Job Description - Tour Coordinator
The position of Tour Co-ordinator is extremely important to the overall service package provided to our tour guests. This hotel welcomes more than 8,000 tour passengers a year, primarily from France, Germany and the United States. It is your job to ensure that their stay is comfortable, all their needs are attended to and that they communicate in their own language.

Tour Coordinator shifts will be offered to bilingual Guest Service Representatives as an additional responsibility during your shift. When you are no longer needed by the tour, you will resume your duties on the Front Desk, where needed.

The position will be divided into two shifts: morning and evening; and will coincide with standard Front Desk Shifts, (7 am - 3 pm; 3 pm - 11 pm). Your responsibilities will be as follows:

Evening Shift

1.
Greet the escort at the Front Desk, ensuring he/she has been checked in with the appropriate keys. Notify maintenance if baggage handling is required. Follow the escort out to board the bus.

2.
Step on the bus, direct driver to appropriate building for off loading.

3.
Welcome speech to guests, (see attached).

4.  
Step down and lay out red carpet.

5.
Hold door open to rooms and direct traffic.

6.
Give driver directions for parking and explain the motor coach services and facilities available at…
7.
Attend Welcome Reception (if there is one).

8.
Escort guests to dinner as required and stay to answer questions and chat until main course is served.

9.
Say good night and explain that you will be at the desk and available until 11:00 p.m. All they need do is dial 0 if they require your assistance.

10.
If you are providing a departure gift to tour, have it prepared the previous evening.

11.
Record any comments or concerns in the Duty Book.

Morning Shift

1.
Be available in the lobby to direct guests to breakfast or offer assistance as required.

2.
Attend and greet your guests at breakfast (if one is included).

3.
Pick up apples from the Catering Office and have ready at the Front Desk.

4.
Ensure all guests get on the bus and ask the driver or escort to have the bus stop at the front doors.

5.
Board the bus, say good bye and hand out apples (see attached).

6.
Assign rooms and prepare keys for any evening arrivals.

7.  
Record any comments or concerns in the Duty Book.

TOUR WELCOME

This welcome must be delivered in the tour's preferred language.

Sample: Direct driver to the middle door at our hotel or adjacent building entrance 
"Welcome to our city  and the descriptor Region. My name is Laura  and I am pleased to have you staying with us at our hotel. I will be available to assist you during your stay."

If baggage is being handled, "We will have someone deliver your luggage to your room shortly. Tomorrow morning simply leave your luggage outside your door and we will have it delivered to the bus."

If meals are included, specify where they will be served and when. Also add that Our Restaurant is open 24 hours a day.

In season, "The outdoor pool and patio is open daily from 9:00 a.m. to dusk."
"There is a letter in your room which contains further information and includes instructions on how to dial home."

If staying in the adjacent building, "You will be staying in our adjacent building. In order to gain access to the building you must use your room key in the front door. There are 3 floors and the room numbers are on the front of each door."  Point out ice and pop machines.

If staying in main building, "This building has an inside corridor and two floors. Once you are inside, simply follow the hall to the lobby and restaurant (point in the direction)." Also point out ice and pop machines.

At this point you should be off the bus and as the escort is handing out key cards, you can hold the door open and direct traffic.

Welcome Reception and Dinner
If these are scheduled, your job is to make sure they find where they are going and mingle. Ask questions like how are they enjoying their trip, have they been to Canada before, etc. Once dinner has started, make sure that the servers have offered the escort and/or guide a complimentary cocktail. This is standard procedure for all tours. Re-confirm breakfast time and location with escort. Try to get a sense from the escort/guide of how they like the hotel or any potential problems.

If things seem to be going well during dinner, excuse yourself and let them know who will be with them in the morning. If they have any questions or need your assistance, assure them that they can reach you at the Front Desk or by dialling 0.

Now is a good time to shine and prepare apples for the morning. One apple per person will be handed out on the bus in the morning. Supplies will be kept behind the Front Office (apples, rags, basket).

Breakfast

Attending breakfast is very similar to dinner. Make sure you're in the lobby bright and early in case anyone is lost. Direct guests to breakfast room. You are simply there to answer questions and chat. Make sure you find out if they had a good sleep. Are there any complaints?

Departure
Ensure apples are ready. Ask the escort to have the driver bring the bus to the front door before they leave, so that you can get on and say goodbye.

When on board, "Did everyone enjoy their stay? Well we really enjoyed having you with us. We have a little taste of Canada for each of you to take along, in case you get hungry. We hope to have a chance to see you again some day. Safe journey and enjoy the rest of your vacation."
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