MO TA CONG VIEC

VI TRI : Nhan vién Cham séc khach hang va | BQ PHAN: Lé tan
dicu hanh Tour

BAO CAO: Truong bd phan L& tin va Tong | PHUC VU: Khach va Cac bd phan
quan ly

Giam sat: Phdi hop truc tiép vai tat ca khach resort va cac b phan lién quan

PHOI HOQP: K& toan, L2 tan, Sale & Marketing, Ki thuat, Buéng phong, Bao v¢, F&B

TOM TAT CONG VIEC

Duéi su chi dao chung va giam sat viéc ciia Truong bd phan L& tan va Tong Giam ddc, ma cac cong
viéc trong pham vi thanh ldp Tép doan KHAI VY, chudi khach san MerPerle, va céc chinh sach va
thi tuc Hon Tam Resort. Dam bao cac hoat dong thanh cong viéc hang ngay cua khu nghi dudng
trong viéc dat dugc sy hai long ciia Khach t6i da, du doan va nhit quan trong viéc cung cap cac tiéu
chudn dich vu va ning suét hiéu qua, trong viéc tang doanh thu va loi nhuén t6i da voi chi phi it hon
trong khi dén, & lai, va khoi hanh cua Khach. Hb tro trong viéc giam sat, diéu ph01 va chi dao tit ca
cac bo phan cua Resort trong viéc bao dam khach yéu cau hodc nhan xét duge hiéu qua hoat dong
theo tiéu chudn. Dam bao tat ca cac thong tin lién quan dén khach dugc dién / ding tai file Thong tin
khach sau khi dugc nhap 1én hé thong. Hay chic chin rang ban than trong viéc thyuc hién va hoan
thanh c6 hiéu qua cac nhiém vu phén cong cua cac khach hang, cac nha quan 1y hay tro ly nhu yéu
cau va tiéu chuan. Pam bao long ty trong, tu tin va chuyén nghlep trong Vlec dat duoc cac yéu cau ma
khong lang phi va hiéu qua sau day quy dinh Resort. Duy tri m6i quan h¢ t6t hon giita khach, _quan ly
va nhan vién dé giit mirc cao nhat ciia tiéu chuan Resort. Thé hién sy chuyén nghiép trong tat ca cac
khia canh cua resort.

MOI QUAN HE

Béo céo tryc tiép cho TBP L& tan, Tong quan 1y/ trg 1y

Tuong tac vdi cac bd phan cua resort va khach mot cach chuyén nghiép
Lam viéc than thiét voi nhan vién cua resort nhung c6 gii han

Xay dung mdi quan hé than thiét voi cic co quan bén ngoai dé hd trg khi can theo yéu cu ciia nhan
vién cac by phan
bdi voi tung khach dén tir tung nén vin hoa khac nhau cin phai c6 thai do va dién mao phu hop cua
b6 phan L& tan. Didu nay can c6 su hd tro hodc phdi hop véi cac bd phan khac cia resort.
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TRACH NHIEM

Dam bdo tinh tu gidc va lam viéc c6 hi¢u qua, co td chirc

Duy tri va thiét 4p tiéu chuan dich vu va thai do hai long dbi véi khach, nhan vién va cong ty.

Biét tat ca cac dich vu cua resort, loai phong, cach b6 tri dé c6 thé truc tiép tu van cho khach.

H) trg giai quyet nhiing phan nan cua khach va nhanh chong giai quyét hodc phdi hop voi cac bd

phén lién quan dé giai quyét ‘

5. Phdi hop véi cac truong bd phan khac dé sap xép ngudn lyc dam bao du sé lugng nhan vién phuc
vu trong thoi gian cao diém

6.  Luon kiém tra va nim bt thong tin vé cac su kién sip dién ra tai resort ciing nhu 1a trong thanh phd
va gén thanh phé, su ki¢n nao s€ mang lai sy tha vi cho khach

7. HO trg nhan vién L& tin mang lai sy hai 10ng tdi da cho khach théng qua sy tiép nhan ca nhan hodc
su quan tm chan tinh tir lac khach dén cho t6i khi khach di.

