately.

eI R Pt AT A Y A B SE R G

Fully understands the hotel’s fire, emergency, and bomb procedures.

HE KK, B TUF L SR E BRI R «

Follows emergency procedures to provide for the security and safety of guests and employees.
AT RSN SR, URIER N R T2 4.

Works in a safe manner that does not harm or injure self or others.

PASC 224y 7 sREAE, gl fo 3 & RN .

Anticipates possible and probable hazards and conditions and notifies the Manager.

AT Re SR B g oL, I St A g BN A .

Maintains the highest standards of personal hygiene, dress, uniform, appearance, body language
and conduct.

RFFREDN N AL, BR, OFENER, BRESRE AT,

Competencies/ TYEEE /7:

Good command of English and two other languages.

R AP S B ATE B e .

Five (5) years experience in Five Star Hotel.

/DT R RRE TAEZRR .

Good knowledge of Microsoft Office, PMS Fidelio, Pegasus and other internet reservation centers
(i.e. EXPEDIA)

G EEMicrosoftFr A #At:, #PMS Fidelio, Pegasus A & Ho & &G FiiT Hhots, -
EXPEDIA

Interrelations/fH HEE R

Contact with All departments, Guests, local authorities, business partners.

HSHEPAEIT, =%, mikikrE, HRREFEK AR

Work Conditions/ T-/E &4t

Regular hours with extra times occasionally.
TEH TAER A, AR A Nt

Date
H 19

Reviewed By

Bz
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Approved By
EEIVN

I understand and agree to the above Job Description and that as a policy of XYZ

Hotels & Resorts, it is the responsibility of all Employees, to be both willing to teach, in order
to help colleagues reach their full potential and willing and accepting to learn, in order to progress and

improve personal abilities, resulting in maximum guest satisfaction.

Z N C T AAT L B RATER ST, JRANRE I B A2 HR SRR iR 2Rk E R 581 i I
FITEE . IR T AR SR T IR SR T R LHIR DT . #Ek 3 B RATH A S 9 A0AT B B i
RIHERE: BT IR PR R RIHRTIT A NBRE . W IR B AR 2 R R I N

Employee Signature Date
AR H 3
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