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Guest Relations Manager


Job Description

Position:	Guest Relations Manager
Department:	Admin 
Reports to:	General Manager


Lapithus Hotels Management UK Limited (LHM) was formed in 2015 to focus on managing the operation of mid and upscale hotels, under global brands, Crowne Plaza and Holiday Inn. Our portfolio of 21 hotels are in excellent locations throughout the UK. Our dedicated team of hospitality professionals have a wealth of experience working with a variety of international hotel brands.
KEY RESPONSBILITIES
To welcome and bid farewell to the Guests in a polite, warm and friendly manner, using guest names.
Daily follow the GR task list and follow up the traces set for your department
Ensure that all reported issues are followed up and ensure that the guest profiles are updated accordingly 
Respond to guests’ needs and ensure guest receive prompt attention and personal recognition throughout the hotel.
Review and be aware of VIP arrivals. 
Check, in conjunction with Reservations the following days VIP arrivals lists.
Provide detailed and accurate information for the morning Operations Meeting on arriving VIP guests.
Greet all VIP guests, explaining all facilities and services.
Allocate rooms for VIP’s
Attend to enquiries, requests and complaints promptly.
Check and organize VIP rooms prior to arrival, ensuring all amenities and gifts are in place.
Ensure the smooth running of day-to-day operation of the hotel.
Ensure efficient communication between all departments.
Support and assist the Front Desk and give feedback to the Front Office Manager. 
Ensure VIP and Priority Club members receive special attention and that the correct VIP packages are used. 
Inspect front of house and back of house regularly for cleanliness.
Maintain the correct standards and appearance of conduct, uniform, hygiene and appearance of staff as per the IHG standards. 
To input information into the Front Office team meetings.
Promote inter-hotel sales and in-house facilities.
Check billing instructions and guest credit for accuracy.
Analyse, in line with FOM, discounts and rebates – following up where necessary with guests. 
Assist in training of all Front Office team
Assist guests with business services related queries.
To attend all relevant training to your job role as and when required.
Ensure at the  beginning of your shift the attendance according to the rota
Attend departmental / daily / weekly meetings. 
Ensure your working environment is organised and well presented at all times. 
Ensure all maintenance defects are logged.
To show willingness to take on additional responsibilities when necessary.

FINANCIAL RETURNS

To ensure that your team are fully conversant with the facilities, services and special promotions offered by the hotel and to pass this information onto the guest whenever the possibility arises in order to maximise hotel sales. 
To ensure that your team are aware of hotel availability and that every opportunity to maximise room sales is taken
Display a pro-active and consistent approach to stock control, cost control and cash control.
Be actively involved in executing revenue strategies and sales initiatives.

PEOPLE

Gain understanding of the departmental goals and financial targets.
Comply with hotel rules and regulations and provisions contained in the employment handbook.
Comply with company grooming and uniform standards.
Comply with timekeeping and attendance policies.
Actively participate in training and development programmes and maximise opportunities for self development.
Familiarise yourself with our core values which link to the desired behaviours that we expect all our employees to display.

GUEST EXPERIENCE

Demonstrate service attributes in accordance with industry expectations and company standards to include:-
Being attentive to guests
Accurately and promptly fulfilling guest requests
Understand and anticipate guest needs
Maintain a high level of knowledge which will enhance the guest experience 
Demonstrate a service attitude that exceeds expectations
Take appropriate action to resolve guest complaints
Appreciate the dynamic nature of the hotel industry and extend these service attributes to all internal customers.
Be able to promote the hotel (and IHG generally) products and services. 
Maintain a high level of product and service knowledge about all IHG hotels in your region.
Ensure known repeat guests, priority members and other VIP’s receive special attention.

RESPONSIBLE BUSINESS

Demonstrate a comprehensive understanding and awareness of all policies and procedures relating to Health, Hygiene and Fire Life Safety.
Familiarise yourself with emergency and evacuation procedures.
Ensure all security incidents, accidents and near misses are always logged in a timely manner and brought to the attention of your line manager

Perform other duties as assigned. May also serve as manager on duty.
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