8. Tuan thu tit ca cac chinh sach ctia cong ty lién quan dén L& tan va bo phan khac c6 lién quan dén
cac dich vu.

9. Toi da hoa doanh thu phong va tour dé mang lai doanh thu cao cho resort.

10. Tham gia vao cac khoa dio tao vé quy trinh hoat dong ctia L& tan

11. Baéo cdo nhitng nhan vién c¢6 hanh dong trai ki luat hodc sai pham hoac bao lyc chéng lai quy dinh
va quy ché ciia resort.

12.  Béo c4o va loai bo nhitng mbi nguy hai dén strc khoe va sy an toan ngay 1ap tirc
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13.
14.
15.

Khoi xudng chuong trinh tiét kiém chi phi, tiét kiém dién, nudc.

Lam quen véi cac chinh sach va thu tuc dugc thi€t 1ap bsi hé thong khach san Merperle

Thuc hién theo nhiing chi dao va yéu cau cua Tong quan ly, Gidm doc hodc Chu tich khi c6 yéu
cau.

QUY TRINH PHUC VU MOI NGAY

TRUOGC KHI KHACH DEN

1.  Tham gia vao cac budi hop hang ngay cua resort vé cac hoat dong cta khach, chuong trinh
khuyén mai, nhiing hoat dong dat biét trong ngay hodc nhiing ngay ké tiép hoac tuan ké tiép

2. Nhén biét dugc tat ca nhitng khach dang 6 tai resort, khach sip dén, khach sap di

3. Kiém tra nhimng dit liéu twong mg trén thong tin co ban hang ngay va xem trén hé thong vé
bat ki 15i nao c6 thé xdy ra trudc khi in bao céo khach in — house, khach check in/out.

4. Xem lai va kiém tra lai sy phan b6 phong, nhing tién nghi va nhitng yéu cau dat biét tir bo
phén dat phong trude khi khach check in

5. Gi6i thidu ban than mot cach lich su cho khach dé gitp d& khach nhur 1a ngudi lién lac trong
sudt qué trinh khach ¢ tai resort khi can.

6. Pam bao nhic lai cho khach nhan dugc su phuc vu dit biét.

7. Kiém tra x4c nhan nhat ki hoat dong va thong bao cho nhiing don vi lién quan vé bat ki van
dé, phan nan cia khach.

8. Chao don khach, ho tong khach vao phong va gidi thiu nhing tién nghi khi khach check - in.
Pam bao hanh 1y cta khach duoc van chuyén 1én phong ngay lap tuc.

9.  Kiém tra ki nhitng sy dat phong cta ngay dua trén bio cdo cong viéc va cham soc tat ca
nhitng khéach dugc phan cong.

10.  Vui vé va han hoan chao khach, ddng nghiép, quan 1y theo thoi gian trong ngay, ciing nhu 1a
khi tra 161 dién thoai.

11.  Ludn ludn khoi xuéng va hd tro hidu qua trong viée giao tiép véi nha quan 1y va khach mot
cach lich sy va chuyén nghié¢p.

12. Mo may tinh va kiém tra béo céo lich st phuc vu va dy bao cua L& tan.

13.  Ludn duy tri khu vuc 1am vi¢e sach s€, ngan nép, an toan va bao mat.

14.  Chuan bi vat dung va thiét bi can thiét cho khach va phuc vu tour

15.  Theo ddi dinh mirc hang ton kho ciia trang thiét bi.

16. Ludn trang bi dich vu va céc co so kién thuc c6 sén trong resort.

17.  Du kién luong kinh doanh, tinh lu6n ca cong suat phong, ki nghi 18, thoi tiét va hoat dong ciia
resort.

TRONG THOI GIAN KHACH O TAI RESORT

1. HO tro nhan vién L& tin va nhimg bd phan khac khi c¢6 yéu cau.

2. HO trg cac b phan khac, dac biét la F&B, Buong phong, CLB suc khoe va cac bo phan hoat
dong khac vé nhiing kho khan trong giao tlep khi phuc vu.

