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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1.i.  The types of people most suitable for working in the hospitality industry are those that have an inviting personality and a commitment to their role.  The course notes refer to a person “that has the “natural” appeal and kinship with customers”.  Expanding on this, he or she should ideally possess the following qualities:
1. A positive attitude to their work, that is, a keen interest, enthusiasm, curiosity and a willingness to carry out instructions often within tight timeframes and in a high pressure environment;
2. A high standard of grooming, hygiene and physical fitness.  Hours are often long and the work is physically demanding – a long time on one’s feet so to speak;
3. A warm, friendly, outgoing personality and an interest in working with people, both other staff members and guests.  Hospitality employees should be able to work with others in a team or autonomously if necessary;
4. A good technical knowledge of his or her role.  Guests and other staff are going to be critical if staff cannot deliver the experience promised by the hotel’s promotional material;
5. Good communication skills with the ability to speak the preferred language of the establishment’s clientele; often English with a second language being beneficial;
6. Reliability, honesty and punctuality with a willingness to work irregular hours; weekends, holidays and public holidays;
7. The ability to speak clearly with the necessary volume and clarity so that guests and other staff can hear and understand the employee;
8. A willingness to help out; often tasks may not strictly fall within an employee’s job description but employees should avoid the “not my job” attitude (obviously within limits); and 
9. A discretion and respect for guest’s privacy.

He or she should be a person who can accommodate that workloads may fluctuate 
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on a daily, weekly and seasonal basis.  Also and depending upon the role, the person needs to be comfortable with full time, part time or casual basis employment.  

In summary, people most suitable to working in the hospitality industry need to be able to produce an atmosphere of congeniality, contentment and good service.

1.ii.  The first thing a manager should do before starting on the recruitment process is to consider the job carefully, that is, determine if there still exists the need for that role or if it can be undertaken by others in the team through job redesign.  Alternatives could be, splitting or sharing the role, outsourcing or utilizing contingent personnel resources.  Assuming there remains a need to recruit; the manager needs to dedicate time to the recruitment in order that the outcome of the recruitment builds talent.  

Decisions about hiring should be made with a clear understanding of the expectations of the role.  The manager needs to reassess the role and identify competencies and not merely adopt those used when recruiting last time.  The role may have changed due to changing work patterns, new technology or new services being offered by the hotel.  The manager should develop or update the job description in order that the right candidate is hired because he or she matches the job description or can be trained with minimal investment in training to undertake the role.  

The manager, once the role is settled, needs to consider if there are candidates who can be promoted from within the organization.  Promotion from within can be a good motivator because it demonstrates that if employees work hard and perform, their efforts will be recognized giving them career progression, and greater loyalty to the hotel or organization should follow.   If the decision is made to recruit from outside the organization, the manager needs to determine the most effective way to attract the better candidates.  This could be to retain an external recruiting agency or if the hotel is large enough, to draw upon the resources of its human resources department and to rely on their expertise to attract the right candidates to the role.  If the latter approach is adopted, advertisements for the role may be placed in relevant print media publications such as the Open House Food Service magazine (described as Australia’s leading news magazine for the hospitality industry) local newspapers and internet recruiting sites such as SEEK.  Alternative methods of identifying candidates could be recommendations from staff, word of mouth, Commonwealth Employment Service (Australian Government) and local hospitality schools and colleges.  The approach adopted will depend upon the level and the nature of the role.  A different approach will be utilized if the position is at an executive level to that of an entry level into the industry.

1.iii.  Flexible employees in the hospitality industry are those persons who essentially only work when their services are required by their employer.  Generally, flexible employees supplement full time employees and are utilized to meet demands for 
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additional capability and/or capacity.  In this way, management can achieve the appropriate staffing levels in the most cost effective way.  The key advantage of flexible employees over full time employees for an employer is that they only work when there is a demand for their services as opposed to being employed independently of the demand for their services.

