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to the front of house team 

JoB description


	[bookmark: Text3]Position Title
	Reservations 
Co-ordinator 
	Department
	PVE

	Generic Job Title
	
	Segment
	Sports & Leisure

	Team Band
	
	Location
	Remote 

	Reports to
	Hub Sales Manager – 
London
	Office / Unit name
	[bookmark: _GoBack]Work from home – Bateaux for occasional requirements



Head of Talent
Job Purpose 
To efficiently respond to all enquiries via phone and e-mail
To maximise upselling opportunities
To effectively utlise Priava 
To deal with customer enquiries relating to all public cruises

Accountabilities or “what you have to do”
Take reservations over the phone and e-mail and input them correctly into Priava
[bookmark: _Hlk78212469]To help customers who have booked via ticketing make any changes to their booking
Respond to all enquiries from individuals, agents, third parties 
Accuratley input dietary requirements, allergens, upsells and special requests
Comply with data standards for the booking system
Comply with all GDPR standards and ensure Reservations Co-ordinators understand these rules
Process payments in line with company procedures – ensure all advance payments are received prior to the date of the cruise
Provide customers with accurate product information, upselling to Platinum cruises where possible
Ensure all KPI’s are met – call handling, upselling, e-mail response times














Key Performance Indicators (KPIs) or “What it will look like when you are doing the job well”
All reservations are accurately processed in line with Priava standard
Administration is accurately completed in line with departmental processes & procedures
Duties are effectively carried out in a timely and organised manner
Customer enquiries are handled effectively and accurate product information given
Teams telephone manner is clear and professional
All emails in the reservation inboxes to be answered within 24 hours
Remote team meetings are attended regularly via Teams

Dimensions
	Financial
	N/A

	Staff
	

	Other
	




Competencies (Sales and Core)
	Date entry skills

	Excellent attention to detail

	Ability to upsell

	Ability to work under pressure



Skills, Knowledge and Experience

Essential
At least 1 year of experience within the tourism and hospitality industry
Excellent written and spoken English
Basic numeracy
Computer literate – especially in Microsoft Office
Effective telephone manner
High standard of personal presentation

Desirable
 4 - 5 star hotel reservation or reception experience
Previous work experience within service led industry

Contextual or other information
Weekend and bank holiday working is required
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