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in the New Consumption Era




A=

Preface
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How to achieve a perfect hotel stay?
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This question, like reading "Hamlet," has different
answers for everyone. Comfortable and quiet sleep, a
variety of breakfast options, surprises in the minibar, a
warm and romantic candlelit dinner, and super

Instagrammable spots... In the new consumption era,
it's no longer just a simple night's rest for hotel stays.
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For guest experience occurred in every stay, the
front office, as the face of a hotel, is a key department
that leaves good impressions on guests. When a hotel's
face and its voice blending together, the chemical
reaction between them will creates a satisfying stay. In
this report, VeryEast Talent Development Academy will
present you the profile of front office talents in the hotel
industry. By prospectively exploring the talent
development, we will know more about those "smiling

angels" who are with "Appearance and More Utterance"
in the new consumption era.
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Chapter1l

The Organization Chart and
Core Functions of Hotel Front Office

\/
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Common Front Office Organization Chart

B [T 8B43R
Front Office Manager
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Asst. Front Office Manager

O IR N e

BEILER REXAR EIES) TBUER  TIE&EAH
Lz R 212 218 4218
Chief Concierge Guest Relation Front Desk Executive Club  Reservation &
Manager Manager Manager Operator
Manager
e — Y
REARS
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Guest Service
Manager/Duly Manager
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FE/AY FE/EE TE/ME EEBE/MPE B/
Concierge Guest Relation Front Desk Executive Club  Reservation &
Supervisor/ Supervisor/ Supervisor/ Supervisor/ Operator
Captain Officer Captain Captain Supervisor/
Captain
ILRRA BEEXA CIN=) TEBCER  TE & 2
TR g ] TR
Concierge Guest Relation Front Desk Executive Club  Reservation &
Agent Executive Receptionist Agent Operator Agent
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Source: VeryEast Talent Development Academy
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Core Functions
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REFIC
Guest registration

ARFAESREFICHEXNIE NBRHEAN
. BiE2E. B RHIE. BN E B DIEREF,

Does all guest registration-related activities like
welcoming, check-in, room assignment, keycard
activating, room rate informing, check-out, etc.

RERS
Guest service

ARPINBEXASRERSEXBIEMRER), 10
1TZEEPRVITERNE. AL R EPRYOYZE AR SS 1T HUBED
NRFIEFHNRINRS.

Fulfils any guest services related activities in
assigned areas, such as iuggage handling by the

bell desk, taxi hiring by the concierge, welcoming
and F&B service at the executive club.

REGESHIELRE

Guest database handling
FEHEEIPRENE BIIERE, QIR HEP
REHEE(BEMAGRENEHLIER. EHH
RE BEBERIEE) .

Develops & maintains a comprehensive database
of guest information, creates and maintains a

guest profile (including personal details, stay
history, likes and dislikes, feedbacks, etc).

BMEERS
Room status updating
AREMEBBIFIEIRTS, 20CI.CO.DNDE,

Responsible for updating the correct room status
like Cl, CO, DND, etc.

T

Reservation
ARKXBEZHRENE BT, TREPRAR
ITiER, HE#ITIREEIT, LBRESEHA
BIEREEENZI N1E B8,

Responsible for the room reservation from
various channels, filing of reservation records in
the system, and revising at appropriate time to
make sure that guests are able to access their
rooms upon entering the hotel.
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Mail, parcel and delivery receiving
and sending

NEZRMHBHG. B REEXIFWHFTERS

Provides guests with services related to mail,
parcel and delivery receiving and sending.

@5,) b5
Telephone

NEZRMBBERNIMNIESZARS, NBIETE.
BB EEAFKEARBEEXZNSF.

Provides guests with internal and external call
services, such as call transfers, wake-up calls,
in-room requests, and hotel relevant information.

050 ERFNNA 312 R
Cashiering & financial recording

PR WERE N (FHAE ™= H BB IFR, H &R AT
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Collects payment from guests for their lodging
accommodations and any other fees they may
incur during their stays, also maintains related

records and files regarding financial transactions
that take place at the front desk.

@ 5303
Inquiry
2 R & IEMBIR, Hie HBER XRS5 1g5.

AR BN, SR 3RE 5 ERES

Answers questions and inquiries of guests, also
provides information about the hotel, its services
and amenities, restaurants and shopping malls
nearby, local travel & transport, etc.
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Chapter 2

Essentials for the Job Competency
in Hotel Front Office
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Communication skills
ATERR TR BRAE RFRAERES, RESZIE M.
HBMSEANHITIENR, TREANTERHRM
R RIARSS .