The course notes refer to the categories of regular part time staff (regular employees whose hours vary), casual staff (employed for a fixed term or intermittent workers who work according to demand for their services) and agency staff (employees of a third party service provider).  Personally I question whether Flexible employees, however genuine and hardworking, would necessarily get an opportunity to adopt the employer’s culture, vision, values and mission.  Noting Flexible personnel are often paid on an hourly basis, there is a tendency to want to match the outgoing costs of their pay with revenue generation and not to devote time and costs to nonrevenue earning training on culture, vision and values.  Also, because to a very large extent these people probably only work peak times and often unpopular, very, busy, working times, their interest and their capacity to immerse themselves into their role, their employer, its customers and service offering would be less than those of fulltime employees.  Thus, they probably only supplement and not complement their full time colleagues.

Flexible staff may also not benefit from paid annual leave, long service leave and superannuation potentially diminishing their loyalty to the hotel.  With possible reduced earnings compared to that of their fulltime counterparts, which may also significantly fluctuate from one week to the next, this may create dissatisfaction also leading to staff turnover.  Additionally, it may be assumed Flexible employees may have a number of employers and more attractive offerings from other employers could leave the hotel without the preferred staff at the time it needs them.  

Flexible employees may also not have the same level of investment of core skill training given to them as their fulltime counterparts and accordingly the quality of their service may suffer leading to lower productivity and ultimately reduction in revenue.  Management will need to be conscious of this to ensure the quality of the service to guests is not distinguishable between that provided by fulltime employees and that provided by Flexible employees.  If guests become dissatisfied with the level of service it is doubtful they will return to the hotel and potential repeat custom is lost.

It should not be assumed however that employment of Flexible employees will automatically result in some of the concerns raised above.  Flexible work opportunities may be for some personnel very advantageous because it allows them work life balance according to their needs leading to an increase in morale and commitment to the hotel; hopefully achieving reduced absenteeism and sick leave.  Sustainable stress levels should be achieved because the intensity of work is for periods of time that the Flexible employee has chosen.  Employees’ circumstances 
Ivan Charles Witt
1698
Assignment #4
Page 4

change at different stages of their life and if for example, fulltime personnel can alter their status to flexible arrangements; this may be an effective way of retaining good employees.  

1.iv.  The factors which affect the market’s labour supply include the strength of the economy and labor market conditions such as the availability of people with the skillset a hotel is seeking to recruit.  Hotels compete not just with other employers in the hospitality industry but depending upon the skills and experience of the person sought the wider economy.  For example, if the hotel is seeking an accountant, persons with these skills may come from other industries.  Similarly, recruiting for an engineer to be appointed as the Maintenance Manager may mean the hotel is competing with employers in the mechanical or electrical engineering sectors.

In some ways, recruiting is similar to trading in any commodity market.  Supply and demand influence the availability of personnel, and what is required to attract and retain them.  When the economy is strong, with little unemployment, a hotel may have to offer a very competitive salary package to attract quality applicants. Conversely, during a downturn in the economy with higher levels of unemployment, many qualified and experienced candidates may be available and prepared to offer their services for less competitive packages.  In this case the employing manager may be overwhelmed with good quality candidates and experience difficulty in reducing the list down to a manageable number to go forward in the recruiting process.  

Broadly speaking, local labor market conditions strongly affect non-managerial and less skilled positions but global considerations may affect the labor market for professional senior leadership positions.

With respect to the local labour market, the industry profile of the locality of the hotel influences the number of potential candidates for employment.  For example, in areas with a large number of resorts and tourist destinations, such as North Queensland in Australia adjacent to The Great Barrier Reef, this locale naturally attracts persons with hospitality industry skills and experience, however, in geographical areas predominantly employing persons in the oil and gas industry in Port Hedland, Western Australia, it may be harder to attract and retain good quality hospitality industry personnel.  

