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POSITION TITLE: DEPARTMENT:

Guest Service Representative Front Desk
REPORTS TO: FLSA DESIGNATION:

Front Desk Supervisor / Operations Non-Exempt

Manager / General Manager
DATE WRITTEN/REVISED: HUMAN RESOURCES OR PRESIDENT APPROVAL: YES

Jan 2023

POSITION PURPOSE

Provides friendly, courteous, and efficient service to guests at front desk, accessing information
required to determine appropriate action, and taking action accurately and promptly.

ESSENTIAL FUNCTIONS

e Using a video display terminal and keyboard, read, interpret, and record from
registration document to check-in and check-out guests.

e When information is incomplete or irregular, take appropriate action based on Hotel
policy/procedures.

¢ Respond to guest comments and complaints in a courteous, professional, but
expeditious manner.

o Keep front office work stations and lobby area neat, orderly, and stocked with supplies.

e Maintain complete familiarity with all emergency procedures and respond appropriately
to emergencies.

¢ Notify the Manager on Duty of unusual circumstances and situations.

e Know current status of rooms and individual guests.

e Review reservations due to arrive, checking for duplicates, overlooked special requests,
and other factors requiring follow up.

e Give direction and assistance to anyone who inquires about amenities and services in
the Hotel or the area surrounding the Hotel.

e Posting charges and processing payments from guests.

e Operating front desk switchboard, receiving and routing telephone calls.

e Perform other duties as assigned.
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NON-ESSENTIAL FUNCTIONS

e Occasionally lift computer paper weighing up to 18 pounds to refill printer.
COMPLIANCE TO POLICIES AND PROCEDURES

Adhere to all policies and procedures.

Know department fire prevention and emergency procedures.

Report accidents, injuries, near-misses, property damage and loss to supervisor.
Provide for a safe work environment by following all safety and security procedures
and rules.

e Know location of MSDS (Material Safety Data Sheets) binder for reference
and utilization.

TOOLS & EQUIPMENT REQUIRED

Telephone switchboard, computer terminal, keyboard, calculator, computer printer, credit
card verifier, fax machine, copying machine, and coffee maker.

PERFORMANCE STANDARDS

Accurately complete check in and check out procedures in three minutes or less.

WORK ENVIRONMENT

Normal office conditions with low lighting appropriate for constant video terminal work.

REQUIRED QUALIFICATIONS
a. Knowledge, Skills and General Abilities

e Demonstrate ability to establish warm and friendly relationships with guests.

e Demonstrate ability to perform work requiring effectiveness in
personal transactions both face to face and on the phone.

e Demonstrate ability to effectively and repeatedly perform precise clerical
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and cashier functions with high degree of accuracy.

b. Physical Abilities — May be required to:

e Stand for long stretches during work time.

e Quickly operate a computer terminal keyboard and a multiple-line
telephone console simultaneously with a high degree of accuracy.

¢ Read the computer screen.

e Communicate on the telephone.

e Take notes and messages.

C. Mental Abilities — Must be able to:

Ask questions that will bring forth information needed to make a sound decision.

Communicate concisely and understandably.

Shift tasks readily.

Quickly assess the circumstances surrounding a situation and immediately

make decisions.

Perform multiple cognitive tasks simultaneously.

e Receive negative and emotion-laden feedback calmly, without reacting
negatively or emotionally.

e Work independently, with little or no direction from or consultation with

Manager/Assistant Manager; and maintain a high degree of productivity,

friendliness, and accuracy.

OTHER

Regular attendance in conformance with company standards, which may be established from
time to time, is essential to the successful performance of this position. Employees with
irregular attendance will be subject to disciplinary action, up to and including termination of
employment.

Due to the cyclical nature of the hospitality industry, employees may be required to work
varying schedules to reflect the business needs of the business. In addition, attendance at all
scheduled training sessions and meetings is required.

Upon employment, all employees are required to fully comply with
rules and regulations for the safe and effective operation of the company’s facilities.
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Employees who violate Company rules and regulations will be subject to disciplinary action,
up to and including termination of employment.

QUALIFICATION STANDARDS

e Previous Guest Services experience an asset.
e Excellent communication and organizational skills.
e Strong interpersonal and problem solving abilities.

e Responsible and reliable.

e Ability to work cohesively as part of a team with minimal supervision.
e Ability to focus attention on guest needs, remaining calm and courteous at all times.

Licenses or Certificates

Not applicable.

Grooming

All employees must maintain a neat, clean and well-groomed appearance per
standards and must be in proper uniform at all times, inclusive of

name badge.

Acknowledgement:
This job description is not an exclusive or exhaustive list of all job functions that an employee in
this position may be asked to perform from time to time.

Employee Name (print) Signature Date

Manager’s Name (print) Signature Date
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