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Title: Telephone Operator
HRAAL SALERZR R
Department: Front Office

H#BI] HI T8

Hierarchy: Reporting to Operator Manager
T % B

Direct Subordinates: N/A

HETE ANiEH

Indirect Subordinates: N/A

T B ANiEH

Category: L6

25 62
Scope/BR 3 Y -

e To ensure smooth operation of the Call Center and involve self to ascertain that the proper
Standards are followed to achieve highest possible guest satisfaction and revenue for the Hotel.
IR SHLI s, TARRRIFRHE, AR ORIRAT B 1 5 2 B O B i 2t

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

EHIF S5 RGNS TR 2 b AERF T 52 Fe s IS5 i

Responsibilities and Obligations/34E & X% :

Effectively runs the switchboard ensuring incoming calls are given the highest possible
service.

e RO S USSR, B ORAEFE I R R FRUN SR A iR R IR 55

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

PAEb BT 77 s =20 ok v, DR IR 95 00 24 B o 2 T 8

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

A3, Lok HAS TR [B] 25 BT i i)

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

B DR AU T e 55 B0 A 00 v 1k

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

SR RERRIE R HEA

Ensures that every call is greeted to the required standards.

B ORPITA TR I 77 & 52 B FR i

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

BEISS T e 5T RO DL B S b IR 55 S AR A5 B T el B s 2 i )

Maintains an awareness of guest profiles through the PMS Guest profile.

HEAIE R EERG T MEEER.
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Handles any outgoing calls on guest’s behalf.

FEFER ARG DL AL F Fh HL A

Deals with any complaint, takes action where appropriate and communicates this to the Call
Center Supervisor or Senior Manager when not available.

b PR AR IF HERIDOE 2 (I RO it 0 EEIT 5 S 38 Blm 8 BEN 14T I8
i

Maintains an awareness of sales opportunities maximizing revenue.
BERHERHE BN, BRI .

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

5 BT MHORER T T ORFF AT R IR A TR &% IR 55 B 4t

Maintains a good working relationship with all front of the house staff.

S — &0 TR RIFH TR &

Ensures that the Call Center Supervisor is kept fully aware of any relevant feedback from
customers or other departments.

B ) S 248 BT oR H R 2 B FLE A 1T B R S 1

Reports to the supervisor any faults or adjustments, and changes in communication equipment
throughout the hotel.

S AL 3 R AN S T L B, R R S

Ensures all charges for calls are correct and posted accordingly.

T R BT A S TE UL 2% PR IR P IR AT AR

Be aware of telecommunication system in the hotel. Uses the logging system efficiently.
TAER)E BT RS mAEA LR RS

Requests and supervises switch maintenance work on a regular basis.

T I B S B 44 AR

Maintains the guest wake up call sheet and delivers calls accordingly on time and to the
established standard.

TR R M EERR S AR, FF SNV $2 i R 55 FF 2 7 IR &5 Fr it

Records all personnel that are paged and advises accordingly.

BRI A A NG BB X 23 I HASH B B FR 7R o

Ensures the correct operation of the switchboard to effect the fast and efficient transferring of
internal and external calls.

B DR SAL AR B IE R EAT, W0 ORI P AR TR H ) Ros 42

Takes messages for guests and management to the required standard.

FRAE BE 8 AR e N B2 LS BEN AARIA(E B .

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

SERUIT A B BN AR & B AR 55 .

Adheres to all hotel policies and procedures.

ST S BT A B BUR KRR -

Applies all BHI policies & procedures and service standards accordingly.

PHAT ELARAN L. [ By i 4 AT B SRR e A S IR 95 e

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.
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RIEE 2 F M BORER, RO R KK, KESg LS B el .
e Abides by the principles of guest privacy
Ay AR B R R
e Ensures that the work area is always clean and tidy.
B DR AT DX AR 2% DR B
e Complies with all the Hotel health, safety and hygiene policy
PATIE R, 224 A BAREUR
e Ensures that follow ups are made on non answered wake up calls.
X FITA A L5 ) AL TR I 55 AT BR B
e Keeps record of emergency telephone numbers in prominent position in the telephone.
5 B A S Y B S TR LI R H AL
e Performs related duties and special projects as assigned

PAT B AR IR IR TARAESS

Securltv Safety and Health 4R, 24 R{EkE:

Maintains high confidentiality in regards to guest privacy.

RKTENERL, DREFmE L.

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

Notifies housekeeper regarding lost and found objects.

B EUTEATIE R, SN %5 o

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

TN S I i 5 AT ATV A B SE R G R

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

LSNP O SR NN SN STES

Follows emergency procedures to provide for the security and safety of guests and employees.
BT TR R BRI, URIER AR R T2 4.

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

PASCR 224 i 7 N0, a5t o B 5 JeAt N .

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

TR FT RERISE R BG B,  JF S o R BN B

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

RFmENNLE, B, CRMCR, BiRESIRE TN,

Competencies/fE /1K :

Good command of English .

R B9 30 5 e

Three (3) years experience in 5 star hotels

Z/DIFESRRIE TAEA R

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

RIF B I A B AE, Excel, Word,Outlook, Fildeliom & ALk i) 11 i & 38 2 St 411
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Interrelations/fH ELEL R
Liaises with all departments to ensure smooth operation and develops effective relationships with guests.

ST RFFIC AR, R ORI I 112 8 F A R SR R R

Work Conditions/ TAYE &4
Regular hours with extra times occasionally.

H & AR A, AR /R A N

Date
H 19

Reviewed By
EE YN

Approved By
HHEA

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.

ZUN ORI AR BL B RIALER BT, IR AR AL ER SRR iR R E RIS 5
FITE s SR T BERPOR T IR 2 2 A R LR ST o B 15 BhaRA 1 IRl S R #E AT T B £ i
KHJERE: KT IR IR R IFRTT NBLRE . P IR B AR R i K I3 N R

Employee Signature Date
R H 3
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