The availability of personnel also changes throughout the year.  For example, more university, college and secondary school students become available for casual employment over the summer vacation period which in the southern hemisphere coincides with Christmas and New Year holidays.  As a consequence more personnel are available for Flexible work than at other times of the year and the demographic of such personnel will change.   During the academic year with many students concentrating on their studies, the available casual work force may only be: those already in the workforce; perhaps persons with younger at home families 
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seeking additional income; retirees seeking additional funds; unemployed or downsized workers; or immigrant workers depending upon any visa restrictions.  A good recruiter should be aware of these trends and allow for them when choosing sources for additional personnel; particularly Flexible personnel.

The location of the hotel may also affect the availability of personnel for work.  For example, a hotel located in the centre of the city can attract a wider range of potential employees because as the city centre is serviced by regular 24 hour public transport, personnel from the suburbs can with ease attend the hotel and if necessary, at various times of the day and night.  If the hotel is located in an industrial area or outer suburbs however, the availability of potential staff may be limited to those who have their own means of transport.  Some potential employees may only be able to work in these areas during the times when public transport operates to the area.

1.v. A job description or a duty statement as it is sometimes called, should articulate the main duties of a position and other details as necessary in order that the incumbent or future incumbent can clearly understand the role he or she is to perform and how it is to be performed.  

A job description is a living document which may change over time and is essentially a guide as to the nature of the role at a particular time as work practices change due to changes in service offerings or technology for example.  A job description should not be confused with a contract of employment which may be more prescriptive in relation to duties and daily commencement and finish times.

A job description can assist during recruitment because it allows the recruiter to review résumés in light of the objective criteria identified in the job description as opposed to assessing what a candidate has done in the past and considering it subjectively against what the recruiting person thinks the role is.  Additionally, job descriptions assist in managing employee performance because it provides criteria to assess an employee’s performance and contribution against. They can also be used to determine any additional job specific training which may be needed for an incumbent or future incumbent.

In light of the foregoing the important points which should be included in a job description should be: the job title, where the position fits into the organization, for example, which division or department, such as, Floor Supervisor, Housekeeping Department; and its location (which hotel if there are a number of them in the group). 

The job description should also explain the overall purpose of the position.  For example, “Controls budgets and expenditure in compliance with the hotel’s financial policies and procedures”.  There should be a clear statement as to whom the position reports to and the number of direct reports and if it is a managerial role, the titles of the direct reports.  This will assist the incumbent to understand his or her 
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managerial and leadership responsibilities.  Also, it is ideal to explain if there are other relationships with peers, for example “liaise with or consult with the Security and Engineering Managers on a daily basis”.

The job description should address the primary duties and responsibilities which are required for the successful performance of the job.  The notes also refer to Occasional duties: what is done now and then?  I have interpreted this to mean, for example, activities such as Health, Safety and Environment responsibilities.  Other points which should be addressed in the job description are minimum skills and behaviours required: e.g. technical skills – problem solving; business skills - good business acumen; human relations – excellent interpersonal and communication skills; and expected behaviours – results orientated.

The job description may also address minimum academic or technical qualifications; both essential and desirable, and any additional conditions such as must be available 24 hours a day for security emergency purposes.  Key performance indicators may also be included and for recruiting purposes only, the salary range.

It is also customary to specify limits of authority such as financial delegations e.g. up to $5,000.00 per day or limit of funds available.  

The key provisions must address the essential elements of the role and what is expected of the incumbent to achieve in the role. 

1.vi The internal sources for applicants are current staff, in all capacities, permanent, part time, casual and fixed term employees.  The key advantage of considering existing personnel for a role or promotion is that the employer has had the advantage of “an extended interview”; essentially the entire term of their employment with the hotel.  From their employment history the manager, can glean their work ethic, attitude, punctuality, temperament, manner under stress, intelligence and intellect; judgement, initiative, leadership and management skills, organizing ability and influence over others.  With respect to external candidates however, the recruiter is limited to their ability to form a view of the above attributes based upon a candidates performance at interview, their résumé and referees’ comments.

