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Title: Guest Relations Officer
HRAAL HEERRATAT
Department: Front Office/Guest Services
TR BT 3B/ R R 5B
Hierarchy: Guest Service Manager
ARSI % R RREH

Direct Subordinates: N/A

HETE AiEH
Category/Level : L6

A 1225 62K

Scope/HR 58 Y14 Bl :

To provide our guests with friendly, professional and personalized services and to ensure their
satisfaction.

N NSRS, ol LA PEAR ) IR 55 BALRE 25 N\ 36 2 .

To deal with guests problems and complaints and to provide adequate solutions in adequate
timing.

X2 N T AT LR, A3 2 I DL 63 2 iRtk Inis

Responsibilities and Obligations/BR 3t A & X 55 :

Implements the duties and responsibilities of the Guest Relations department according to the
company policies and procedures in order to achieve customer satisfaction and to preserve the
XYZ Hotels & Resorts quality standards.

AR E AR Y. ] oS i 4 A R BUR AR e JBAT IR R R IR DT S oA T, DABR RIS FE 20T
ISY5-ae

Ensures the guest receives the adequate services as per the original request and that concerned
departments are aware of any necessary requirements.

B DR T 2 W38 ) R 55 2 42 B L e A7) ) SR R B 0 HL A HH SG 11 38 Jan 28 S0 ) 0 B 25K
Ensures those known repeated guests and other VIP’s receive special attention and recognition.

B ORI B Sk 25 LR e 53 0 32 B IR I 90 DA S #5455

Handles effectively all guest complaints and convert the guest into a repeated customer.

A RAE PP A K B =2 R IR IR e N oy k7% .

Fulfils all shift tasks list such as preparing pre-registration cards, personal welcome letters, VIP
guest amenities, special wishes and needs requested in advance, transfers and airport pick-ups,
flight ticket confirmation...

TSRS FR, HESE TN, AEE, 5T Y s RT3 AR R R B
RER, Yk, P ENURS, PLEERNE.

Co-ordinates proper actions with other departments and informs Guest Services Manager
accordingly.

5 HEHRT) — [F R UM RLFE 5 A 2 X R A H .

Monitors maintenance requests and regularly inspects guest rooms, corridors, lobby, public
toilets, etc. to ensure proper maintenance and cleanliness.
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ERRAYEBIER, eI AR G, B, K, ZHETSE, #RT XiEEER
TF O 4ES T IR S B

Ensures the Guest Relations areas are maintained in excellent condition and cleanliness.

TRUEZS R R XA T RAF HPIR A I ORFr B3

Follows up with the different concerned department in order to deliver the correct service on due
time as per the XYZ Hotels & Resorts policies and procedures.

AR AR PREBORAE R, BRIEIL A SCHE 1T I AE 77 ZE $R A4 1A A IR 55

Develops effective relationships with guests in order to create optimal business opportunities for
the hotel.

ST R ) A R F O I DAL 4

Calls on regular basis guests in house and develops on going guest contacts through seasons
greetings, birthdays, special events and activities.

25 TAEJE 2 NFEAS ) i Bl 15 AR, A H, $FRFAAE SR 520 N .
Works closely with the Housekeeping department to turn rooms around with a minimum of lost
time and to allocate arriving guests to accommaodation.

B RS AR, A2 IR IR] P 58 b (B3 3 LUME NS SRR AT,

Maintains a close coordination with other departments such as Front Office, Executive Club,
Housekeeping, Food and Beverage, Sales and Engineering.

HHABFIT, ArTE, ATBEE, FEE, B/ HEMTEEVIEKS.

Maintains an up to date knowledge of the hotel and local services, supplies information and
responds to guest queries.

AN BE IR DL A IR SS,  BERAE B DL A [l R R Rl A

Keeps an updated guest profiles through the guest profile system.

W EREERGH T =R E R

Deals promptly, efficiently and pleasantly with any queries.

J A R R 1B Bk R I BE ]

Applies the standards of appearance and hygiene on all staff.

IR A A O Ay AR AR K AR bR HE .

Blocks rooms and communicates with F & B for VIP treatments following the standard
procedure.

IRIEFRHERE 7 51 B AR B B[R] 0 F 5 AR AT VA .

Ensures groups are met and checked-in with welcome drinks and hand towels etc.

T D AT A 036 3 I ELAE 70 B NATE I D 2 AR o it T 1 4545

Compiles and sends to the limousine company a list of all guests with a transportation requests to
/ from the hotel.

) 25 o m) SR AR H AT AR T )5 A T SR ) R 2 44 B

Maintains awareness of sales opportunities, maximizes revenue, meets and exceeds guest
expectations.

EEHET S, REHESIN, BRI SIGET, e IHERE T .

Promotes inter-hotel sales and in-house facilities.

FHE T I ) B B DA Y B

Establishes, promotes and maintains good public relations and enhances sales for the hotel at
every opportunity.

HESL, EREFIAER RIFII AR R, IR — L il i i & Ik 51
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Passes sales leads to the Sales Department.

NIRRT IR A B R .

Knows and uses the company marketing programs and be fluent in the use of these programs.
ABIEH A FEH ARG I RGN

Knows the operational use and available facilities of the PMS.

TS AR SRR R e AT T ) RE

Be thoroughly familiar with the Hotel’s emergency procedures.

ABWE R SRR .

Co-operates in the performance of any reasonable task requested by the management.
e R R B A AT A BT 5%

Adheres to all hotel policies and procedures.

AT S P R BCR AL P

Competencies/BE 71 E K :

Good command of English and 2 other languages

RIS LB A S )

3 years experience in 5 star hotels

Z/DIFESR L TAEA S

Good knowledge in Microsoft Excel, Word, Outlook, Fildelio or similar PMS

g E EMicrosoft Jp A%, HMExcel, Word, Outlook, Fildelio}f: H.Z%1PMS

Security, Safety and Health/ff[&, #45 {@5:

Maintains high confidentiality in regards to guest privacy.

KT NG, DRI LS.

Reports any suspicious behaviour of guests and staff to the General Manager and Security.
WA N TAARI AT BEAT Dy, St () S 2 B DL S 22 ORI A

Notifies housekeeper regarding lost and found objects.
RTINS, S 2 025 s

Ensures that all potential and real hazards are reported appropriately immediately

e N R IR R AT ATV T B S S

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

NG KR, BRI LA SR I B B 56

Follows emergency procedures to provide for the security and safety of guests and employees
HAP T R REIE R, URIER N LR R T4

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

PASC 224 7 sCEAE, e gads fo 3 & Bt N

Anticipates possible and probable hazards and conditions and notifies the Manager

L AT RERI SR G O, FF A o R BN 53

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

RPN PA, FHE, ORMGER, BRE SIS AT 8,
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Interrelations: A HEER

*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.

SHAMPTAIRITR R, WREERIERIZE, 5E%, mktktt, Bk, 250 % R
WS BURER AR, TS B3 S R i AL AL X 2R

Work Conditions: TAEZ&H
Regular hours with extra times occasionally

I ARSI, 2R I

Date
H 1t

Reviewed By
HRZN

Approved By
EEIVN

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 I AAT L B RATER ST, JRANR I B A2 HR SRR iR 2Rk E R 580 i I
FITEE . IR T HER SR T IR SR T R LHIR ST . #Ek 3 B RATH A S 2 9 AbA T B B i
RIHERE: BT IR PR KR ITRIT A NBRE . W R B AR 2 R R I N

Employee Signature Date
AR H 3
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