Front office employees need to possess excellent
communication skills to clearly and accurately

interact with guests, understand their needs, and
provide appropriate services.

FIPA S 1EREN

Teamwork

TR TIRESAHEHMERIBDSE, HE
HEARBRRBRS.

Front office employees need to work closely with
other departments in the hotel to provide quality
service to guests.

B HRS EE

Customer service skills

AITHRTR/EBXFAT, & THRAEARDFTK,
REMMEHRRS, BIREANREE.,
Front office employees need to pay attention to

details, be good listeners, and provide
personalized service to ensure guest satisfaction.

#I4ER
Learning ability
EEITUHEXEATHMEAR, siITHRITHFE
A&F SN, TRHIRSIES. 1T ohSH#H
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As the hospitality industry and related
technologies improve by leaps and bounds, front
office employees need to possess a good
learning ability to understand new service
concepts, industry dynamics, and emerging
technology applications.

HENSEE

Computer skills

AT R THFBRLEEEXRNITEYIRIENE XX
HHEMREE, M SR BIBR AN GEEMBEA
R

Front office employees need to have basic
computer operation and relevant software skills to
efficiently handle guest information and internal
documents.
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Language ability
AITHRIFEERAGERFINEEESENR—E
RISMEREN, BEB SR B FREXRMMX BN H#
17330, RIEEFHRS.

With the purpose of communicating well with
guests from different countries and regions and
offering better service, front office employees
need to have a good proficiency in local language

as well as a certain level of proficiency in foreign
languages.

MERINGS
Appearance

AT MR TRFBRIFRIFOINENS, BIEFER
B EIERKRITRFEARSS, GEAET
RIFHIENR,

Front office employees need to maintain a good
appearance and demeanor, including neat and
tidy clothing, appropriate behaviors, and
maintaining good spirit status to leave a good
Impression on guests.

T

Responsibility
BTHRAIREZEASESENTEEL, W ITEIARR
R, BREANBXRFEAZ

Front office employees need to have a high

sense of responsibility, take their work seriously,
and then ensure guests' needs are met.

XA

Flexibility
RITHRIEEAERITNRIENTRES, RETEL
WREBRHNESE R, RIEFLIBEE AR,
Front office employees need to have a good

flexibility to deal with unexpected situations and
emergencies, and promptly handle guest issues.

MERED

Stress handling

BRI, AITHATIREAGNERES, &
BESRENT R TRIFSHNSHANIE

Due to the busy nature of hotel operation, front
office employees need to have the capability to
handle stress and remain calm and efficient in
high-pressure work environments.
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Chapter 3

Talent Profiles of Hotel Front Office

> FEi§LEM) Age Distribution

> HBHEE Education Background

> ZifN 534 Compensation Analysis
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Bursting Energy, Good Maturity
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The Overview for Age Distribution of Front Office Talents

RIBAIT AL FUREE DY EUE, BEAS
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According to statistical data on the age groups of
front office talents, young professionals (30 years old
and below) account for over 70% of the front office
talents. Breaking down into different age groups:those
aged 18-24 make up 32%, those aged 25-30 constitute
40%, and those aged 31 and above contribute 28%
(among them, 26% are 31-40 years old, and only 2%

are over 40 years old). Such an age composition
presents a perfect combination of "energy X maturity."

BIERITE AT FEERDH

Hotel Front Office Talents’ Age Groups

BIBRE: BEFRSAT EBHARR
Source: VeryEast Talent Development Academy
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Good Foundation, Diverse Backgrounds

BITEAAA L EBERBR

The Overview of Education Background of Front Office Talents

BIETEMENBEENZORSEN ], SHATH
ER+D B mahNBANTHAAN, HEE
RE—TEENEEBEE,

As the core service department of a hotel, the front
office demands strict requirements towards talents. When
selecting and hiring front office talents, the education
background is a crucial factor.

RIBFITBATERERF I FHAAEUT
& th8%; FH A KE &Lh56%; FH AR L&
tt36%. SRR, BIEFITHAANFERE R B,
BERAA LLBIEIW.

According to the statistical data on the education
background of front office talents: those with a degree
below associate account for 8%; those with an associate
degree make up 56%; those with a bachelor degree or
above constitute 36%. In general, the education
backgrounds of front office talents are good, and the
proportion of high-quality talents are considerable.

