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People & Development


 

	Job Title
	Night Receptionist 

	Department
	Front Office 

	DUTIES AND RESPONSIBILITIES

	OPERATIONAL
· Effectively and efficiently manage the operation of Nights.
· Be conversant with all front office systems of operation – PMS, Unifocus etc
· Be part of the night team and actively coach on customer care skills, department procedures etc.
· Ensure that the handover procedures are followed in the transferring of all relevant information on a daily basis.
· Ensure a minimum of a safety checks at regular intervals with specific emphasis on safety, fire and health and safety.
· Complete daily Income audit pack ensure any discrepancies are addressed In relation with Night Managers review. 
· Check hotel guests in and out, and assist with luggage when required.
· Ensure all team members have a sound knowledge of the local area regarding history, places of interest and special events and where further information can be obtained.
· Ensure early morning calls are actioned at the time specified and to the standards laid down.
· Breakfast trays are delivered and service is given to the rooms when required.
· Ensure all cleaning of areas as dictated via the Front Office Manager/Operations Manager / Housekeeping Manager, removal of all trays from public areas, bedroom corridors as necessary.
· Establish a friendly and helpful attitude to all guests and staff.
· To show willingness to take on additional responsibilities when necessary.
· Recruit all new staff using the competency based interviewing procedure. 

FINANCIAL RETURNS
· Maintenance of all control systems and ensure all revenue is correctly charged and monies are securely kept.
·  Ensure all ordering and delivery of guest’s newspapers and the correct charging and controls are implemented.
· Ensure all monies for the payment of services are accounted for using the correct company procedure.

PEOPLE
· 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 Comply with hotel rules and regulations and provisions contained in the employment handbook.
· Comply with the company corporate code of conduct at all times.
· Familiarise yourself with our core values 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.
· Ability to work as part of a diverse team with colleagues from different viewpoints, cultures and countries. 
· 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
Demonstrate True Hospitality skills to all guests, 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
· Familiarise yourself with emergency and evacuation procedures.
· Ensure all safety 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.
· Pro-actively pursue all practices in-line with company environmental and energy saving initiatives 
· Have the desire and ability to improve your knowledge and abilities through on-going training.


OTHER DUTIES
· Other ad hoc duties in support of the department, hotel and/or the Imperial London Hotel as and when required. 




			

	PERSON SPECIFICATION

	
	Must Have
	Desirable

	Experience / Knowledge
	· Good communication skills
· Experience of dealing with customer complaints
· Experience of managing customer relations face to face and via telephone/email

	· Managing people
PMS knowledge, reservation system 


	Qualifications / Training
	
	· Reception / Reservation qualification
· GCSE Grade C in English / Mathematics (or equivalent)

	Skills / Competences
	Able to communicate in English to CEFR B2 Level Intermediate) 
Customer service skills – face-to-face, telephone, email etc.
Email
MS Word – intermediate level

	· MS Office suite skills (intermediate / advanced)
· Proven skills in verbal and written English 
Experience with PMS software


	Values
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We are POSITIVE in attitude
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We CARE about our guests and each other

	[image: A picture containing yellow, circle, graphics, screenshot

Description automatically generated]
We COLLABORATE for a brighter future
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We encourage & enable GROWTH
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                                   We take PRIDE in our legacy

	Job Description Acknowledgement

	I acknowledge this job description reflects the current main organisational priorities for the position and that these priorities may develop and change over time in line with needs and priorities of the business. Where appropriate and necessary I will be consulted regarding significant changes to my role.

Name: ………………………………………………………………………………………………………… Date: ………………………………….

Signature: …………………………………………………………………………………………………………………………………………………
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The Imperial London Hotels Limited 421257 Registered in England. 
Registered Address: Directors’ Office, Royal National Hotel, 38-51 Bedford Way, London, WC1H 0DG
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