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Hotels & Resorts - Concierge
Company Name: [INSERT COMPANY NAME HERE]
Department: Front Office
Reports to: Front Office Manager
Location: [INSERT LOCATION HERE]
1. Position Summary
The Concierge helps guests plan their stay beyond the room. You'll book restaurants, tours, transportation and tickets, give local advice you've checked yourself, arrange special touches for VIPs and celebrations, and fix problems that take a few calls. At a resort, you also book the hotel's own dining, spa and activities.
2. Essential Duties and Responsibilities
1. Book restaurants, tours, tickets, rental cars and airport transportation for guests.
1. Recommend places you've checked, and update the list as businesses open, close and change.
1. Arrange amenities for VIPs, anniversaries and birthdays with housekeeping and food and beverage.
1. Book the hotel's restaurants, spa and activities, and steer guests to times with open space.
1. Record bookings and what guests liked in their profiles for next time.
1. Build working relationships with local restaurants, tour operators and car services.
1. Ship lost-and-found items and packages to guests, and handle printing and other errands.
3. Key Tasks / Daily Activities
1. Review arrivals for VIPs, special occasions and requests made in advance.
1. Confirm the day's bookings and call guests if anything changed.
1. Work the lobby desk and phone, answering questions and making plans.
1. Contact guests arriving in the next few days to offer bookings.
1. Check weather, local events and road closures, and plan around them.
4. Key Performance Indicators (KPIs)
1. Guest satisfaction score for concierge service: [your target].
1. Bookings made for hotel outlets and activities: [your target].
1. Requests completed on time: [your target].
1. Pre-arrival contacts made: [your target].
5. Required Qualifications and Skills
1. [2+] years in a guest-facing hotel, travel or hospitality role.
1. Knows the local area: restaurants, attractions, transportation and seasonal events.
1. Follows through on every request and calls the guest back with the answer.
1. Writes clear notes in [your property management system] or concierge software.
6. Preferred Experience
1. Membership in Les Clefs d'Or, or working toward it.
1. Contacts at popular local restaurants and attractions.
1. Resort or luxury hotel experience.
1. Speaks [a language many of your guests speak].
7. Physical Requirements
1. Stand at the concierge desk and walk guests to where they need to go.
1. Carry packages and guest deliveries up to [20] pounds.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Morning or evening shifts, such as [7 a.m. to 3 p.m.] or [2 p.m. to 10 p.m.], including weekends.
1. Lobby desk in uniform, with guests coming and going all day.
1. Occasional visits to local restaurants and attractions to keep recommendations current.
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new concierge gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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