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Hotels & Resorts - Front Office Manager
Company Name: [INSERT COMPANY NAME HERE]
Department: Front Office
Reports to: Director of Operations
Location: [INSERT LOCATION HERE]
1. Position Summary
The Front Office Manager runs the front desk, reservations, night audit, concierge, bell and valet staff. You'll staff the desk for each day's arrivals, train agents on check-in, cashiering and key control, handle the hardest guest complaints, and decide who gets walked, and how, when the hotel is oversold.
2. Essential Duties and Responsibilities
1. Schedule front desk, night audit, bell, valet and concierge staff to the arrivals and departures forecast.
1. Train agents on check-in, ID and payment rules, key control, upselling and [your property management system].
1. Run the walk procedure when the hotel is oversold, including where guests go and what they receive.
1. Audit cashier banks, paid-outs and rate overrides, and act on shortages or errors.
1. Handle escalated complaints and approve guest recovery within your limits.
1. Keep VIP, loyalty member and group arrival lists accurate and pre-assigned.
1. Clear room status discrepancies with the Executive Housekeeper before they turn into wrong-room check-ins.
3. Key Tasks / Daily Activities
1. Review arrivals, departures, VIPs, groups and blocked rooms, and pre-assign rooms for early arrivals.
1. Check the night audit package for rate variances, no-shows and accounts over their credit limit.
1. Work the desk at peak check-in and check-out.
1. Follow up on complaints from the shift log and online reviews.
1. Set rooms-ready priorities with housekeeping for early arrivals and groups.
4. Key Performance Indicators (KPIs)
1. Guest satisfaction score for check-in and check-out: [your target].
1. Upsell revenue at the front desk: [your target].
1. Guests walked: [your target].
1. Front office labor hours per occupied room: [your target].
5. Required Qualifications and Skills
1. [3+] years of front office experience in a full-service hotel, including [1+] year as a supervisor or assistant manager.
1. Expert in [your property management system], including room moves, split folios, routing and rate overrides.
1. Writes schedules from a forecast and stays inside labor targets.
1. Handles angry guests in person and on the phone without passing the problem along.
1. Knows card payment rules for authorizations, incidentals and protecting card data.
6. Preferred Experience
1. Experience with [your brand's] loyalty program and arrival standards.
1. Reservations or night audit experience.
1. Resort experience with group arrivals and packages.
1. Certified Rooms Division Executive (CRDE) or similar training.
7. Physical Requirements
1. Stand at the desk for long stretches during peak check-in and check-out.
1. Walk the lobby, guest floors and back of house, and lift luggage or supply boxes up to [30] pounds.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Works mornings, evenings, weekends and holidays, based on arrivals and staffing.
1. Covers night audit or a desk shift when someone calls out.
1. Lobby and back office, in full view of guests.
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 office manager 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.
Need help filling this role? HireBus posts the ad, Iris interviews every applicant by phone before you do, and you decide who to hire. Start hiring now: hirebus.com/hiring-audit · This template: hirebus.com/job-descriptions/hotels-and-resorts/front-office-manager
08b81b95bef320733cdc98c1631b0ac008b1bf6e.png
Iy
& Z
A Y Blueprint) n “ hirebus

Start hiring now «___» hirebus.com/hiring-audit