Promotion from within can be a powerful motivator because it demonstrates that the hotel rewards hard work and good performance and it should motivate others to perform at a high level in the expectation that they too may achieve promotion and the benefits that flow with it.  Additionally, an existing high performing employee should be familiar with the corporate culture, its organization’s policies and should get up to speed much quicker than a person new to the hotel.  Recruiting costs should also be reduced as recruiting for the now vacated position which presumably is at a lower level and may not need the same level of recruiting effort and scrutiny.  

There may be a downside however in that the hotel may not get the benefit of the 
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knowledge, capability, ideas and the creativity of somebody new drawing upon their career experiences; possibly with a competitor or a high performing hotel, the hotel wishes to emulate. 

Other internal sources for applicants could be from candidates who have previously applied to the hotel for employment.  If the candidate still remains interested in joining the hotel this could be a good indicator that they have an ongoing interest in and commitment to working at the hotel and thus could be a good employee.  Also, there should be minimal recruiting costs as no commission should be payable to an external recruiting agency.  

Current staff may also be able to refer potential candidates.  The advantage with this scenario is that presumably existing workers would not recommend a candidate if they did not believe that the candidate could perform the role because they would not want to tarnish their own reputation by proposing a poor performer.  Also, existing staff are familiar with the hotel’s culture and values and should know if the person they are proposing would be a good fit.  Sometimes a referral fee may be paid to the employees who proposed the candidate which should be less than that to be paid to external recruiting agencies but it might unduly motivate staff to propose non-ideal candidates.

If the hotel is part of a group, candidates may be available from other hotels within the group.  The advantage is that the existing managers of such candidates can accurately speak to their ability and performance history.  Another internal source could be to advertise within the hotel in public areas to attract the attention of customers or guests who may wish to work for the hotel. Whilst this may be a cost effective way of obtaining candidates, it may be very awkward to explain to a long standing guest that whilst he or she is a great customer, you do not want them as an employee.  You may lose their future custom.

1.vii The type of information which should be asked on a job application form should be only that which will allow for all applicants to be assessed equally in order to determine a candidate's suitability for the role.  The form should only elicit the necessary and relevant information about a candidate’s skills, education, experience and ability to perform the job.  The character of the information obtained is personal information and care needs to be taken with it noting that the provisions of privacy legislation or similar depending upon jurisdiction, will apply.

Employers are required by law to avoid discrimination when recruiting staff.  It is not unlawful however, to ask a candidate with a disability for information about his or her disability to determine whether the candidate should be able to perform the inherent requirements of the job, to assess any health and safety risks or to identify any adjustments to the workplace that may be required should that person be appointed.  Care needs to be taken if asking questions relating to a person’s age, sex, race, disability, religion or any other characteristic protected under anti-discrimination laws 
Ivan Charles Witt
1698
Assignment #4
Page 8

such as child bearing potential unless they are part of the genuine requirements of the job.

Ideally the form should be simple to complete in light of the level of the job on offer and provide sufficient space for candidates to provide information about themselves in order that that the reader can create a “word picture” of the candidate.  Generally application forma will address the following: the candidates name; address; gender (if relevant to the job); age (if relevant to the job); education and training; employment experience; other interests to help create the word picture; personal circumstances (bust see comments above about discrimination); and details of referees.

1.viii Induction programs in the hospitality industry are very important because a good program should allow an employee to commence his or her employment with the appropriate information to maximise productivity as quickly as possible.  It should also aim to meet the hotel’s legal obligations, such as training the new employee in safe work practices.  

The latter point is particularly important when you consider all of the potential health and safety risk factors which may arise if persons are allowed access to unfamiliar equipment in commercial kitchens or plant rooms for instance, without proper briefings as to the equipment’s safe operation.  The hospitality industry has a mobile employee base which means there are persons who have a broad range of hospitality industry experience however, they may not be familiar with the type of equipment used in their new employer’s facility which may result in accidents impacting the ability of the employee to perform and exposing the hotel to prosecution and compensation claims.