BEAMTHBAZFLER

Hotel Front Office Talents' Education Backgroud

KEUTF
Associate
Degree

FEIREE
Bachelor
Degree
& Above

Associate
Degree

BIERR . BERSATRERANR
Source: VeryEast Talent Development Academy
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Hotel Front Office Talents’ Majors

« 60%

7%

o306

L 10%

11% ¢ — — 3%
Hth

Others e 204,

¢ 1%

— o 1%

— = 204

IS/ T/ RS ERER
Hotel/Tourism/Hospitality
Management

RIE/IMB/EEXF
English/Foreign
Language(s)/Literature

= /RER/ RS 5 EIE
Flight/Railway/Cruise
Service & Management
/178 T/ ANRREE
Enterprise/Administration/

Business/Human Resources
Management

=R/ 15/ =1t
Finance/Accounting
mIHEH/EBFBES
Marketing/E-commerce
B

Education

ZRE5R%

Economics/Trade

SRR

Information Technology

HIERR RIERHD AT RERRR

Source: VeryEast Talent Development Academy
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Looking at the overall distribution of majors studied
by front office talents: 60% of front office talents
graduated in majors related to Hotel/Tourism/Hospitality
Management. These talents have received systematic
training in hotel management theory, practical
operations, customer services, etc., which enabling them
to quickly integrate into the hotel working environment
and provide high-quality services to guests. Additionally,
10% of front office talents graduated in majors related to
Enterprise/Administration/Business/Human Resources
Management, and another 7% graduated in majors
related to English/Foreign Language(s)/Literature.
Talents with the former category possess strong
organizational management skills, teamwork capabilities,
and leadership potentials. The latter category have a

fluent language expression and excellent cross-cultural
communication skills.
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Talents with different education backgrounds
collaborate and grow together during their work at front
office, providing strong support for a stable operation
and development of the department. When selecting
and cultivating front office talents, the hotel should fully

consider their majors studied and capabilities to achieve
a diverse talent pool, then enhancing the overall service

and operational performance of the front office.
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The Overview of Front Office Talent

BRI & R,
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When it comes to the career development, the
compensation is a topic that always matter. A
well-structured compensation system plays an essential
role in an enterprise’s talent recruitment and retention
strategies. Whether for attracting or maintaining talents,
a fair, reasonable, and market-aligned compensation
system can provide a powerful guarantee for enterprises
to build a stable and efficient talent team. According to
the data analysis from VeryEast Talent Development
Academy, the average monthly salary of entry-level
talents (hereafter referred to as entry-level talents) in the
hotel front office is 4286 yuan; the average monthly
salary of supervisor-level talents (hereafter referred to as
supervisor-level talents) in the hotel front office is 5459
yuan; and the average monthly salary of manager-level
talents (hereafter referred to as manager-level talents) in
the hotel front office is 7908 yuan.
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ZIBRAAFIIA F
Average Monthly Salary of 79087
Manager-Level Talents (CNY)

FERANAFIRFH

Average Monthly Salary of 54595%
. (CNY)
e o Supervisor-Level Talents
RITPANT IR
Average Monthly Salary of 42865¢
Entry-Level Talents (CNY)

HIERE BERSAT RRARR

Source: VeryEast Talent Development Academy
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Entry-Level: According to the data analysis from
VeryEast Talent Development Academy, the average
monthly salary of entry-level talents is 4286 yuan.
Among all the samples of entry-level talents, the 95th
percentile of monthly salary is 6500 yuan; the 75th
percentile is 5000 yuan; the 50th percentile (median) is
4000 yuan; the 25th percentile is 3500 yuan; and the
10th percentile is 3000 yuan. Di?ferentiating by the band
of monthly salary, the salary bands for front office talents
at this level can be referred with the following figure.
Overall, the distribution of monthly salary for entry-level
talents forms a spindle-shaped structure, and nearly
60% of entry-level talents have a monthly salary at or
above the median for this level. This does not only
indicate that the majority of front office entry-level
talents can receive relatively reasonable compensation,
but also illustrates the hotel's emphasis on frontline
talents in front office and the investment in attracting
young talents to this department. As a frontline team
that interacts with guests in the daily operations of a
hotel, a relatively generous salary can contribute to
enhance employees' motivation and loyalty, reduce the
turnover, and thus maintain a good stability of the front
office's operations and service quality.
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Entry-level Talents’ Salary Bands, Hotel Front Office
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Quite Low: <3000 (CYN)
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Source: VeryEast Talent Development Academy
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