
400 Occupational Outlook Handbook

from the need to replace experienced customer service representa-
tives who transfer to other occupations or leave the labor force.
Replacement needs are expected to be significant in this large oc-
cupation as many young people work as customer service represen-
tatives for a few years before switching to other, higher paying jobs.
This occupation is well-suited to flexible work schedules, and many
opportunities for part-time work will continue to be available, par-
ticularly as organizations attempt to cut labor costs by hiring more
temporary workers.

Customer service is critical to the success of any organization
that deals with customers.  Strong customer service can build sales
and visibility as companies try to distinguish themselves from com-
petitors.  Advances in technology, especially the increased use of
the Internet and the expected growth in electronic commerce, should
result in rapid employment growth among customer service repre-
sentatives.  Web sites, e-mail, and more recently, wireless commu-
nications, are proving more efficient because they provide targeted
customer service.  As more business is conducted over the Internet,
more customer service representatives will be needed over the next
decade to answer questions, provide assistance in navigating Web
sites, make product recommendations, and quickly and efficiently
respond to the growing volume of e-mail.

(See the introductory statement on information and record clerks
for information on working conditions, training requirements, and
earnings.)

File Clerks
(O*NET 43-4071.00)

Nature of the Work
The amount of information generated by organizations continues to
grow rapidly.  File clerks classify, store, retrieve, and update this
information.  In many small offices, they often have additional re-
sponsibilities, such as data entry, word processing, sorting mail,
and operating copying or fax machines.  They are employed across
the Nation by organizations of all types.

File clerks, also called records, information, or record center
clerks, examine incoming material and code it numerically, alpha-
betically, or by subject matter.  They then store forms, letters, re-
ceipts, or reports in paper form or enter necessary information into
other storage devices.  Some clerks operate mechanized files that
rotate to bring the needed records to them; others convert docu-
ments to films that are then stored on microforms, such as micro-
film or microfiche.  A growing number of file clerks use imaging
systems that scan paper files or film and store the material on opti-
cal disks.

In order for records to be useful they must be up-to-date and
accurate.  File clerks ensure that new information is added to the
files in a timely manner and may get rid of outdated file materials or
transfer them to inactive storage.  They also check files at regular
intervals to make sure that all items are correctly sequenced and
placed.  Whenever records cannot be found, the file clerk attempts
to locate the missing material.  As an organization’s needs for in-
formation change, file clerks also implement changes to the filing
system established by supervisory personnel.

When records are requested, file clerks locate them and give
them to the borrower.  The record may be a sheet of paper stored in
a file cabinet or an image on microform.  In the first example, the
clerk manually retrieves the document and hands or forwards it to
the borrower.  In the latter example, the clerk retrieves the micro-
form and displays it on a microform reader.  If necessary, file clerks
make copies of records and distribute them.  In addition, they keep

track of materials removed from the files to ensure that borrowed
files are returned.

Increasingly, file clerks use computerized filing and retrieval
systems.  These systems use a variety of storage devices, such as a
mainframe computer, CD-ROM, or floppy disk.  To retrieve a docu-
ment in these systems, the clerk enters the document’s identifica-
tion code, obtains the location, and pulls the document.  Accessing
files in a computer database is much quicker than locating and physi-
cally retrieving paper files.  Even when files are stored electroni-
cally, however, backup paper or electronic copies usually are also
kept.

Employment
File clerks held about 288,000 jobs in 2000.  Although file clerk
jobs are found in nearly every sector of the economy, about 85 per-
cent of these workers are employed in services, government, finance,
insurance, and real estate.  More than 1 out of every 7 is employed
in temporary services firms, and about 1 out of 3 worked part time
in 2000.

Job Outlook
Employment of file clerks is expected to grow more slowly than the
average for all occupations through 2010.  Projected job growth
stems from rising demand for file clerks to record and retrieve in-
formation in organizations across the economy.  This growth will

File clerks classify, store, and retrieve information.
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be slowed, however, by productivity gains stemming from office
automation and the consolidation of clerical jobs.  Nonetheless, job
opportunities for file clerks should be plentiful because a large num-
ber of workers will be needed to replace workers who leave the
occupation each year.  Job turnover among file clerks reflects the
lack of formal training requirements, limited advancement poten-
tial, and relatively low pay.

