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Title: Operator Manager

HRALE - ML

Department: Front Office

ENE HiTJT B

Hierarchy: Reporting to Front Office Manager
Hg E4: AT & B

Direct subordinates: Telephone Operator Staff
IENREE ISy IR

Indirect subordinates: N/A

FHE MK pi

Category: L5

)

Scope/BRBETE -

To ensure smooth operation of the Front desk and involve self to ascertain that the proper
Standards are followed to achieve highest possible guest satisfaction and revenue for the Hotel.
WIRAT & IEHBE, AR, By 5E Rshnit, &Ik B i ma i, Tl
R o

To Supervise and participate in all aspects of the Call Center Department in order to maintain and
enhance Guest Services.

B2 HEMETULAE, DRI S R IR &

Responsibilities and Obligations/BR 3 & X %

Effectively runs the switchboard and supervises the operators, ensuring incoming calls are given
the highest possible service.

FIR S = RCelE, B R ENA T, Bk A RS U5 RS -

Receives guests calls in a professional and friendly manner, ensuring guest expectations are
always exceeded.

Tl B GF s 0T PTG 2ok L, W DR IR 55 4R 248 HH AT ER(E

Handles every query in a polite, professional and courteous manner.

A3, Bk R M [ 255K L 2 AN 1)

Ensures that the wake up call service is handled effectively and efficiently.

B DR S I A 280 B Y TR IR 55

Ensures that the guests are called by their name whenever possible.

REEATRE, RN TR I PR3 AR 4

Ensures that every call is greeted to the required standard.

B DR P IT B U IS ) 1) e 25 3k 1R I s o

Maintains an up to date knowledge of the hotel and local services and communicates this to
subordinates so they can supply information and respond to guest queries.

Bt T BRI R DL R IR G55 B R R T, DU DR TR R K nl i N R 5 B8 T8
2.

Maintains an awareness of guest profiles through the PMS guest profile.
IR E RS T MR EER.
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Deals with any complaint, takes action where appropriate and communicates this to the Front
Office Manager or Senior Manager when not available.

REFREYR, NN RECE BT, SRS ETEMAME . JTTAMEAERN, 5P
LI

Maintains an awareness of sales opportunities maximizing revenue.

TRFF RIFIAHE =R, DASEI A s R AL

Establishes, promotes and maintains good public relations while meeting or exceeding guest
expectations.

FEIR PP NIHERIFERN, SEEEN, IR RIFHAIC AR

Maintains effective communication with all related departments to ensure smooth service
delivery.

5 BRI ORSE RAFVA 8, DA OR IR $2 £ 2% TR 55

Maintains a good working relationship with all Front Office staff particularly Switchboard
Operators.

HRETTE R T, ol S L R TR RS RIFH) TAER &R

Provides input during inter- departmental meetings

FEN BB PR HE

Covers shifts and performs telephone operator duties
RIEPEI, BAT BAEEL A KALER 5T .

Ensures the department is manned fully at all times and all calls are handled up to the standard
BRI IE A EE,  PrA s A B As i

Ensures that the Front Office Manager is kept fully aware of any relevant feedback from
customers or other departments.

S [ Fi ST AR B R ok R e AR R

Attends department communication meetings.

Z 51 1AW

Maintains regular and effective liaison between other departments with particular emphasis on
front Office.

SHEHTT, hIERRT 4R R H W AREER R

Reports to Etisalat or/and Switchboard System Management any faults or adjustments, and
changes in communication equipment throughout the hotel after checking with the FOM and
Chief Engineer.

FEREAEAL e 22 G0 H A 5 L RE I S I ) AR DG BE R R LR L R GU A BN Ay, FFAERT ST
2 DL R RS A 7 i Rl 3 13 & AT IR

Ensures all charges for calls are correct and posted accordingly.

BRI A RAEHERAYS D, A AT TR TR IE L.

Be aware of telecommunication system in the hotel.

THE B E A R St

Requests and supervises switch maintenance work on a regular basis.

