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Receptionist

Job Description

Position:	Receptionist
Department:	Front Office/Nights
Reports to:	Front Office Manager/Nights Manager

[bookmark: _GoBack]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 RESPONSiBILITIES
· To be fully conversant with the facilities, services and special promotions offered by the hotel and to pass this information on to the guest whenever the possibility arises in order to maximise hotel sales.
· To have a full working knowledge of the Priority Club programme and its benefits – taking every opportunity to enrol new members.
· Whenever possible to anticipate guest’s needs, to be aware of all written and spoken requests, to carry out these requests in a courteous and helpful manner.
· To be fully conversant and able to operate the hotels front office systems.
· Ensure all messages received for guests are passed on accurately and as quickly as possible.
· Ensure a sound knowledge of the local area regarding history, places of interest and special events and where further information can be obtained.
· Operate the hotel switchboard and deal with all internal and external calls, according to procedure.
· To display a ‘Can-Do’ Attitude at all times. 

FINANCIAL RETURNS
· To be prepared to sell the small items associated with the concierge desk, including stamps, and be familiar with the common rates of postage.
· Ensure that all charges are correctly posted to the guests bills following the standard procedures.
· Be aware of the hotel availability and that every opportunity to maximise room sales is taken.
· Deal with cash, cheque and credit transactions in accordance with the hotel and company policy, and to ensure that any discrepancies are reported immediately.
· Ensure the float handed over is checked and correct.

PEOPLE
· Maintain a level of broader knowledge which enables you to handle minor problems in all fields of the department.
· 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 programs and maximise opportunities for self development.	
· Comply with the company corporate code of conduct at all times.
· Familiarise yourself with our winning ways which link to the desired behaviours that we expect all our employees to display.
· Perform other tasks at the level of the role as directed by your line manager in pursuit of the achievement of business goals.
· Desire and ability to improve your knowledge and abilities through on-going training.
· Ability to work as part of a diverse team with colleagues from different viewpoints, cultures and countries. 

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 health club/hotel (and IHG generally) products and services. 
· Maintain a high level of product and service knowledge about all health clubs and IHG hotels in your region.

RESPONSIBLE BUSINESS
· To ensure that all areas under their control are maintained to a very high standard of cleanliness and safety in accordance with Company policy, Health and Safety, Statutory Requirements.
· Demonstrate an understanding and an 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. Obtain a thorough working knowledge of the Health and Safety at Work Act 1974 specifically relating to his/her main area of duty, also to general aspects of the hotel.

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





	SLICK
	SMART
	SHARP
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