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Position Title:
Guest Relations Executive
Reports To:

Front of House Manager
Location:

Mandarin Oriental, Las Vegas
Areas Covered:
Rooms/Guest Relations
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 is poised to bring spectacular accommodations, superlative dining, an unparalleled spa, and the legendary service of the renowned Mandarin Oriental Hotel Group to Las Vegas for the first time. 

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 will be 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 will be 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 ensure the guest experience is one that is beyond expectations of the guest and aligned with our Legendary Quality Experiences.
Scope of Position

The Guest Relations Executive will be the key liaison between the hotel and our guests and will meet, greet and escort all VIP guests and will ensure a smooth arrival and a fond farewell. The Guest Relations Executive will act as the "owner" of the guest database and is responsible for executing delivery of amenities, ensuring that guest preferences are met throughout the hotel while delighting and exceeding guest expectations.
Organizational Structure

The Guest Relations Executive reports directly to the Guest Relations Manager. 
Duties and Supporting Responsibilities

· Perform tasks of Guest Service Agent in support of Front Office operations.

· Acts as a liaison with all hotel guests requiring special needs and requirements.
· Meet all VIP guests and guests whose transportation has been arranged by the hotel; escorting these guests to their rooms
· Responsible for physical inspection of all VIP rooms, prior to arrival 

· Coordinate all VIP Amenities with Executive Office for Housekeeping, Room Service, Concierge, Front Office, Reservations and Sales 

· Call daily all VIP guests to arrange meetings, (greetings, cocktails, afternoon tea, breakfast, lunch, dinner, etc.) with the General Manager (or Hotel Manager) as required 

· Perform as key colleague stationed in the lobby to welcome and greet guests upon arrival and departure 

· Responsible for maintaining the highest quality database relating to guest history and implementing guest recognition programs in line with MOHG guidelines
· Accountable for results from guest database audit, Guest Satisfaction and Richey surveys, in areas relating to Guest Recognition Program 

· Administrate the incentive schemes for guest recognition 

· Preparation of guest turndown letters
· Responsible for achieving and maintaining high guest retention ratio

· Liaison with VIP guests for private business meetings in suites/function rooms
· Other activities as deemed appropriate by the Guest Relations Manager or Duty Manager
· Responsible for disseminating all known preferences to relevant departments
Requirements

Mandatory
· Two years previous front desk or guest relations experience in a luxury hotel setting
· Four year college degree in hospitality/hotel administration 
· Strong written and verbal communication skills in the English language 
· Strong computer literacy which is not limited to Word, Excel, Outlook and Power Point 
· Able to lift up to 20 lbs on a regular basis 
· The ability to work well in a team environment 
· Ability to maintain confidentiality of all guest information and pertinent hotel data
· Flexible schedule which includes weekends and holidays 
· Professional appearance and demeanour
· Ability to stand for long periods of time
Desirable

· Additional languages are advantageous

· First Aid and CPR trained
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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