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Abstract

The purpose of this study is to explore the professional competences of front office
managers at international tourist hotels under the New Normal Environment. This
study builds on the foundation of Spencer, L.M. and Spencer, S.M.(1993) Iceberg
Model of Competence, and uses literature review, in-depth interview, and semi-
structured interview as the main research tools. After investigating how professional
competency of front office managers evolves under New Normal Environment, the
research found that some qualities remained and some changed and elevated.

1. Motive:The reasons why international tourist hotel front office managers continued
working under the new normal include their passion for the hospitality industry, their
emotional attachment to their job as veterans, and their financial situation.

2. Trait:Front Office Managers special qualities resilience, patience, and qualities of
tolerance alike.

3. Self-concept:Positive mindset when facing crisis; flexibility in resolving situations.
4. Knowledge:Need to develop cross-department skills, language, and review past
knowledge on the industry and experience.

5. Skills:Communication, observation, flexibility, crisis management, customer
service, human resources planning, financial management, customer service standard

operating procedure (SOP) creation and management, staff education and training, and

iv



cross-department skill training.

In conclusion, this study suggests executives at international tourist hotels to provide
front office managers with training in cross-department skill building, thus increasing
the overall professional competency of its employees. This will further enhance the

company’s future response to stage shortages and situations like the pandemic.

Keywords: International Tourist Hotel, Professional Competence, Front Office

Manager, New Normal Environment
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