3. Nam bt nhimng yéu cau ciia khach va cung cap thong tin va hd trg.

4. Chuén bi va gi6i thiéu nhimg chuong trinh khuyén mai ctia bo phan, hodc hoat dong khuyén
mai theo timg thang hodc tirng mua cua resort.

5. Thiét 1ap va duy tri mbi quan hé tét véi Truong bo phan va dam bao sy hd tro trong cong
viéc.

6.  Chiu trach nhiém hoat dong va diéu hanh cong viéc phuc vu khach tai L& tan va Tour

7. Pam bao dich vu chdm séc khach hang ludn dat tidu chuan cao va duy tri mot cach chuyén
nghi¢p va trong gidi han.

8. Dam bdo ludn c6 y thirc kinh doanh vao moi thoi diém va duy tri sy nhén thire vé co héi kinh
doanh cua resort.

9.  Giai quyét nhitng phan nan va yéu ciu ciia khach

10.  Dam bao phdi hop than thiét voi b phan Budng phong va nhimng bd phan c6 lién quan khac.

11.  Nb lyc ban nhitng dich vu hién c6 cua resort.



12.  Chao tam biét khach va cam on khach vi dé lua chon resort dé nghi dudng va chuic khach co
mot chuyén di vui vé va hen gép lai khach

SAU KHI KHACH b1

1. Ghi lai nhitng su viéc hodc trai nghiém cta khach trong nhiing ngay vira qua.

2. Duy tri va cap nhat nhitng thong tin ctia khach trong kho dit liéu ctia L& tan.

3. Duy tri hoan thién va ghi lai thong tin ciia khach 1én hé thong du 1a ghi bang gidy hay chuong
trinh may tinh.

4. Pam bao dit liéu ctia khach trong phan mém resort ludn dugc cap nhat theo nhimg yéu cau dat
biét ciia khach dé mang lai sy hai long cuia ho cho nhiing ki nghi sip t6i ma khach khong can
phai nhic lai.

5. Bao cao va hanh dong nhiing van dé con dang dang do lién quan dén nhan vién va hoat dong

cua resort.

Theo ddi va thiét 1ap hé théng phuc vu theo yéu cau cua quan 1y.

7. Dé xuét nhitng van dé can cai thién trong khi phuc vu khach dé ting doanh thu, giam chi phi
va nang cao ki ndng cua nhan vién .
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QUY TRINH CA NHAN HANG NGAY
Bém thé chdm cong trudc khi vao lam va trong thoi gian lam viée, trir khi dang mic dong phuc
Thay d6i ddng phuc, dam bao né sach s&, khong mui trude khi dén phong bao vé dé tra thé check
in.
bam bao su dung giod, hién dién, tic phong, ki luat va tuan thu tiéu chuén phat trién ca tinh
Tranh pham phai nhitg hanh vi sai trai, 18i 1dm, vn d& bat ki vé nhimg quy dinh da dugc cong ty
ban hanh.
Phan tich va hoc tap dé danh gia ban than trong cong tic lam viéc mdi ngay va thai do.
DPam bao hoan thanh nhiém vu 1 cach hiéu qua tdi da.
Phai [udn ludn 1a nguoi ty tin.
Pén phong bao vé dé dugc kiém tra va tra thé check out trudc khi thay doi dong phuc
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TIET LQ THONG TIN KHACH SAN

Khu Khéch san va Cong ty doi hoi rang ban sé& khong tiét 16 bat ky thong tin lién quan (trong hodc sau
khi 1am viéc) ma khong c6 su ddng ¥ bang vin ban cua Khach san hoac Cong ty hoac bét ky cong ty lién
két hodc bit ky mot trong hai truong hop trén, cac giao dich hay vin dé ma ban c6 kién thic trong qua
trinh lam vi€c cia ban vdi cong ty nay.

Vui long doc mo ta cong viéc nay va ky tén dudi day chirng minh ban da doc va hi€u rd ndi dung trén.

