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Position Title:
Spa Fitness Attendant
Reports To:

Spa Assistant Manager
Location:

Mandarin Oriental, Las Vegas
Areas Covered:
Spa Fitness and Wellness Center
The Company

Mandarin Oriental Hotel Group is the award-winning owner and operator of some of the world’s most prestigious hotels and resorts. The Group now operates or has under development 41 hotels with more than 11,000 rooms in 25 countries in key business and leisure destinations.

From the General Manager: Our Vision 

Mandarin Oriental, Las Vegas is a sophisticated sanctuary of modern elegance at the heart of the Las Vegas Strip.  Ideally located at the entrance of CityCenter, the 47-story, non-gaming hotel brings spectacular accommodations, superlative dining, an unparalleled spa, and the legendary service of the renowned Mandarin Oriental Hotel Group to Las Vegas.
Designed by the award-winning architectural firm Kohn Pedersen Fox, with contemporary interior design by Adam D. Tihany, Mandarin Oriental, Las Vegas offers 392 spacious and luxuriously-appointed rooms and suites and 227 residences. The hotel’s impressive “Sky Lobby” is located on the 23rd Floor, providing a stunning arrival experience with glittering views over the Las Vegas skyline. 
A host of stylish dining venues are offered at Mandarin Oriental, Las Vegas, including a celebrated signature restaurant, an all-day dining establishment, and located on the 23rd floor, the Mandarin Bar with stunning views setting the backdrop for a night on the town. 

Mandarin Oriental Las Vegas’ success is through its people. Care and attention has been taken to provide the best possible facilities for our colleagues. It is the hotel’s commitment to provide our colleagues with the best possible training and opportunities to grow within the hotel and the organization. The Colleague Restaurant has natural sunlight and has been designed in the same manner as that of our guest areas. It will be our endeavor to create a very dynamic and caring culture and our colleagues can look forward to a nurturing and progressive work environment.

Strategic Intent

It is the mission and intent of this position that the incumbent will provide the highest level of customer focused service, to insure the guest experience is one that is beyond and expectations of the guest and aligned with our Legendary Quality Experiences.
Scope of Position

Fitness Attendant is to provide personal assistance to any individual interested in exercising in the Fitness and Wellness Center.  In addition, fitness instructors will provide each guest with the knowledge and assistance that would maximize their workout and to exceed their expectations of the spa fitness facility.

Organizational Structure

The Spa Fitness Attendant reports directly to the Spa Assistant Manager and directly communicates with and services guests.

Duties and Supporting Responsibilities

· Offer the highest level of personalized service while maintaining a gracious, enthusiastic, helpful and professional attitude with all guests and colleagues.
· Create special conversations with guests which identify personal preferences in order to record in each guest's profile history. 

· Maintain a daily record (via Spa Soft software) of all guest requests, reservations and confirmations for guests.
· Communicate and describe in an articulate manner the spa offerings and their benefits.
· Maintain fitness facility by performing necessary housekeeping duties (picking up towels, cups, shower & bathroom area, vanity area and all surrounding areas).
· Uphold spa decor by maintaining the set-up and cleanliness of the area.  
· Ability to give orientation tours and describe the equipment to all guests entering the fitness and wellness center.

· Provide beverage service to all guests. 
· Ability to handle guest requests and questions in a calm, professional, and courteous manner.  
· Maintain an understanding of the spa industry and spa philosophy (balance, relaxation, unity, and a healthy lifestyle). 
· Understand that as a representative of the Spa they will maintain a healthy, fit appearance and a positive attitude.  
· Maintain a clean, safe, stocked and well organized work area.

· Assist in all areas of the spa operation as directed by management.

· Ability to handle multiple tasks simultaneously.

· Ability to work in a fast paced environment while maintaining a calm appearance.
Success Profile for this Role (Hotel Competencies)

Customer Focus:  The colleague is genuinely pleasant, positive and helpful to both guests and colleagues

· Confident, helpful and genuine with internal and external customers

· Anticipates guests’ needs and is sensitive to people from all cultures 

· Is conscientious and always attentive to detail

· Goes the extra mile

· Has a natural, warm smile and a friendly and passionate approach

· Serves guests with a sense modesty and humility
Team Player:  The colleague co-operates and works well with others
· Understands the service-profit chain concept (e.g. happy colleagues ( happy guests ( profit)

· Demonstrates co-operation within the team and with other departments

· Listens carefully and works well with other colleagues

· Uses resources efficiently

· Has a positive influence on others in the team and clearly enjoys working with people

· Is sensitive to cultural differences and diversity
Delivers their Best:  The colleague is hard working and efficient
· Has energy and a sense of urgency for his/her work

· Delivers on all expected standards 

· Language and communication skills meet the needs of the role

· Open to feedback and self-development

· Resourceful, makes things happen and looks for ways to work ‘smarter’/more efficiently
· Always look their best and displays appropriate body language and eye contact
Trustworthy and Responsible:  The colleague is trustworthy, responsible, demonstrates our culture’s values and philosophy and works in a safe manner
· Excellent records in attendance and punctuality

· Demonstrates a high level of personal integrity, honesty and trust

· Always works ethically, aligned with MOHG’s Guiding Principles

· Manages own responsibilities and accountability, delivers what is promised
· Is reliable and demonstrates the ability to work without supervision, as required

· Demonstrates knowledge of MOHG Safe & Sound standards and assumes the relevant responsibilities to ensure the safety of self, colleagues and guests
· Demonstrates understanding of our environmental responsibilities and ensures that resources are used wisely in the areas in which he/she works
Composure:  The colleague can handle the pressure and remains calm at all times
· Able to stay calm under pressure
· Demonstrates maturity and ability to cope with the unexpected
· Never lets personal feelings interfere with delivering the highest standards
· Emotionally stable and mature
· Able to solve every day problems in a calm manner
· Responds with enthusiasm when under pressure or in challenging circumstances
Being a ‘Fan’/Commitment:  The colleague represents the Mandarin Oriental brand well and is a true ‘Fan’
· Displays an understanding of quality and consistently delivers the Pillars and Department LQE’s

· Encourages guests to return through his/her daily behaviors and actions
· Is committed to his/her job, as well as the Mandarin Oriental brand
· Represents the brand in a professional manner and displays brand loyalty – a true brand ambassador
· Understands and supports the MOHG mission, our vision and our values
· Displays behaviors that reflect our oriental heritage
Technical Competencies
· Demonstrates knowledge of MOHG FLHSS standards and works in a safe, healthy and hygienic and competent manner at all times to ensure the safety of self, colleagues and guests

· Demonstrates a competent standard of verbal communication, social and up-selling skills

· Demonstrates competence to input and extract data from the Spa-soft software system, in order to provide high quality guest enquiry, booking experiences and guest service to MOHG standards.

Requirements

Mandatory

· Excellent, reading writing and oral proficiency in the English language

· Previous customer service required

· High school diploma or equivalent required 
Desirable

· Previous customer service experience in spa setting
· Personal Training certifications
Each of the items listed is considered an essential function of the position.  However, the duties, responsibilities and requirements presented in this job description are intended to be broad based and high level and should not be construed as an exhaustive list of all roles or responsibilities for the position.  The Company reserves the right to alter the duties and responsibilities of the position.  

It is Company policy to comply with the Americans with Disabilities Act, including by providing reasonable accommodations that do not constitute an undue hardship on the Company.  Employees or applicants should direct requests for accommodation to Director of Human Resources.
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