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Title: Guest Relations Manager
HRAL ERRREH
Department: Front Office

#I] AT 58

Hierarchy: Front Office Manager
T % BT

Direct Subordinates: Guest Relation Officer
HETE: HEKRE
Category: L4

g 4%

Scope / BR BB YE F

Manages the areas of Guest Relation department, Guest relation Officer in order to ensure
customer satisfaction and to maximize the profit of the hotel.

BRI = R R AT, B ORI R DL R W s B KA

Monitors departmental control systems to ensure that costs are controlled, forecasted revenues and
occupancies are obtained and that the product quality standards are maintained.

BT RS, BRSO, FRAGIN S W R TN LR AAE RS R, GERF ™ il
Jot AR .

Manages the Human Resources within the department, ensuring that the work climate is in
compliance with the company policies and procedures and to maintain and develop the skills and
knowledge of the related staff.

BRI G, BAORES T TARMA AT S S BORRE Y, 4ERFIF 3R Al o< 2 R 35 B
DL FR bR ifE

Responsibilities and Obligations/BR 5t & X %%

Ensures that the main responsibilities of the different sections of the Guest Service Department
are implemented accordingly.

B R ORI T 25 5¢ AR 25 20 B T 1B AT A R A IR BT

Monitors the Guest Services department quality service and to ensure conformity to company
operating standards, procedures and local regulations in order to achieve customer satisfaction and
to preserve the XYZ Hotels & Resorts quality standards.

B AN =B R R AR TR IR S B, i iRIRSS AT S E EhrdE, TR LU ik
M, DSR2 e B, ORAsE B AOR IE [ o 91 )5 o A e

Ensures that all staff in each section are effectively trained as per the company policies and
procedures in order to meet and exceed the customers expectation of services.

B OR % 23 BB T T D3 AR I ) B AR 4 52 R B5 I, DA 2 R B s A0S il 55 64 34
H,

Ensures the Guest Services areas are maintained in excellent condition and cleanliness. Monitors
maintenance requests procedures and regularly inspects guest rooms, corridors, lobby, public
toilets, etc. to ensure proper maintenance and cleanliness.
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B DR EARANE 52 25 5 28 XIRAERF R A7 O EE LR o B 4Ed FRiE R, I & b
B, K, NIRRT S, DIRORE XSG BN W 4E7, JHIR A RFEE
T o

Applies the standards of appearance and hygiene on all staff.

P 51 TARAT IS A AR DA K A bR

Monitors guest services staff to ensure those known repeated guests and other VIP’s receive
special attention and recognition.

B BRI =R R R AT, BRI B H 2 DL E Bt SRR IR OV E L Rt .
Handles effectively all guest complaints concerning the guest services department, taking
corrective action to prevent recurrence and convert the guest into a repeated customer.

AR PR AR 52 58 R ERT AR 2 NSRRI ZH 1E 435 it 3t 4 S S 1 00 - IR
AL IR NI RS

Co-ordinate proper actions with other departments, inform Front Office Manager i.c. of rooms.
Review all log books related to the department daily and take corrective action when necessary.
SEATTE, IR B8RRI ks, FHHERSHIIARPIAHE, ©BE
If AR A 5 it

Develops effective relationships with guests, clients, local community, local authorities and
intermediaries in order to create optimal business opportunities and community relations for the
hotel.

55, %5, AHX, BRI ATMESA R EIER R, s GG R R
PA S RUFIIAEIX R 2R

Works closely with the Housekeeping department to turn rooms around with a minimum of lost
time and to allocate arriving guests to accommodation.

HEFMEEEE, SRENNRNRGE RSB, 238 2 HHEE AN
Maintains a close coordination between Guest Services and other departments such as Club
Bavaria, Housekeeping, Food and Beverage, Sales and Engineering.

HREMRS 0 UL LB 5, BIRES, B, LRSI TR M.

Conducts daily briefings within the department where daily operational information is provided to
the staff.

HLHITET )RS, AR TREESRNZERER.

Conducts a monthly departmental meeting where the staff could express them selves and give
new ideas for the operation.

HLETFH R T2, Ak R TRIAARE, A e R N AR

Conducts evaluations and appraisal skills meeting every six months to reevaluate the staff and
make development plans for them.

FEANNH AR IR A TEEEEAL &, W A TRHAT AL I 9 b A N FEit&il.

Ensures that all tasks of the different sections of the guest services department are implemented
by the staff as per the policies and procedures of the hotel.

IR 52 AR 58 i AR 520 8 R & HB 1T LARRS, S8 IS BURAE .

Maintains careful control over costs in the Guest Services department such as overtime, room
supplies etc.

FEH| BRI R R RETTEZRA, Wik, %EMESE.

Analyses and approves room allocation, VIP amenities and up-grades attribution according to the
internal policies and procedures.
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R E NBCRAR, AR 5 lic, stREE &ML R R EFH .

Assists the management in the preparation of the annual budget, forecasts, replacements and
investments planning and capital projects.

i ERE RN AUHER TR, T, B SR BRI AT .

