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Job Description

Position : Concierge


Position Title: 
Concierge


Reports To:

Chief Concierge

Job Level:

General Staff

Department:

Front Office

Hotel / Location:
Mandarin Oriental, Boston


Valid work visa is required from the applicant:  ( Yes / No )
Contact Person : 
Director of Human Resources
The Group

Mandarin Oriental Hotel Group is the award winning owner and operator of some of the worlds’ finest hotels. The Group operates luxury hotels in key leisure and business destinations. In total Mandarin Oriental employs 9,000 colleagues in three continents with 10 hotels in Asia, seven in North America and three in Europe.

The Hotel

Mandarin Oriental New York will be the Flagship Property operated by the Mandarin Oriental Hotel Management USA.
Strategic Intent

It is the mission and intent of this position that the incumbent will keep the guest’s perspective in mind at all times and carry out the mission of the Rooms Department.
Scope of Position

The Concierge is responsible for providing 5 star services to all guests and colleagues.
Organizational Structure

The Concierge reports directly to the Front Office Manager.
Duties and Responsibilities

1. Major responsibilities


· Provide guests access to all Boston has to offer

· Offer a warm, sincere and personalized welcome to all guests

· Create special conversations with guests, which identify personal preferences in order to record in each guest’s profile history 

· Have an in depth knowledge of directions, travel time, cost and various forms of transportation

· Maintain a constantly updated database with extensive information about city highlights

· Demonstrate first hand knowledge of the recommendations with thorough research

· Be proactive and anticipate  the complete requirements to make the experience a success

· Enquire as to the success or enjoyment of the recommendations made

· Maintain a consistent and sufficient level of brochures, maps and handouts

· Maintain a daily sheet (via software) of all guest requests, reservations and confirmations for guests

· Be knowledgeable of all in-house and arriving guests

· Be aware of all daily events in the hotel

· Arrange tickets for theatre, sporting events and local attractions

· Make and confirm dining reservations

· Arrange for package delivery and pickup for guests

· Provide guests with a confirmation card for dining reservations, transportation, theatre tickets, etc.

· Communicate all important details to management and colleagues

· Provide a daily list to the Front Office Manager or Manager On Duty of transportation reservations

· Maintain a clean, neat and organized desk

· Act as a guide when guests ask for direction and physically assist them to their destination within the hotel
· Provide clear directions for all guests travelling outside the hotel

· Respond to all guest needs and requests

· Other activities as deemed appropriate by the Front Office Manager
Requirement on Core Competencies

The incumbent will require the following personal attributes:

1. Delighting our Clients

· Awareness and sensitivity to the concept of luxury and quality

· Responsive and genuine with guests and colleagues

· Confident with guest interactions

2. Working with Colleagues

· Able to read and write English

· Is culturally sensitive

· Listens to fellow colleagues

· Is co-operative and committed to the MOHG Mission

3. Promoting a Climate of Enthusiasm

· Has energy and drive
· Has a sense of urgency for guest requests
· Communicates clearly
· Open to feedback and learning
4. Being the Best

· Achievement and goal oriented
· Is positive
· Able to communicate alternative and positive solutions to problems
· Adaptable and suitable to change
· Seeks continuous improvement opportunities
5. Delivering Shareholder Value

· Committed to the overall MOHG mission
6. Playing by the Rules

· Operates ethically
· High level of personal integrity
· Balances needs of guests and colleagues
7. Acting with Responsibility

· Establishes self-accountability
· Accepts feedback and coaching
Requirements

1. Mandatory

· 2 years Boston hotel Concierge experience
· Able to communicate written and spoken English
· Excellent overall communication skills
· Able to multi-task
· The ability to work well in a team environment
· Able to stand for extended periods of time
· Must be professional and possess excellent presentation, communication, organization, and effective time management skills 

· Must have very strong knowledge of the restaurants, bars, nightclubs, theatres, Broadway shows and attractions in Boston. 

· Flexible schedules and hours, willingness to work on weekends & holidays is required. 

2. Desirable 

· Multi-lingual is preferred
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