58 ) F S I M B AT LAY s 4P AR

Prepares work schedule & store requisition on a timely basis and establishes and controls the duty
roaster according to the business needs.

Lo g AR DL EA7 75 5K, BRI S IS VRS D0 R B IR

Ensures that the Log book is maintained daily.

B HEHEYEHE.
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Identify training needed and conduct training sessions accordingly coordinating with the
Department training coordinator.

e TER, FHSETIERPE 2P EH A N R

Regularly arranges training and communication meetings with staff.

HEHE R LRI s

Co-operates in the performance of any reasonable task requested by the management.

le & 5e bz H R i) & B TR 55

Adheres to all hotel policies and procedures.

ST EBOR R

Ensures all policies & procedures and service standards are applied.

DR A )™ b AT BUR B A% SR S5 hr it

Complies with the emergency procedures relating to fire and bomb and Strictly abide by the
standard policies and procedures governing cases of emergency such as fire, Bomb scare and
other critical situations. Ensures that all telephone staff are well trained to handle these situations.
PR ST AR AE AR KK, BEN TR, I HAER A KK, RN U A R B
DU T g LA . BRI 52 TSz B, B4R RAUE HLAL B IMZ: .

Abides by the principles of guest privacy

Ay RS B R TR

Ensures that the work area is always clean and tidy

PRUE AR 5 50

Complies with all the Hotel health, safety and hygiene policy

TN A e, A L BAEBUR .

Ensures that follow ups are made on non answered wake up calls

PRI TC N AL B LT

Keeps record of emergency telephone numbers in prominent position in the telephone

WK B RR TS, G E TEHLA R R E .

Performs related duties and special projects as assigned

SERRFR TR A HIAR AR 55 SRR T H

Security, Safety and Health / {fff&, %24 R{gE5E:

Maintains high confidentiality in regards to guest privacy.

KTHNEA, R,

Reports any suspicious behaviour of guests and staff to the General Manager and Security.
AR N B TAATAT AT BEAT Y, S ) S PR R 22 AR 1) ek

Notifies housekeeper regarding lost and found objects.

B EEAT B R S R0 55 R

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

TN S I LR A5 AT ATV A B SE R B R

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

FAHNBE KR, B RUH L SR E BB «

Follows emergency procedures to provide for the security and safety of guests and employees.
BAF T RSB RO, PURIER AN & T2 4.

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

LASCH 224 )7 sR0AE, et K B & KdtbN .

Anticipates possible and probable hazards and conditions and notifies the Manager.
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TR AT B (R SE R B oL, I A 5 R0 BN 0%
e Maintains the highest standards of personal hygiene, dress, uniform, appearance, body language
and conduct.

RFFRAENNPA, B, CRMER, BRES kAT .

Competencies/BE /1 E K :

e Good command of English and two other languages.
R 9 SON e 1R T AhPEAPE 5 .

e Three (3) years’ experience in the switchboard department in Five Star Hotel.
A =L B RERNE S TAERLR.

e Good knowledge of a switchboard, hardware (Alcatel, Siemens), Microsoft Office i.e. Excel,
Word PowerPoint — optional.
RIFHESAUERAIR, A& (BR8] 5 BB, BRI p A B dnExcel,

Word PowerPoint4s

Interrelations Interrelations/A#] HEE A :
e Contact with All departments, Guests, local authorities, business partners.

SIS EET, 5, AR ARk .

Work Conditions/ TYEZ%A4:
e Regular hours with extra times occasionally.
1EW TAERSTA], /KRB,

Date
H 1

Reviewed By
HRZN

Approved By
CE N

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.

2N C 1 IFNT L BB R BT, IR AR LG 5 A7 HR TTRAE g 2R B R 588 i R B
FITEr o SR T BEZ IR T2 5 2 2 A R TR ST . B 35 BhaRA 1R IRl S R AT 1 B &
KHPERE: R TIFER 2R R IFIRT I NI RE . P BB 2 B bR R K2 N S
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Employee Signature Date

—1 Vioral—d
AT

H 341
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