Job seekers who have typing and other secretarial skills and are
familiar with a wide range of office machines, especially personal
computers, should have the best job opportunities.  File clerks should
find many opportunities for temporary or part-time work, especially
during peak business periods.

(See the introductory statement on information and record clerks
for information on working conditions, training requirements, and
earnings.)

Hotel, Motel, and Resort Desk Clerks
(O*NET 43-4081.00)

Nature of the Work
Hotel, motel, and resort desk clerks perform a variety of services
for guests of hotels, motels, and other lodging establishments.  Re-
gardless of the type of accommodation, most desk clerks have simi-
lar responsibilities.  Primarily, they register arriving guests, assign
rooms, and check out guests at the end of their stay.  They also keep
records of room assignments and other registration information on
computers.  When guests check out, they prepare and explain the
charges, as well as process payments.

Front desk clerks always are in the public eye and, through their
attitude and behavior, greatly influence the public’s impressions of
the establishment.  When answering questions about services, check-
out times, the local community, or other matters of public interest,
clerks must be courteous and helpful.  Should guests report prob-
lems with their rooms, clerks contact members of the housekeeping
or maintenance staff to correct them.

In some smaller hotels and motels, clerks may have a variety of
additional responsibilities usually performed by specialized employ-
ees in larger establishments.  In these places, the desk clerk often is
responsible for all front office operations, information, and services.
These clerks, for example, may perform the work of a bookkeeper,
advance reservation agent, cashier, laundry attendant, and telephone
switchboard operator.

Hotel and motel clerks register arriving guests.

Employment
Hotel, motel, and resort desk clerks held about 177,000 jobs in
2000.  This occupation is well-suited to flexible work schedules,
as about 3 in 10 hotel clerks works part time.  Because hotels and
motels need to be staffed 24 hours a day, evening and weekend
work is common.

Job Outlook
Employment of hotel, motel, and resort desk clerks is expected to
grow faster than the average for all occupations through 2010, as
more hotels, motels, and other lodging establishments are built and
occupancy rates rise.  Job opportunities for hotel and motel desk
clerks also will result from a need to replace workers, as thousands
of workers transfer to other occupations that offer better pay and
advancement opportunities or simply leave the work force altogether.
Opportunities for part-time work should continue to be plentiful, as
front desks often are staffed 24 hours a day, 7 days a week.

Employment of hotel and motel desk clerks should be affected
by an increase in business and leisure travel.  Shifts in travel prefer-
ence away from long vacations and toward long weekends and other,
more frequent, shorter trips also should increase demand as this
trend increases the total number of nights spent in hotels.  The ex-
pansion of budget and extended-stay hotels relative to larger, luxury
establishments reflects a change in the composition of the hotel and
motel industry.  As employment shifts from luxury hotels to these
extended-stay establishments offering larger rooms with kitchen-
ettes and laundry services, the proportion of hotel desk clerks should
increase in relation to staff such as waiters and waitresses and rec-
reation workers.  Desk clerks are able to handle more of the guest’s
needs in these establishments, answering the main switchboard,
providing business services, and coordinating services like dry clean-
ing or grocery shopping.

New technologies automating check-in and check-out procedures
now allow some guests to bypass the front desk in many larger es-
tablishments, reducing staffing needs.  As some of the more tradi-
tional duties are automated, however, many desk clerks are assuming
a wider range of responsibilities.

Employment of desk clerks is sensitive to cyclical swings in the
economy.  During recessions, vacation and business travel declines,
and hotels and motels need fewer clerks.  Similarly, desk clerk em-
ployment is affected by seasonal fluctuations in travel during high
and low tourist seasons.

Sources of Additional Information
Information on careers in the lodging industry, as well as informa-
tion about professional development and training programs, may
be obtained from:
� Educational Institute of the American Hotel and Lodging Association,
800 N. Magnolia Ave., Suite 1800, Orlando, FL 32803.  Internet: http://
www.ei-ahma.org

(See introductory statement on information and record clerks
for information on working conditions, training requirements, and
earnings.)

Human Resources Assistants,
Except Payroll and Timekeeping
(O*NET 43-4161.00)

Nature of the Work
Human resources assistants maintain the personnel records of an
organization’s employees.  These records include information such
as name, address, job title, and earnings, benefits such as health


