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Position title:  Front Office Manager 
Supervisor:  General Manager

Date revised:  June 20, 2017
Position purpose:  To proactively ensure positive execution of hotel operations, to include, but not limited to front office and meetings/banquets. To drive a positive, high energy culture to optimize guest satisfaction, associate satisfaction, and quality standards.
Associate related tasks
Responsible for development and monitoring of processes to ensure proper selection, training, counseling and motivation of hourly associates in designated departments.

Reviews all hourly personnel appraisals in designated departments.  
Reviews hourly associates’ disciplinary procedures and documentation.  Follows positive discipline steps, up to and including termination, to correct hourly and management (if applicable) employee performance deficiencies.  

Guest Relations Tasks
Responsible for processes to ensure an unbridled associate attitude of attentiveness and anticipation of guests’ needs.

Ensures proper delivery of guests’ special requests.               

Meets with and solicits comments from guests on a regular basis to determine their level of satisfaction with all guest services and facilities.

Monitors results of guest comments.  Takes appropriate corrective actions on a timely basis.

Responds and follows up on all written guest complaints to ensure the guest satisfaction with the resolution of the complaint/problem.

Responds to all comments in brand guest satisfaction system/proactively answer both good and bad comments

Proactively looks for opportunities EVERY DAY to impress our guests – with gifts, handwritten notes, etc.  

Drives guest loyalty by ensuring that our front desk associates sign up every possible guest for brand specific guest loyalty program.
Product Quality 

Checks meeting rooms to ensure perfect execution of meeting guests requirements.
Financial Controls 
Reviews and approves (if applicable) financial paperwork and reports.

Monitors and assists the Front Office Manager in the administration of Accounts Receivable.

Safety & Security 
Responsible for development of safety programs.  Ensures proper training of all associates to act according to procedure in the event of an emergency or accident at the hotel.  
Monitors the hotel key control policy is utilized properly in all hotel departments.

Monitors Front Office associates are following the Ceres cash control procedures.

Assists the GM to ensure security needs of the property, associates and guests are met.

Responsible to ensure every front desk associate has P.I.C. training.
Communication 
Responsible for maintaining effective hotel communication and information system through logs, department meetings, shift changes and coaching.
Accessible 24 hours a day, 7 days a week by carrying the company provided cell phone.
Physical Requirements
Prolonged periods of standing at front desk, sitting at a front desk and working on a computer.

Must be able to lift 15 pounds at times.
Other
Functions as a member of the hotel management staff.

Perform any other reasonable request made by management including special projects for the hotel.

Associate’s Signature______________________________
Manager’s Signature_______________________________

Date __________________________________________

