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Title: Front Office Supervisor
HRAL AT 83
Department: Front Office

i T JT B

Hierarchy: Front Office Manager
S S=PORA AT 4 B

Direct Subordinates: Shift Leader / Receptionist / Cashier
HEZE TS SUPLIT & A MR
Indirect Subordinates: N/A

)% T )& AT

Category: L5

) 5%

Scope/HR REVE FH -

To manage the shift of the front desk in order to ensure customer satisfaction and to maximize the
profit of the hotel.

BRI YO, DI OR 2 T 5B I S BIR J5 R i e KAk

To monitor the front desk control systems, to ensure that costs are controlled and that the product
quality standards are maintained.

WE AT EEH RS, R IR YERE ™ it i .

To lead the front desk, 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.
TeHERT & TAE, BIORAT & TAEMEAT & AR BURRE R, 4ERFHF4R mriE ¢ 7 T AR RE
B BARE IR o

Responsibilities and Obligations/3AE & X 55

Assists the Assistant FOM in monitoring the Front Desk 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.

PR T AR A 2 B R T S IRSS TR OR S I AR ST IS IS bR . R SR
WIRE, PASRAS R, 4ERF AR SV [ Byl s ) ot v

Assists the Assistant FOM to ensure a smooth operation at the front desk and fulfils all tasks and
duties of the front desk as per the company policies and procedures and handles day to day
functions such as arrivals and departures and information requests.

P BT T AR 2 BRAG OR AT T AR IR RIS S, AR ELA] P i A AR [ B0 BB 5 R T
B, AbFBENE, BE LRSSl Ak,

Maintains a high performance standard among front desk staff so they are knowledgeable,
friendly and courteous when dealing with the guest. Maintains an up to date knowledge of the
hotel product and local services and supplies information and responds to guest queries.
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PRI G 0 T2k, #iRHE &R I RAEIR, FEmR 2 I PAi Tk, Al 3 s i
PEAEIRSS o WhOR AL TR TS 7= it BL AR W IRGT B S, DMEAE RS AN 1] I g FL g fit
BNV YA EIE=R8

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

WERTE NG, BAORFERIRG SN, iR AR R IR DL S AN AK R ) gk

Receives guests in a professional and friendly manner, satisfying guest expectations from arrival
through to departure. Greets guests on their arrival ensuring they feel expected and welcomed.
LAk, A EIALAGERER N, Wi OR FE 2 AR 2 B 5 AR AR B 2 . 7R AR
JE G 2 NI, wOR AT TR A2 2 AT A Koy .

Monitors front desk 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, WRER, < ARARRENLER, BENREPIEHELE.
Handles effectively all guest complaints, co-ordinates proper actions with other departments and
informs the supervisor and follows up.

AR HEERRVR, SHEET T FAREUE S 0585, m) E gk it

Ensures high level of appearance and grooming by personnel.

BRI A 1 TACEACR LA bR o

Ensures that the guest receives the accommodation he/she is expecting.

IR T2 2 52 B B A 45 & it b B3 2R

Maintains effective communication and good working relationship with all related departments to
ensure smooth service delivery.

S EHrA MR T4 R iE L BRI B) TAESC R, BRI BRIt .
Maintains awareness of guest profiles through the PMS guest profile system.
HBITEETT S R4 T HEEER.

Using Fidelio Front Office system (or any other system in use), processes accounts from check-in
through to check-out, ensuring posting of food and beverage and ancillary charges.

fffHFideliofii & &4t (BEHEHEH RS , FRANEUIBREKE, FRER LR E
B9 H IEBIAK o

Receives payment by cash, check, credit card or account, adhering to company Credit Policy and
provides Currency Exchange service.

e, SR, EHREEEK S 73, SIS R4S BRI 3R #5211 5tk
%

Balances accounts of day’s business at end of shift.

FEPERAE S AT H H L5 45 5

Records all instances of refused business, with reasons for refusal.

SR P BAR ML 55 LR AHE TR A

Checks all cashiers City Ledger bills at the end of shift to ensure that the billing and attachments
are correct.

FEPEIR S5 5 hor 2 30 < (R B2, 00 R P A W B0 DU S B AP e R A 12

Checks all shift reports with particular reference to Credit Check Report, Routing Instructions
Report, Rate Discrepancy Report and Housekeeping Discrepancy Report.

HRURIEE RS, o IRIE Rk, kg AR USE AR AR, X RTE PR
AR S AT A
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Maintains an up to date back — up report during the shift.

