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An Introduction to the Front Office
Department

The Front Office Department has been described as the
nerve center =~ of a hotel. It is the department that provides
the first and last impression of the hotel to the guests, and
one that the guests rely on throughout their stay for
information and service.

Functions

Members of the Front Office welcome guests to the
accommodation section: meeting and greeting them, taking and organizing reservations, allocating
the check in and out of rooms, organizing porter service, issuing keys and other security
arrangements, passing on messages to customers and settling accounts.

To many guests, the Front Office represents the hotel. It is therefore vitally important that
employees display a prompt and courteous attitude toward all guests and demonstrate excellence
in service.”

Organizational Structure

The organizational structure of the Front Office varies depending upon whether the
establishment is a small business or a large hotel. Large hotels often organize the Front Office
according to functions, with different employees handling separate areas. They support many
positions with a considerable separation of duties. These positions typically include, but are not
limited to: a front desk agent, a cashier, a mail and information clerk, a telephone operator, a
reservation agent, and a guest service agent .

Vocabulary T :
RRIE oy The Front Office of a mid-size hotel performs the same functions,
reservation n. $iT but with fewer employees. Staff members are often cross-trained and job
;;meous qrLE duties are typically combined. Small hotels may have a single front desk
demonstrate v. & 75 agent who performs nearly all the functions, with little assistance.

cross-train v. & X 3|

gz
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The Front Office Manager

The Front Office Manager is responsible for organizing
the activities of the Front Office employees. He/She
oversees a variety of tasks including office operations,
accounting, customer satisfaction and emergency
procedures, among others. He/She also implements any
policies or procedures that are administered by hotel
management. When VIPs, such as celebrities or dignitaries, stay at the hotel, he/she is often

responsible for giving them the personal attention they require. In most instances, the Front Office
Manager reports to the hotel’ s General Manager.

Interactions with Other Departments

The Front Office staff interacts with all departments of the hotel, including Marketing and
Sales, Housekeeping, Food and Beverage, Maintenance, Security, Human
Resources and so forth. These departments view the Front Office as a :mt:r{iiéﬁ@

communication liaison in providing guest services. Each of the departments dignitary n. 8 % A4
has a unique communication link with the Front Office staff. B A

Notes
1. nerve center FHZEHAX
2. It is therefore vitally important that employees display a prompt and courteous attitude toward all

guests and demonstrate excellence in service. Pt , Bl & 5 T7E BT A % A WA & 20 Bk (AL B4
It 95 785 JBE LA B s 8 | G 5k # R 55 R AR L B

3. a guest service agent & 7 ]t 5 103 . A LI 5 AL XXM a uniformed service agent.

TextB

Receptionists

A hotel receptionist, also sometimes called a hotel desk clerk or front desk staff, is a person
who works at the front desk of a hotel, greeting and assisting guests.

The hotel receptionist is always the first person the guests speak
to when they: arrive at a hotel or call to make a reservation”. It is often Vocabulary
the receptionist’ s role to ensure that the guests are taken good care of  dlerkn. R

and are made to feel warmly welcome during their stay. If a guest is i v B

304
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et 45 treated poorly by the receptionist, it is likely that they
will have a negative image of the hotel and may not
return.

Duties & Responsibilities

eCustomer Service Duties

Hotel receptionists are responsible for helping
guests to make reservations, welcoming people to the
hotel, using computers to handle guest arrivals and

. check-out, allocating rooms, answering questions and
meeting the needs of guests. Throughout their guest’s stay, the front desk staff will be the guest’s
main point of contact with the hotel. = If the guest has any concerns, complaints, or special re-
quests, they will speak with the front desk staff.
eFinancial Duties
Hotel receptionists are in charge of collecting room payments and settling accounts *. He or
she must know how to process credit cards ', and how to add room charges for things such as news-
papers and food delivery. Fees for damage to the property
and charges for missing items are also usually handled by
the receptionists. y
Job Requirements ’ ‘
Hotel receptionists are responsible for presenting an b} o i
image of the hotel, so it is extremely important that a ho- ‘n 7
tel receptionist has a wide variety of skills to assist guests. ~

Hotel receptionists must generally be very friendly,
outgoing, caring, and helpful. It is important that they enjoy serving

negative adj. 1 T #
: ] complaint n. 4%, #
sional appearance by being well-dressed and neatly groomed to pres-  outgoing adj. 7 8ty

and assisting people with their needs. They must maintain a profes-

ent a positive image. In most cases it would be a great advantage ifa  &°°om"- s
hotel receptionist had excellent computer skills, and was also able to
speak more than one language.

