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Title: Assistant Front Office Manager
iVIA T ) 22 3
Department: Front Office
| HiTJT
Hierarchy: Reporting to Front Office Manager / EAM i.c. of Rooms
TEARAT B BT BB 3 3 55 73 Bl
Direct Subordinates: Front Office Supervisor
Hg % AT %

Telephone Operator Supervisor

EHLEE
Indirect Subordinates: Front Office Staff
FEEHE LR T #B 53 L

Telephone Operator Staff

Sy INANN
Category: L4
)
Scope / BREEVE -

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

PR E BT T X DL SR R SS, PRI PR R, S R f KA

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

P BT TR A R, IEEE ISR A, SREXHUI W i AR ANAERSEE R, 4ERFIN)E
7 it TR AR

To assist in managing the Human Resources within the department, ensuring that the work
climate is in compliance with the company policies and procedures and maintaining and
developing the skills and knowledge of the related staff.

PHBVEERES TN BHR, PRIE TAERRE T & AR BORRE Y, REE. A0 0 T AR
Behe S AR

Responsibilities and Obligations / /L& X %

Assists the FOM/EAM in monitoring the Front Office quality service and ensuring the conformity
to the company operating standards, procedures and local regulations in order to achieve customer
satisfaction and to preserve the XYZ Hotels & Resorts quality standards.

P B HT T A B A RS B AT S RS TR, ORI BN SRR . R A bR R

HIEK, DAREASRAT IR = AL, ORdsr E AR I [ o i 5 ) ot A

Monitors Front Office personnel to ensure guests receive prompt, warm attention and personal
recognition.

WERTT AT, BRRE ASRAF PR, Bl LSRRI IR S5

Maintains a high performance standard among guest contact staff so they are knowledgeable,
friendly and courteous when dealing with the guest.
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X FEA A B A TR, R R & TSR BRI AL AR, IR 2 I AR B, AL
7 IR AR5

Ensures the front of the house is maintained in excellent condition and cleanliness. Monitors
maintenance requests procedures and regularly inspects guest rooms, corridors, lobby, public
toilets, etc. to ensure proper maintenance and cleanliness.

PRUERT T 3B CAE XSG A R FF G, WOB 4R His ey, el &%y, B, KELLK&
HHVETA5E, BfR LB XA 24 F, B I R AT HI4Ed

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

WERTE AL, #RONE, <RI o0E L EM, BER R EHE S,
Handles effectively all guest complaints concerning the Front Office, taking corrective action to
prevent recurrence and convert the guest into a repeated customer.

A BRI JE AT & R, IF HRBS RSt S 15 oL OO A, B R R el =k
%o

Co-ordinate proper actions with other departments, inform the FOM / Executive Assistant
Manager i.c. of Rooms. Review all log books related to the department daily and take corrective
action when necessary.

HHEEEI A TR, FFmai T e/ 28 HESRATEE SRS . FHEZIA 5]
FREIH &, BN R I SUE T e -

Informs the FOM/EAM of results, via reports, trends or guest impressions and of problems in the
hotel affecting the guest or the operation.

AR A IR, T T AR B 5 55 0 RIS A B ANEIR A A N SR
B AE AR K ) o

Seeing to the accommodation and transportation of overflow guests in cases of full occupancy.
FENAEZRIE100%N, S PRH 5 T JovE AN 20 N1 S 28 38 1)

Maintains a close coordination between Front Office and other departments such as
Housekeeping, Food and Beverage, Sales and Engineering.

YR AT TS TN R TAER &R, W ha, S0, HeEMU & TR
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.

Sz, ALY, X, POGETTA R AL RIFRISC R, J9ilih G s gL L&
XK &R

Conducts daily briefings within the department where daily operational information is provided to
the staff when FOM / EAM are absent.

BT A s S n SR B AERE, REHARNTRS, R TARYRISERR.
Provides input to Front Office department meetings.

FERT T ER B PR H

Ensures that all tasks of the different sections of the Front Office department are implemented by
the staff according to the policies & procedures of the hotel.

PRAE 53 AR 5E BT T 350 8530 1) AR AT 45 Bl <3 0 5 EOR A

Daily checks billing instructions and guest credit for accuracy and compliance with hotel credit
policy.

R HR AWK B HEN, DIRORHER R, AT &0 5 HBUR.
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Works closely with the Accounts to ensure billing procedures are effective.
H5MEMITEHEGE, WIRATIKIE R A2

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.

BIORET & 27 K H AERS, DRUE TR BTIT 2 5% 3 5 1 A% bl s 108 i 45 DY EUR i 17 12
o

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

VEHAEHI AT T A0S 8 A, Ay & 2 b5 B A

Analyses and approves rebates, discounts, complimentary, up-grades and room rates according to
the internal policies and procedures in the absence of FOM / EAM.

R JT B4 BB s 55 70 8 RIS ANTE RIS, SRR P BB SR e o A T R 3, 410,
Wik, THHLLR B

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

RN IEE B, THENL, UARILEATBUE ELGEE A, BN 2R R R RS
Ensures a professional switchboard operation at all time and carried out routine test calls to ensure
the standard is as high as possible.