FEHRIE IS 3o 24 R B4R o BEAT 45

Conducts pre-shifts team brief and end of shift handover.

HEAPERT] 23 LA R B JE A2 #5

Has a thorough knowledge of daily, monthly and yearly targets.

TRRTITE R, AR, BLARSEREREST H br

Maintains department notice board and ensures that all employees are aware of new issues.
SEHTERT A0 S A2 OR R AR R E B

Supervises day to day functions ensuring standards are adhered to.

W B AT T R TAE, DA OR & TUAR 4 (R 1 b = o

Ensures new employee, retraining and corrective training is carried out.

BRERBT DA L, BRI BL AR RS I 42

Responsible for the maintenance and re-organization of standards manual for the Reception.

B DTHT G BRI T 4B S S

Ensures that the Front Office Manager is informed of all developments on the Front Desk.

DR ) BT B2 3R & T A BT A SR S R

Maintains the Reception log book, filing system and stock/stationary.

e HE, HM RS AER.

Ensures that all tasks of the Front Desk are implemented by the staff according to the policies &
procedures of the hotel.

DR TT 8 BT AR AT S5 AR 0 5 BUR AR PP 56 B

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

B HREIK S 2 B RSO, BRORHERA TGV, JERFE M 1S FHBUK.

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

IR A I E &g, THENU LSS G EYTE, R gifrmd TIERE.
Ensures that the shift is effectively manned and motivated to consistently deliver high levels of
guest service.

BRI S AT AT BN R G PR E, IR 2R i m B & P IR GG .

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

WIREST TR TAT N, %8, P4, (UGS BIRSRA,

Ensures all staff of the shift is thoroughly familiar with the Hotel’s emergency procedures.
WERITA M PE R T 584 1 RIS TRE T .

Assists all subordinates in the accomplishment of their job description.

PR & 5 B AT H A IR BT

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

e R B FER BT & B LA 55 .

Adheres to all hotel policies and procedures. Acts as Assistant Front Office Managerwhen absent.
ST E BRI, JRAERT T B & 20 FANCE S I R £8 5 <A A .

Prepares store requisitions on timely basis.

PR SEBRE OLHE R PEAT FI .
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Knows and uses the company marketing programs and ensure that all staff are fluent in the use of
these programs.

TRt IS T I 8RR, MAORITA 2 T REE ARl FZER 7 .

Knows the operational use and available facilities of the PMS.

TG E R G i B Dy RE O e H it

Ensures that Front Desk employees promote inter-hotel sales and in-house facilities.
WHORATT &0 4 L2 54 & I H PLK O 3 -

Security, Safety and Health &, 24 R

Maintains high confidentiality in regards to guest privacy.

FKTHNEA, ERFFmiLE .

Reports any suspicious behaviour of guests and staff to the General Manager and Security.
Wi N TA AT 5EAT y, S ) e 22 3 R 22 AR 1] S i o

Notifies housekeeper regarding lost and found objects.

B EUEATE RN, PS5 R0 s B

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

e N R IR R AT AT v AR B SR R S s

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

PG R, BRI LA SRR TSR

Follows emergency procedures to provide for the security and safety of guests and employees.
AT RSN R, RIER AN R L7 4.

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

PASCH 224 i 7 sNEAE, @i kB S R E N

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

TR FT BEH) SR BTG B, JF S i R BN 5

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

RFFRAEDN N, EFR, OFENER, BRES KT8,

Competencies/fE /7 ER :

Good command of English and another language.
AGERIE N S —IES

Three years experience working in 5 star hotels.

LA ES RGN T4 K.

Good knowledge of Fidelio, Opera or other similar PMS.
R 47 K Fidelio, Operasli g ARUR JE 4 2 R G R1TA .

Nterrelations/ B AHBE A :

Liaises with all departments to ensure smooth operation and develops effective relationships with guests,
business partners.

L5 B H8 T TIB AR AR ORI S HE I 2 1F T 5 56, AR PRSI IR AR
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Work Conditions/ TAE %t
Regular hours with extra times occasionally.

HH AR 8], BRI

Date
H 1t

Reviewed By
HRZN

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.

Z N C 1 IFNT L BB ER BT, IR R LG 5 A7 HR R4 b 2R B R 58 i R B
KI5 SR T BEZ IR T2 5 2 2 A R TR ST . B 35 BhaRA 11 IRl S R AT 1 B &
KHPERE: R TIFER 2R R IFIRT I NI RE . P BB 2 B bR R i K2 N S

Employee Signature Date
TS H 3
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