It may be assumed that a new joiner is enthusiastic about his or her new role and that the person may also be apprehensive about their ability to fit in and to perform in the new environment.  Additionally, a new employee would be expecting that their new employer lives up to the expectations it has created in the new employee. A good induction program should take account of these factors, reinforces first impressions and ensures that new staff: feel welcome and comfortable; have clarity as to what is expected of them; that the new employee’s role in the business is clear to existing staff members; and makes new employees feel welcome and ready to contribute fully.  

The criticality of an induction program is because it should address important factors which enable new employees to be successful in their jobs ultimately contributing to the success of the hotel.  After all, it is the employees that deliver the hotel’s product, that is, converts infrastructure into a hospitality service.  The information which should be addressed in an induction program, in my view, may be characterized as being of two discrete groups; corporate policies and practical matters.  Corporate policies should address (note, some of these may only have application to Group 
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hotels or large hotels):

· The hotel’s or Groups primary purpose, its mission, its vision, values and core beliefs;
· Terms and conditions of employment – hours of work, annual leave entitlements;
· Bribery and corruption policies;
· Competition when dealing with suppliers or wholesale customers;
· Environment and energy;
· Conflicts of interest;
· Health and safety;
· Intellectual property, e.g. use of the hotel’s name and trademarks;
· Use of information systems;
· Workplace behaviours;
· Equal opportunity and managing diversity;
· Personal relationships;
· Drugs and alcohol use;
· Privacy and labour laws;
· Gifts, entertainment and hospitality;
· Political and charitable donations on behalf of the hotel;
· Communication with the media; and
· Social media policies.

Practical matters may include:

· The wearing of employee identity cards;
· The hotel’s health and safety policies at a more granular level than above e.g. no running, wearing of safety boots etc;
· Fire prevention and safety;
· Hygiene standards;
· Grooming and dress code standards;
· Travel and expenses;
· Smoking policy – where and when;
· Reporting of accidents and workplace hazards;
· Employee car parking;
· Career development, training, appraisals and professional development;
· Pay, when and how paid;
· Sickness notification;
· Grievance procedure;
· Location of medical and first aid facilities; and
· Location and use of staff facilities and use of public areas of the hotel by staff.

Depending upon a new employee’s role or the nature of his or her engagement, the 
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induction program may need to be modified.  Management should be fully inducted in all of the above points, whereas, for a temporary employee engaged for a discrete function, he or she perhaps would only receive an induction for what I have described above as practical matters.  Additionally, transferees from other Group hotels may only need reminding of the corporate policies but should be fully inducted on the practical matters.

The awareness of and the acceptance of the above matters by employees is critical as they help to reinforce how the hotel wants to achieve its objectives by outlining its standards and the way it chooses to do business.  Staff need to know these policies as they should help the hotel to attract the best employees, leading to very satisfied guests and customers, and ultimately, to increased value for its shareholders.

2.  The main advantages of conducting a one to one interview is that management’s time is saved as only one resource is involved in the interview as opposed to two or more resources.  The more personnel involved in the interview, the harder it may be to coordinate the interviewers’ diaries with the availability of the candidate(s).  In circumstances where it is necessary to make an employment decision in a compressed timeframe, it may be advantageous to only have one person involved in the interview and decision process because it may be harder to obtain consensus for a decision if more than one person is involved.

For some roles, especially if the appointment is for a confined, short period of time, it may make commercial sense to involve only one person as not all aspects of the employee’s character and past performance need to be ascertained in order to make the employment decision.  In such circumstances, the selection criteria may be minimal.  For example, if there is a need to employ a chef for a limited period of time and the interviewer is satisfied with the candidate’s qualifications and experience, he or she may only need to explore if the candidate is available at the time needed and if he or she displays behaviours consistent with the hotel’s values.  In this situation, it makes sense for the interview process to be truncated and for the interview to be conducted by only one person.  

Additionally, for some candidates, especially inexperienced candidates, a one on one interview may be more comfortable for them and less intimidating than appearing before a group of interviewers.  In this situation, a single interviewer is more likely to gain a better insight into the candidate’s suitability for the role because the candidate is more relaxed and likely to be more open in his or her engagement with the interviewer.  

This disadvantages of having a one on one interview is that only one person’s judgment is involved in the interview and decision making process.  The interviewer may not be aware of any unconscious bias he or she may bring to the process and apply to any given interview.  For example, the interviewer may attribute certain characteristics to particular groups of people, “young people are more interested in 
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social media than working hard” and accordingly such prejudices may impact the assessment of the candidate. Also, a single interviewer may unconsciously be affected by the halo effect, the tendency to highly prefer a candidate who has work or personal characteristics to the interviewer’s liking.  In such circumstances the interviewer may concentrate on the candidate’s positive attributes diminishing the candidate’s negative qualities. 

A single interviewer may without the benefit of others, be influenced by his or her first impression of a candidate.  If the first impression is good, this can affect the perception of subsequent responses in the interview as it may be erroneously assumed that if the candidate was confident in his or her initial responses the benefit of the doubt should be given to subsequent weaker responses.  Similarly in reverse, if a candidate makes a poor first impression a single interviewer may not be receptive to the subsequently stronger responses without the input of a second interviewer.   Unchecked by a second or more interviewers, a single interviewer may attribute his or her own motives, feelings or values to the candidate.  Additionally a single interviewer may also be impacted by unchecked contrast, that is, considering a candidate is good merely because he or she is the “best of a bad bunch”!

Another disadvantage of a one to one interview is that you do not get the benefit of a broader interview panel presumably consisting of representatives from the various areas of the hotel which may interact with the new hire.  Representatives from other departments will each bring to the process a different perspective based upon their roles in the hotel.  For example, there may be benefit in a candidate for a senior chef position to be interviewed by not only the Executive Chef, but also by the maître de hotel and human resources manager.  This interview panel could ascertain the candidate’s technical skills, ability to work with restaurant staff and the ability to fit in with the hotel’s values respectively due to their broader areas of interest which may not be within one interviewer’s purview.  

It follows from the above paragraph that another disadvantage of a one to one interview is that the preferred candidate may not be as readily accepted by the broader hotel team because they did not participate in the selection process and may not be supportive of the single interviewer’s choice of new employee – an outsider has made the appointment.

With respect to more than one interview, this often occurs when selecting skilled staff or management personnel.  The advantage of more than one interview is that the interview process can be split into stages allowing for each interviewer to conduct a review and assessment of candidates against specific capabilities, rather than undertaking all steps in one interview.  If two or more interviews are to be conducted often they are characterized as being a screening interview followed by a selection interview; the latter being for short listed candidates only.  Generally but not always, different interviewers are involved in the two interview process which should lead to 
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a fairer and less biased process.  
Often the screening interview is conducted by only one person either by the hotel human relations manager or by the hotel’s external recruitment agency.  The purpose of a screening interview is to ensure that prospective candidates meet the basic qualifications for a given position and to make sure the candidate matches the promises they made on their résumé. The interview may take place in person, on the telephone or perhaps by Skype.  If a candidate meets the core qualifications and makes a positive impression on the interviewer, he or she will likely be selected for a selection interview.  Poorer candidates or those lowest ranked from the screening interview are unlikely to be referred for the selection interview. 
The purpose of the subsequent selection interview is to determine whether a candidate is suitable for the position and is typically more rigorous than a screening interview.  From this interview the hotel determines if the candidate is to be moved to the next step in the hiring process or if an offer of employment is going to be made.

Whilst the more than one interview process involves more resources than does just having one interview, the key benefit is the cost reduction associated with management time allocated to the process.  Often the person conducting the initial screening interview will be a less expensive resource compared to management and this person should ensure that management only interview highly probably candidates thus reducing the time spent by management on the interview process.  

Noting that the initial screening has been undertaken, management can then devote greater time per interview concentrating on the more important selection criteria because the initial screening has addressed any preconditions to consideration for appointment.   This type of selection is more expensive because more personnel are involved in the process; however the selection is ultimately based on the candidate’s performance on at least two occasions having been scrutinized by more personnel.


