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Position title:  Guest Services Associate
Supervisor:  Assistant General Manager or Front Office Manager
Date revised:  October 8, 2017
Position purpose:  Drive a positive guest satisfaction culture with sincere hospitality!  Exercise and display prompt and courteous proactive service in check in, check out, answering guest inquiries and being a positive hotel ambassador.
Guest Relations Tasks

Greet guests at every opportunity with a friendly, sincere greeting!

Complete registration process quickly and efficiently.  Ensure all guest information is correct to include, but not limited to name, address, payment method, and special requests.
Exhibit an attitude of attentiveness and anticipation of guests’ needs.
Resolve and follow up on guest complaints to ensure guest satisfaction through service recovery, ensure that management is communicated with after any potential guest displeasure is cited.

Promptly answer the telephone using positive, clear communication, using Qspeak to provide professional communication.
Remain calm, alert, and always at the front desk at all times.  Communicate any guest displeasure immediately to department manager responsible for completing service recovery.  ALWAYS check back with the guest to ensure issue has been handled.

Specific position skills and abilities
Show the ability to proactively and professional speak with guests of all walks of life.

Have great knowledge of PMS system

Exercise the ability to perform several functions, sometimes simultaneously and the ability to adapt to varying levels of business activity.
Safety & Security

Strictly follow cash control policy.

Follow and ensure compliance with hotel’s key control policy.

Follow proper administration of credit card and check cashing policies.

Responsible to know and be able to react to hotel’s emergency procedures.
Communication

Promote effective front office communication and information system through logs, department meetings, shift- changes.

Communicates consistently with other departments
Other

Perform any additional reasonable tasks assigned by management.
Must be in complete, clean, neat uniform every day.

Shifts/hours can/will change due to needs of business.

Physical Requirements
Prolonged periods of standing at front desk, sitting at a front desk and working on a computer.

Must be able to lift 15 pounds at times.
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