T6i HIEU va PONG Y noi dung Mo ta cong viéc.

EMPLOYEE NAME Date

T61 xac nhan BMTCYV nay la dung véi nhiém vu dugce phan cong cho chiic vu nay

NAME Date
Title:



JOB DESCRIPTION

JOB TITLE : Resort Guest Service and Tour | DEPARTMENT: Front Office
Executive

REPORT TO : Front Office Manager and SERVICE : Resort Guest, and Department
General Manager

SUPERVISE: Directly coordinates with all Resort Guest and to concern Resort Departments.

COORDINATES: Accounting, Front Office, Sales and Marketing, Engineering, Housekeeping,
Administration / Security, and Food and Beverage

JOB SUMMARY:
Under the general guidance and supervision of the Resort Front Office Manager and General
Manager, that works within the limits of established KHAI VY Group, MerPerle Hospitality Group,
and Hon Tam Resort policies and procedures. Ensure the successful daily operation of the Resort in
attaining maximum Guest satisfaction, with anticipation and consistencies in delivering service
standards and efficient productivity, in gaining maximum revenues and profits with less expense
during arrival, staying, and departure of the Guest. Assist in supervising, coordinating and directing
all Resort Department in ensuring the guests demanded or commented are effectively act as standard.
Ensure all correspondents in relations Guest staying and filled/posted in Guest folio after posting to
computer. Make sure self in fulfilling and completed effectively the assign task by the guests,
managers or assistants as required and as standard. Ensure self-esteem, confident, and professional in
achieving requirements without wastages and efficiently following Resort regulations. Maintained
better relationship between Guests, Management and employees to keep the highest level of standard
the Resort has. Show professionalism in all aspects of works.

RELATIONSHIP
Report directly to the Front Office Manager, General Manager and/or Assistant.
Interacts with all Department of Resort and Guests with professionalism.
Works closely to all staff of the Resort but with limitations.
Build camaraderie to outside agencies that support the needs of the Resort as requested by the
department officer.
9. Specialization in attitude and cultures of every Guests of the Resort and all aspects of the front
office department that need to be assist or coordinates, with the other Resort department.

o =N

RESPONSIBILITIES

16. Ensure performing self properly organize, effectively, and operationally.

17. Maintained the established standard of service and attitude towards Guest, staff and Company for
satisfactions.

18. Know all the Resort facilities, room types, lay outs so as to be able to direct and advise Guest.

19. Assist in handling complaints and take immediate actions with follow-ups in coordination with the
concerned department.

20. Coordinate in different department heads of proper manpower arrangements to ensure enough staff
during rush hours.

21.  Check the product knowledge and ensure always up-to-date about ongoing and upcoming events in
the Resort premises as well as in city and nearby cities, which could be of interest to the Resort
guest.

22. Assist Receptionist in ensuring maximum Guests satisfaction through personal reception and
prompt cordial attention from arrival through departure.

23. Comply with all company policies relating to Front Office and other department that concerned the
services.

24. Maximize room sales and tour towards high revenue for the Resort.

25. Attend and participate in training in all aspects of front office procedures.



26.

27.
28.
29.
30.

Report employee’s committing disciplinary action or corrective measurement or grave mistake or
violating Resort rules and regulations.

Report and act any health and safety hazard immediately.

Initiate energy cost conscious all the time, mainly electricity and water consumption.

Familiarize the policies and procedures established by MerPerl Hospitality Group.

Assumes other duties assigned and discussed by the General Manager, Director or Chairman of the
Board from time to time.

DAILY TASKS SERVICE ROUTINE

BEFORE GUEST ARRIVAL

18.

19.
20.

21.

22.

23.
24.

25.
26.
27.
28.
29.
30.
31.
32.

33.
34.

Attend and participate daily briefing for any Resort for Guests activities, promotions, and
other special occasion within the day or coming days or week.

Be fully aware of in-house, expected arrival and departing of Guest.

