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DACUM CHART FOR

FRONT OFFICE ASSISTANT

General Knowledge and Skills

o Interpersonal skills

« Computer skills

. Customer service skills

« Front Office procedures

« Housekeeping skills

o Decision-making skills

« Hotel administration skills

o Code of practice in hotel

« Knowledge of hotel industry

Future Trends / Concerns

« Difficulty in attracting workers for this
industry

« Long working hours

» Dealing with customers’ requests

« Understanding guests’ needs

« Increase in the application of Information
Technology in hotel industry may affect
job functions

« The need to boost the morale of workers
in this industry

. Competition on hotel rates and services

Worker Behaviours

» Caring
o Diplomatic
« Honest

+ Punctual

« Adaptable

» Positive attitude
. Tactful

o Organised

» Dependable

« Tolerant

» Flexible

o Organised

Tools, Equipment, Supplies & Materials

« Calculator

o Terminal (Property Management System)

» Safe deposit box and key

« Computer

- Folio bucket

e Fax machine

« Telephone/switchoboard

+ Telephone/fax directories

« Housekeeping trolley

e Vacuum cleaner

«  Guest folios

« Front office control forms/book

« Guest information reference materials

« Front office guest recods (eg reservation,
arrival lists)

+ Room attendant reports

« Linen inventory forms

« Lost-and-found logbook

» Various laundry equipment

« Housekeeping trolley



