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Department:  Hotel Operations 
 

Position Title:  Front Office Manager 
 

Job Description:  

 Ensure that the colleagues are performing their task and duties in compliance with the company 
policies and procedures and respecting the hotel standards at all time  

 Maintain for the team a full knowledge of the hotel features (Guest service, Restaurant, Catering Event, 
Guest Laundry Operation, SPA & Recreation)  

 Maintain for the team a full knowledge all hotel room inventory, daily occupancy, rate structure, 
monthly target, annual revenue and monitor accordingly  

 Is fully informed of daily house count, expected arrival and departure  

 Is fully aware of the VIP arriving and departing daily  

 Maintain for him and his team a full knowledge of the events planned for the day  

 Inspect VIP rooms prior arrival and ensure preferences are set properly  

 Report weekly team progress and struggle with the Director of Rooms  

 Welcome and room VIP’s to their accommodations  

 In case of any emergency he is the point of contact  

 Is one of the member of the ERT team and ensure that procedures are followed and respected based 
on the company policy  

 Approve or disapprove prospective guests when their behavior is not appropriate and would share the 
case with higher management  

 During crunch time, he will assist the desk and escort guest  

 Possess a comfortable- good knowledge of all computer systems used at the front desk ( PMS- Go 
Concierge- Dispatch system- Glitch system-…etc.)  

 Is present in case of upgrade of systems  

 Is present in case of system failure  

 Interview and recruit candidates  

 Perform regular appraisal of the team members  

 Keep colleague updated on career development and moves  
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 Consistently monitor and analyze the result from quality audits, guest comments, and share them 
openly with the team  

 Maintain an open and permanent communication with the front desk team and act when action is 
required  

 Ensure accuracy of data collection  

 Lead schedule and record regular staff training  

 Compile training schedule and working schedule  

 Drive up-selling program  

 Compile monthly report for account of up-selling and analysis of up-selling monthly and share with the 
team  

 Review regularly with reservation forecast to better allocate room blocks  

 Oversee the regular daily briefing and meeting  

 Ensure staff is punctual and well groomed at all time  

 Ensure the front of the house is impeccable  

 Ensure that the back office is kept clean and tidy  

 Provide coaching on performance  

 Make use of every technology to measure team progress and praise good work  

 Promote in house outlets  

 Ensure credit card policy as well as all other payment method is complying with the procedures  

 Ensure that the guest information is secured at all time and comply with the hotel policy  

 Record guest complain and ensure report are compiled by the end of each month  

 Ensure when complaints occurs that guest are met by a manager if he is busy  

 Review once per year all SOP and P&P relative to the department and update them  

 Share and submit any service susceptible to improve the service to our guests  

 Keep informed about competitors results, trends and new products  

 Look for ways to improve productivity and reduce operating cost without compromising on quality  

 Perform any reasonable work as instructed by his direct supervisor 
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Job Requirement:  

 Bachelor’s degree in Business, HR Management or related discipline. Masters or MBA preferred  

 Minimum 8 years relevant working experience including a minimum of 5 years at 
management/supervisory level  

 Professional HR designation or equivalent work experience preferred  

 Knowledge of Macau labor legislation  

 Familiarity with benefit program design and delivery  

 Hands on knowledge across all Departments Functions in Integrated Casino & Hotel Resorts industries  

 Excellent relationship building, influencing and communication skills to build effective partnerships  

 Strong organizational and project management skills  

 Strategic thinking capability and “hands on” HR plan implementation experience  

 Proficient in both written and spoken Chinese and English 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Interested Parties, please apply via: 

 Email the detailed resume to careers@macausjm.com 

 Recruitment Hotline 68827060 / 68827116 / 68827117 


