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Hotels & Resorts - Front Desk Agent
Company Name: [INSERT COMPANY NAME HERE]
Department: Front Office
Reports to: Front Office Manager
Location: [INSERT LOCATION HERE]
1. Position Summary
Front Desk Agents check guests in and out and take care of what they need during their stay. You'll verify ID and payment, assign clean and inspected rooms, make keys, post charges, answer the phone and solve problems on the spot. Many guests judge the whole hotel by how the desk treats them.
2. Essential Duties and Responsibilities
1. Check guests in: verify ID and the card on file, take the incidentals authorization and assign a clean, inspected room.
1. Make keys only after confirming identity, and never say a room number out loud.
1. Check guests out, review the folio with them and settle by card, cash or direct bill.
1. Post charges, adjustments and paid-outs in [your property management system] within your approval limits.
1. Offer room upgrades and packages at check-in when they fit the guest.
1. Send guest requests and complaints to housekeeping, engineering or a manager, then follow up with the guest.
1. Balance your cash bank and card receipts at the end of each shift.
3. Key Tasks / Daily Activities
1. Read the shift log and the arrivals list, noting VIPs, groups and special requests.
1. Check room status with housekeeping and give waiting guests honest times.
1. Answer and transfer calls, take messages and set wake-up calls.
1. Write shift log notes so the next agent knows what's still open.
4. Key Performance Indicators (KPIs)
1. Check-in wait time: [your target].
1. Upgrade and upsell revenue per shift: [your target].
1. Cash drawer overages and shortages: [your target].
1. Posting and folio errors: [your target].
1. Loyalty program enrollments: [your target].
5. Required Qualifications and Skills
1. High school diploma or equivalent.
1. [1+] year of customer service, cashiering or hotel experience.
1. Comfortable running a computer, multi-line phone and card terminal while talking with guests.
1. Follows ID, key and payment rules every time, even when a guest pushes back.
1. Explains charges and policies clearly to tired or upset guests.
6. Preferred Experience
1. Experience with [your property management system] or another hotel system.
1. Speaks [languages your guests often speak].
1. Cash handling experience in retail or banking.
1. Knows the area well enough to give directions and restaurant tips.
7. Physical Requirements
1. Stand at the front desk for most of an [8]-hour shift.
1. Lift luggage or packages up to [30] pounds now and then.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Shifts of [7 a.m. to 3 p.m.] or [3 p.m. to 11 p.m.], including weekends and holidays.
1. Lobby work in uniform, in full view of guests.
1. Busiest at morning check-out and afternoon check-in, sometimes with a whole group arriving at once.
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new front desk agent gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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