IR SIS ER BN, 8 BISE il aom i, DA IR Al 95 Fm il B i

Inspects frequently for cleanliness and orderliness of the Lobby reception and Cashier’s desk and,
or on random basis, V.I.P. rooms prior to guest arrival.

LR KRB UL RWCRZ T RS T A 7, EHEER NS TR % )5 .
Co-ordinates with security in the investigation of irregularities and undesirable guests.

SR RIEAE, WATNRERA RS TN,

Co-ordinates with Housekeeping on checking room discrepancies.
HEEHEEIR AR RS ER.

Controls the room availability in tight situation

FE25 5 BE N B SR IS 4200 D 25

Assists the FOM / EAM in their daily operational tasks.

PR T B2 B A s 5500 RIS e I H H B AT S

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

B ORER T TN 02 & B B O A6 24000 (R T =24t s i 2 ik 55

Maintains appropriate standards of conduct, dress, hygiene, uniform appearance and posture of
department employees.

WIRERT TR TAT N, %8, P4, (BRGNS BRSRAE.

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

TR 58 R ST B BURRE P T, MRS hrit, TARESS DLAHRA A, I BE T 55T
Ensures all staff is thoroughly familiar with the Hotel’s emergency procedures.

T PR SR TR B 2R P

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

T IFIE Sy ST AR SR B VA KR s TE b, LR R EEOR
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Assists all subordinates in the accomplishment of their job description.

WA N TIEAT H KA ER 5

Assists Front Office Manager in personnel related matters such as interviewing, appraising and
consulting.

AT T A BT B RN AR, ik, YRl s AR

Identifies training needs, assists in developing formal training plans and implementing training
sessions.

TR R, ohBhm R, IR IR .

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

P 0L TR A e A B AR ge it 3%, JF AR R NS R Pl s 3R .

Carries out duty management shifts according to the rota established.

R E LR R B AT E LA PR 57

Co-operates in the performance of any reasonable task requested by the management.

Mo e B B REDOR e S TR 224

Adheres to all hotel policies and procedures. Acts as Front Office Manager in his absence.

P EBURTE P, (ERTT & BEATERACN JBAT AT T # A B R 51 .

Prepares work schedules and store requisitions on timely basis.
LSRRI AR AR, MFEAATR KIS .

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

TRRIFE A RIE S TS, IR 01 LREW R %7 %

Knows the operational use and available facilities of the PMS.

AR B R Guis B D ae DA AT e .

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

B DR AT T 50 53 AR I M A8 B T H BAR S A et .

Security, Safety and Health / fR[&, %4 R{EE

Maintains high confidentiality in regards to guest privacy.

TRIEZE NS AL = AL

Reports any suspicious behaviour of guests and staff to the General Manager and Security.
e N TA AT 5847y, SN ) S 22 3 R 22 AR T] Sk o

Notifies housekeeper regarding lost and found objects.
BRI A, S 5 RN 2 55

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

L AR A AT ATV AE BRI SR R G

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

FAEME KK, B BUE L SR E B O «

Follows emergency procedures to provide for the security and safety of guests and employees.
WY TR RSB, PURIER AN K R T2 4.

Works in a safe manner that does not harm or injure self or others.
SCHTTAE, el R E B KB N

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

UL AT B SR BGOSR B
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e Maintains the highest standards of personal hygiene, dress, uniform, appearance, body language
and conduct.

REFRAEDNANRE, B, CFEMGR, BiES &ATh.

Competencies / B8 I ER:
Good command of English and B B ZE3CRE S
e Five (5) years experience in a 5 star hotel.
54 R JE R TAEA T
e Proficient in MS Office — Excel, Word, Outlook
ALK 0 B A 45/ BE J7-Excel, Word, Outlook

Interrelations / A HELR:

e Liaises with all departments to ensure smooth operation and develops effective relationships with
guests, business partners, local community, local authorities and intermediaries in order to create
optimal business opportunities and community relations for the hotel.

SIS BT A SR RIS A FrigfE, 5%, msalrtktt, ZirtX, /L
LR RAFEOHR SR, DAGUIE R R M B2 9l 57 R I B4 X5 &R .

Executive Duties / {TBUR 5 :
e To assume the functions and responsibilities of Duty Manager in accordance with the Hotel's
Duty Manager's Roster.

MRAEIG (AT BAC (B R, AL E YR PR AE LR Dt .

Work Conditions / THEZ&4F:
e Regular hours with extra times occasionally.
TEH TAER A, BRIt

Date
H 39

Reviewed By
EE YN

Approved By
CE N

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.
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AN O T AEIHATT A BRI ER BT, IR i 67 BR 5T KEAE iz /R B I Pl ¥ )5 TR

SR o R THER SR T IR SR A S LR BT B3 BT R R 3R (AT B &
REGTERE; SR T IS I RIEIFRTE N BB P IR 2% H AR BRI 2 N

Employee Signature Date
TS H 3
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