Ensures that operational equipment, computers, other administrative and operating supplies, assets
are maintained in excellent condition.

WIRIT A I8 W, THENL, AT BUEE L e EYE, BT RIFIRAE.
Ensures that the department is effectively staffed and motivated to consistently deliver high levels
of guest service.

BIREST TN UGBS, RN 52 AR 23R A0 v ot ot PR 25 iR 55 -

Selects new Guest Services employees who meet position specifications in accordance with the
company policies and procedures.

AR P 5 SR AR 7 T A7 A7 R 1) B AR R D6 2R B T

Ensures Guest Services policies and procedures manuals, service standards, tasks lists and job
descriptions are complete and kept up-to-date at all time.

TR 5 B EARANE =2 R RIBURIE P T, IRSSAndE, ATS5IG B LA R b dttid, I HLF
IS H HEAT SR

Ensures all staff is thoroughly familiar with the Hotel’s emergency procedures.

BIR T A S LI GBS B SR o

Knows and applies all corporate and local Operational Standards as well as local authorities
requests and ensure they are implemented.

TR IR LA AP S A G i is e bR, 2 R

Assists all subordinates in the accomplishment of their job description.

W PR TIEAT H AR 5T

Sets up and maintains ongoing training programs in the Guest Services department in conjunction
with the Personnel & Training Manager.
SANFULIFINZE ik, @A IF4E 5 AR 525 58 S B0 AE B 15 I -2l

Maintains a monthly overview of vacation and public holiday balance of all his staff and delivers
a monthly consolidated summary to the Personnel Manager.

B ARG TR LS E R DR IE #AT Se i, JFm NSRS BRI T AR
Assists in the annual development of a 5 years business plan as related to the rooms department
taking into consideration both company strategy and local economic and development factors.

P BOSEE R TR R R 5 D3 55 A SR BB B A8, FRAE ) E T S =5 RE I =5 8 230 1
GRS DL R 2 S R R R 3R

Knows and uses the company marketing programs and ensure that all staff are fluent in the use of
these programs.

TS T E BT 5, BRORAH R A T RERis %07 %

Knows the operational use and available facilities of the PMS.

AR B R G iE B g B A e AT B

Ensures that Guest Services employees promote inter-hotel sales and in-house facilities.

i DR LS AR AT T 2 50 2R T ) B3 ) )5 PR B 00 H DA A 1t

Security, Safety and Health/ffl&, 4 5{fE:

Maintains high confidentiality in regards to guest privacy.
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RKTHNEA, CRIFE L.

Reports any suspicious behaviour of guests and staff to the General Manager and Security.
WA NG 5 TAARM AT BE4T 0y, Bt () S 2 B DL S 22 DR T 1T 4 o

Notifies housekeeper regarding lost and found objects.

BRUTATIE RS, S 5 RN 55 6

Ensures that all potential and real hazards are reported appropriately immediately.

T R I R AT AT VB E B SE Y G

Fully understands the hotel’s fire, emergency, and bomb procedures.

HE KK, B TUF L SR E BRI R «

Follows emergency procedures to provide for the security and safety of guests and employees.
HAF T R REE TR, URIER N R T2 4.

Works in a safe manner that does not harm or injure self or others.

PASC 224y sCEAE, gl fo 3 & RN .

Anticipates possible and probable hazards and conditions and notifies the Manager.

T AT RSB IE OL, I Lt A BN A .

Maintains the highest standards of personal hygiene, dress, uniform, appearance, body language
and conduct.

RFFmRAEEDN N P, R, AOEOIGR, BRESIRE AT

Competencies/fg /1 ER

Good command of English and two (2) other languages.

R A7 B9 3 B AN 5 RE

Five (5) years experience in 5 Star Hotel.
Z/DBES R N I TAEL L

Good knowledge of Microsoft Excel, Word, Out look.

AL EPEMicrosoft JpAHAT, Excel, Word, Outlook

Interrelations/f ELEE &

Liaises with all departments to ensure smooth operation and develops effective relationships with
guests, business partners, local community, local authorities and intermediaries in order to create
optimal business opportunities and community relations for the hotel.

SHABPA R R, BRBEEMIERIEE, 5%, Mkt ZitX, HRDAS
TR A R ZR, I B3 S R ML AL 2 A X &R

Work Conditions: T./E %44

Regular hours with extra times occasionally
IEH AR TE], A8 R .
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Date
H 1A

Reviewed By
HRZN

Approved By
CEN

I understand and agree to the above Job Description and that as a policy of XYZ

Hotels & Resorts, it is the responsibility of all Employees, to be both willing to teach, in order
to help colleagues reach their full potential and willing and accepting to learn, in order to progress and

improve personal abilities, resulting in maximum guest satisfaction.

Z N C AT L BRI ER ST, FRANBE I B AL HR SRR DR 2R F R 580 i I
FITEr e IRTBEL ISR T IR S R R LIRSt AR B RATH R S R #EAA T B & i
RIHERE: BT IR PR K ITRIT D NERE . W R A B bR 2 R BRI AR

Employee Signature Date
TS H 3
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