Check the correspondence file on a daily basis and view the computer for any possible errors
before printing the next day's arrival/departure and in-house list report.

Review and double-check room allocation, amenities and special requests from the
reservation desk before Guest arrivals.

Politely, introduce self upon arrival in order to act as a contact person during their stay if they
should need anything.

Ensure that repeat Guests receive special recognition and service.

Check the operational endorsement logbook and inform the concerned section of any
problem, complain comments, and others.

Welcome Guest, escort to room and perform efficient check-in the room. Ensure immediate
follow-up for luggage delivery.

Double check all reservations for the day upon reporting to work and take special care of all
reservations and respective arrangements.

Gorgeously and courageously greet Guest, colleagues, and management according to the time
of the day, same as in answering telephone.

Initiates and aids in effective communication with the management and Guest all the time
with politeness and professionalism.

Open Computer and check the Front Office historical service reports and forecasting
Consistently maintain working area cleanliness; sanitize orderliness, safe, and security.
Prepare materials and equipment in performing the guest and tour services.

Monitor area operational equipment par stock.

Always equipped with service and facilities knowledge available in the Resort.

Anticipate the volume of business, taking into account the Resort occupancy, holiday, weather
and community and Resort activities.

DURING GUEST STAYING

13.
14.

15.

16.

17.

18.

19.

Assist the Front Office and other department staffs for whenever the situation requires.
Assist other department specifically in Food and Beverage, Housekeeping, Health Club, and
other operational department about the communication difficulties in implementing proper
services.

Acknowledge Guests inquire and provide information and assistance.

Prepare and suggest promotional activity of the department such as, seasonal or monthly
promotional activities of the Resort.

Establishes and maintains good communications with all other Department Heads, ensuring a
supportive working relationship.

Responsible for the daily operation and administrative work of the Front Office Guest and
Tour Services

Ensure that a high level of customer service is consistently maintained with professionalism
and limitations.



20. Ensure a sales attitude is adopted at all times and maintain awareness of all sales opportunities
within the Resort.

21. Attend to Guests complaints and requirements.

22.  Ensure good and close co-ordination with Housekeeping and other related services outlets.

23.  Try to sell the entire services and facilities of the Resort.

24. Bid Guests good-bye and thank for their patronage of the Resort and wish them a pleasant trip
and looking forward to meet them again.

AFTER GUESTS DEPARTURE

8. Record all incident or experiences occur during the day.

9. Maintain and update guest history and marketing data base as laid down in the Front Office
procedures.

10. Maintain complete and up-to-date filing system either manually or through computer
program.

11. Ensure Guests history records in Resort software are updated on special requirements of
repeat Guests in order to satisfy his/her wishes during next stay without being reminded.

12.  Report and act on the pending matters that concerns staffs and Resort operations.

13.  Follow and respect the establish department service system as approved by the management.

14. Recommend improvement in term of Guests service, increase revenue, reduce costs and
improve staff's job performance.

DAILY PERSONALITY ROUTINE

9. Pin your identification card before entering and while inside the premises, except when in uniform.

10. Change uniform, make sure it is fresh, free crumbled, and odorless before going to Security to
punch in card.

11.  Ensure self-punctual, attendance, grooming, discipline and following the personality development
standard.

12.  Avoid committing self-misconduct, mistake, problem and any violation that indicated in Resort
rules and regulations.

13. Analyze and learn to evaluate self in daily work performance and attitude.

14.  Ensures a maximum efficiency in performing the duty.

15. Must always be confidential person.

16. Change uniform and present self to security for inspections and punch out before changing uniform.

DIVULGING OF RESORT INFORMATION
The Resort requires that you will not (either during or after employment) without the Resort’s written
consent, divulge any information concerning the Resort or any associated Resorts or any of their dealings,
transactions or affairs which may come to your knowledge during or in the course of your employment
with this company.

I certify that I have read and understand the responsibilities assigned to this position

EMPLOYEE NAME Date

I certify that this job description is accurate of responsibilities assigned to the position

NAME Date
Title:



