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Night Attendant

Primary objective

This position is responsible for providing front office service of a high standard to all guests and reception and room service staff.

Award classification: Front Office Grade 2. 

	Outcomes

	· A high level of customer service is maintained.

· Agreed customer service standards are maintained.

· The health and safety of staff and customers is ensured.

· Company policies are adhered to.


	Duties and responsibilities

	1. Vacuum reception and office area and attend to front office cleaning duties.

2. Order daily newspapers.

3. Have a thorough knowledge of all front office duties including the night audit.

4. Respond to room service calls, and take guest orders.

5. Place room service orders with chef for preparation.

6. Prepare room service tray or trolley and deliver order to guest rooms.

7. Process room service docket correctly.

8. Balance room service dockets on completion of shift.

9. Order room service stock for day shift.

10. Answer all switchboard calls both internal and external in a polite and courteous manner.

11. Take messages for house guests and employees and forward.

12. Carry out switchboard duties.

13. Monitor security alarms and carry out emergency procedures.

14. Attend training sessions as directed.

15. Complete other duties as requested.


	Key relationships/interactions

	· Front Office staff.

· Front Office Manager.

· Customers.

· Night Auditor.


	Working environment

	· Country Club Casino creates an atmosphere in which customers feel welcomed, acknowledged and rewarded for their participation in gaming and other forms of entertainment, and in which employees gain satisfaction for their work.

· To support these goals, the culture is one of team work, with managers focused on developing teams which are friendly, efficient, customer-focused and in which team members are supportive of each other and of other teams.

· The Country Club Casino is committed to high standards of performance in relation to Occupational Health and Safety and believes that this can be achieved through a partnership with employees in maintaining safe working conditions and practices.


	Key challenges

	· Consistent achievement of customer service standards.

· Assisting the development of a supportive and co-operative front office team.


	Qualifications and experience
	Personal attributes

	The following qualification(s) or equivalent experience is:

· Desirable:
· Ability to be adaptable and flexible so as to achieve results in a changing environment.

· High level organisational skills.

· Experience in the hospitality industry 
· Essential:

· Displays a numerical and literacy competency to the level required for the position.
· Ability to communicate on the phone in a clear, concise, structured and friendly manner.
· An understanding of the requirements of high quality customer service.
· Current drivers license.
· Data entry and keyboard skill.
· High level of interpersonal skills.

	The following attributes will be assessed in the assessment process (see below) for this position: 
· Has the capacity to work independently, to make decisions and to show initiative whilst operating within the organisational boundaries.
· Perseveres with work tasks until completion and pays sufficient attention to detail.
· Displays an enthusiastic and motivated approach to work, maintaining a strong focus on achieving the business goals of the department.
· Displays a genuine interest in others, a keenness to be of service and the ability to understand people and to empathise with them.
· Is confident socially, being friendly, warm, respectful and able to put others at ease.
· Is reasonably modest about themselves and their achievements, not needing to be the centre of attention.
· Accepts responsibility for their actions, shows integrity, high self-esteem and an appropriate control over their emotions.
· Displays a commitment to working within teams, focusing on the objectives and achievements of the team rather than on personal achievements or recognition.
· Presents a strong role model, embracing and reflecting the values and standards of the Organisation.
· Displays a commitment to personal growth.
· Displays a high level of personal fitness.


	Reporting relationships

	This position reports to: Night Manager/Front Office Manager
	Positions that report to this role: N/A
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