Promotion Potential

Working as a hotel receptionist is itself a dream for some people. But for others, beginning at
the front desk is a way for them to move on to other more influential or important positions. Many
hotel managers, concierges, and event planners ~ started out staffing the reception area.

{4



“Notes

1. make a reservation {75
PR B R T T

T, BBEETREA AT LA G BT (SR BUT & 5T R B TIAR

2. Throughout their guest’s stay, the front desk staff will be the guest’s main point of contact with the hotel.
FER AN, 3B R E RRT A R bR — R IR % -

3. collecting room payments and settling accounts (4R 458

4. credit cards gl ZAAMLEE#EERANMAKE A =M FHF A 57K,

&, event planners 7% 21 K R &

Origin

The origin of the word “concierge,” pronounced |
as “cawn-see-airzsh,” is uncertain. Some suggest that it
comes from the Latin “conserves,” meaning “fellow
slave.” While more claim that the term originated from |
the French Comte Des Cierges, meaning “the Keeper
of the Candles.” This position centered on tending to ;i
the needs of nobility who were visiting the castles and
palaces in Europe during medieval times. The early
meanings are now irrelevant as we associate the

Concierge

concierge with the hotel industry.

Development

The value of having a concierge was quickly recognized and the position then expanded.

Having a concierge was quickly incorporated into the lifestyle of the elite members of nobility and

Vocabulary

originate v. & T
medieval adj. ¥ # 4.8
irrelevant adj. £ 48 T #
elite n. 3

caretaker n. &[T A
high-end adj. % 3% ¥

was considered an essential status symbol. In the 19th century
Europe, concierges held positions as property caretakers in
apartments, serving as security and attending to the needs of the
occupants. By the 20th century, the position had established itself
around the world and all high-end hotels required a concierge. By
the end of the 20th century, most hotels had concierge services

.
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available. The 21st century expanded the title to include positions at hospitals, theme parks, and
private clubs."

Concierge Services

The essence of the hotel concierge job is to provide personalized service. A hotel concierge is
there to ensure that guests have everything they need during their stay. Typically, the concierge sits
at a desk in the lobby, and guests can either stop by or call with their requests. Those requests may
include transportation, restaurant reservations, theater tickets, city tours, pet services and
babysitting services, meeting plans, flower deliveries, language interpretations and more. “ The
concierges can get guests anything they want as long as it is “legal and ethical”.”

Les Clefs D’ or

Hotel concierge staff have their own professional
association, called Les Clefs D’ or * or The Golden Keys.
This organization was formed in France in 1929 and now
has more than 3,000 members in over 50 countries.

You can easily recognize the members by the keys they
display on the lapels of their uniforms. These crossed
golden keys are more than just a symbol of the

organization—they are the symbol

essence n. A Jf . of guaranteed quality service. Their motto is “Service Through
ethical adj. ¥ 18 ty . "3 o 6
dindlar v R Friendship.” © They have a finger on the pulse of their city and know

guaranteed adj. 4R B what recommendations to make and what to avoid. The common
motto n. B F

interest of the members is to promote friendship, so they may better
fraternity n. JL %4 p P g

assist international travelers and tourists by developing a hotel fraternity.

e

Notes , ‘

1. The 21st century expanded the title to include positions at hospitals, theme parks, and private clubs. | T 21
g, ZRAE 27 RE T Epe B AR LKA FTX AT,

2. Those requests may include transportation, restaurant reservations, theater tickets, city tours, pet services
and babysitting services, meeting plans, flower deliveries, language interpretations and more. % A fi3 46
TR AT BBASE : SR S5 BT HOT JRIBE T ISR BUT I il AR 55 ORA AR 55\ 2GR A R
5 U RGBT BESE.

3. legal and ethical & F 753 S1H

4.Les Clefs D’ or Hfr & PIRLAL . ZALRRTEEER, H 19294 24, B2 BRME—HA 804F i s
HIRIER AL AMEAL B AL B BRAL i AR 55 L 41

5. Service Through Friendship A if \WME ik %
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Q{Jllselul Words and Expressions
P '

1. rely on 4ix& ) pass on {£3%

3. be limited to BRF 4. view...as... -+ HAoeeees
5. make a reservation ¥ii7] 6. take good care of %F4F BB
7. be in charge of {13 8. originate from #ZJEF

9. centeron Y-+ Ay 10. stop by 4% =58

Practical Reading |

Room Resetvation gform

First Name: Middle Name: Last Name:
Telephone: Fax:
Address:
Title: Nationality: No. of Persons:
Check-in: Check-out:
Flight No.: Arrival Time:
Room Type: Deposit:

Single

Double

Twin
Credit Card No.: Credit Card Type:

Smoking )

) Special Requests:
Non-smoking

.
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