Activity

================================================================

a) Job Description Hotel front Desk Clerk

POSITION SUMMARY

This position needs to achieve the goal of operational excellence, improved profitability and guest satisfaction by friendly, professional and efficient interaction with guests and by collaborating closely with employees and other hotel 
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departments.  The role requires a full understanding and application of the hotel’s financial management and administration policies in order to carry out the duties effectively.

The role reports to the Assistant Front Office Manager and the incumbent will be expected to work closely with the Front Office Manager, Reservations Manager, Head Hall Porter, Telephone Supervisor, Night Manager, Assistant Managers, Business Centre Supervisor and Cashier.


PRIMARY DUTIES AND RESPONSIBILITIES

1. Greeting guests and customers on arrival;
2. Determination of any prior booking;
3. Undertake guest registration process;
4. verification of guest’s identification and crosscheck accuracy with proposed     payment mechanism, for example,  or with credit card;
5. Undertake guest check-ins and check-outs in accordance with procedures; 
6. Receive telephone calls and provide information and transfer calls as required;
7. Manage accurate accounting of all hotel rooms;
8. Hand to guests room keys and arrange for bellboys to assist with luggage;
9. Take reservations over the telephone, through emails and in person and enter them into the room Reservation System;
10. Answer queries regarding the hotel’s services, charges, dining facilities, spa, sports facilities and travel directions and make reservations as requested;
11. Assist guests in resolving any complaints or provide recommendations;
12. Compute bills and take payments;
13. Provide guests and customers with directions around the hotel and to tourist destinations;
14. liaise with housekeeping and engineering departments when a problem is reported;
15. Explain appropriate use of room keys and ensure that guests are satisfied with the rooms allocated to them pursuant to their reservation;
16. Receive and balance cash at the end of the shift and generate accounting reports for the benefit of the next shift and management; and
17. Perform other duties as required by supervisors and management.  This job description in no way states or implies that these are the only duties to be performed by the employee occupying this position.

ADDITIONAL CONDITIONS

Excellent oral and written communication skills;
Friendly phone manner a must;
Willingness to work nights, weekends and holidays;
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Familiarity with the hospitality industry a plus;
Ability to pass background check and drug screening;
Willingness to maintain confidentiality; and
May be required to travel within Australia.


QUALIFICATIONS

Diploma or Degree in Hotel Management, Administration, Commerce or equivalent;
English a plus a second language highly desirable; and
Minimum of four years’ customer service experience preferred.

KNOWLEDGE AND SKILLS

1. Commercial acumen. Understanding of cultural differences among nationalities;
2. Assertive with drive, passion, ability to get things done;
3. Results orientated;
4. Ability to manage competing work requirements;
5. Solutions driven;
6. Excellent written and communication skills;
7. Proficiency with Reservations Systems, spreadsheet applications, and MS Word;
8. Solid time management skills, and
9. High standards of honesty, integrity, reliability and professionalism.

================================================================
b)  Noting that the job description I have drafted requires tertiary qualifications and at least four years’ experience I would adopt the following procedures to advertise the post:
i. If part of a Group of hotels, advertising the role through its internal human resources system which should have the advantages of being cost neutral and the hotel will already be familiar with the candidate’s employment history and behaviours;
ii. Wanted advertisements on the internet through SEEK for example because it is fast, inexpensive and has a wide coverage;
iii. Wanted advertisements in the media or hospitality industry magazines in order to reach a large application pool in order to attract more qualified and experienced candidates;
iv. Government job services (in Australia, the Commonwealth Employment Service) because it is staffed by professionals who can provide a screening service; and
v. External recruiters as generally they can provide highly qualified candidates.
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[bookmark: _GoBack]My approach above is based on the “AIDA principle” seeking to gain the Attention of potential candidates, create Interest in the minds of these candidates, Instill a desire to apply and to provide them with information on how to Apply for the position.
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