JOB DESCRIPTION

Job Title:

FRONT OFFICE MANAGER



Responsible to:
 Senior Front of House Manager


Purpose of job:
To manage the effective operation of the front office department, including reception, nights, events, GSD and concierge teams ensuring hotel policies and procedures adhered to and customer satisfaction maintained at all times.
Main duties:
· To manage the day to day operation of the Front Office department ensuring that all systems and procedures are followed
· To ensure that each Front Office team are fully conversant with the hotel facilities and hallmarks and are able to pass this information to potential guests
· To ensure that the Front Office teams are fully aware of hotel availability and take every opportunity to maximise room sales
· To demonstrate and ensure all team members demonstrate a service attitude that is attentive to guests  and exceeds customer expectations
· To manage and fully understand all systems in the hotel relating to front office control and strategic management ie. GDS, i Hotelier, Avvio, Protel, etc.
· To ensure that communication procedures are effective and efficient on a day to day basis enabling the operation to plan and deliver all customer service requirements
· To ensure that strict security procedures are in place within the department and are adhered to by all teams
· To oversee budget and forecast figures against targets in all bedroom and event sales and account for any deviations 
· To oversee the management of rotas, timesheets, lieu time and holidays ensuring staffing levels are in keeping with business needs
· To tend to assessments, appraisals, disciplinary & grievances of team members in line with the company’s performance management processes and procedures
· To ensure new team members receive structured training and take part in the company’s induction process
· To ensure team members receive training & development as part of the company’s training & development policy 
· To ensure all staff complete their passport training

· Continually analyse actual standards against external and internal measures
· Actively participate in any training and personnel exercises designed to improve standards and performance levels
· Observe all requirements under Health & Safety regulations

· To upkeep the company’s equal opportunities policy to ensure a neutral working environment

· To keep staff/work areas tidy, safe & report any hazard, accident or loss or damage to management and observe all requirements under current health & safety regulations
· Adequate control procedures to be in place

The above is not intended to be an exhaustive list and you will be expected to comply with any reasonable request or duties directed by management.

