JOoB DESCRIPTION

Title:

Reports to:

Functionality
reporting to:

Supervises:

Interacts with:

Location:

Communication:

Accountabilities:

NEXT

HOTELS®

Cluster Revenue & Reservations

Hotel Manager — Next Hotel Brisbane & Sage Hotel James Street

Director of Revenue Management and Distribution
Regional General Manager
Vice President, Sales, Marketing and Revenue Management

Reservations Team Leader
Reservation Agent(s)

Guests

Travel Management Companies
Sales & Marketing team

Front Office team
Housekeeping team

Food & Beverage team

Finance team

Next Hotel Brisbane

Guests

Travel Management Companies
Reservation team

Sales & Marketing team

Front Office team

Hotel Management Team

e Responsible for the day to day reservations management for Next Hotel

Brisbane and Sage Hotel James Street.

e Be confident to defy what the market tells them what to do and finds
creative ways to achieve the targets without compromising public

perception of our hotels.

e Responsible for being aware of and on the pulse of every revenue

opportunity and not missing any.

o Keeping up to date on the market, events & opportunities that will

influence maximum revenue.
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o Flexibility & availability when required to ensure on the minute rate
management for revenue generation.

e Create a Revenue Management culture for driving revenue by leading
cross departmental decision making to maximize different revenue
streams by creating appropriate statistical and competitive background
information, by implementing all Revenue Management processes

e Responsible for recommending, developing and implementing of revenue
strategy in all channels. Responsible for developing revenue management
talent.

e Ensure effective utilisation & pricing of Room types/categories in line with
market demands

o Review of weekly pickup report & comparison to Budget & same point in
time last year trends

¢ Analysis & materialisation of Segmentation, Day of Week, Seasonal
trends, major Events, Tactical Sales & Contracted, Group & Allotment
business against Budget & Same Point in time Last Year trends to ensure
effective communication of Yield Management & optimisation of RevPAR
opportunities to hotels

¢ Monitor Competitor pricing, availability & rate strategies to ensure effective
competitive pricing within the market

e Analyse competitor performance on a monthly & mid monthly basis to
ensure hotels are performing ahead of respective RGI targets

¢ Maintain effective competitor sets to ensure accurate & fair benchmarking

¢ Establish & maintain relationships with third party web suppliers, channel
management partners & market managers to ensure effective
communication of opportunities & best practice

¢ Maintain relationships with internal & external Marketing teams to ensure
effectiveness of Web Booking Engine & that all marketing opportunities
are optimised

¢ Ensure hotels maintain effective segmentation, source & channel coding
for the purposes of analysis & reporting

o Effective operation & maintenance of RMS system, including management
of forecasts, events, budgets, competitive data & alignment of Pricing &
yielding recommendations between RMS & all channels

e Source opportunities to maximise revenue by upselling, forced upgrades
and cross selling.

e Getting information about areas of interest in order to target more clients in
particular seasons

Forecasting e To be able to recommend revenue maximization strategies an accurate

forecasting mechanism has to be developed and applied.

e Forecast Daily for all segments including room nights, ATR and revenue on
a weekly basis for the following week based on history, seasonality, special
events, business on the books, pick-up trend, length of stay,
stay/cancellation/no-show pattern and lead time.

e Forecast monthly for all segments including room nights, ATR and revenue
on a monthly basis for the next 12 months rolling based on above pattern.

e Be actively involved in the yearly budget process for room nights, ATR and
revenue.
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Availability &
Inventory
Management

To develop and
communicate
strategies to optimally
sell the constrained
inventory of rooms
and banquet space.

Yield Management

To develop and
recommend RevPar
maximizing Yield
Strategies.

Hotel Profitability
and Revenue
Opportunities

To determine and
recommend strategies
to price optimally and
maximize revenues
and profits for various
departments

Strategy Review
and
Communication

NEXT

HOTELS®

Track (Turndowns from the Hotel Site) for Rooms, Banquet space and
Outlets to determine an unconstrained demand forecast.

Work with Reservation Department and hotel specific teams to ensure that
the appropriate rates, promotions, packages and inventory are available
on all distribution channels including ORS, OWS, GDS, Internet and
Extranet.

Establish a dynamic group ceiling for rolling 12 months based on demand
forecast according to an optimized business mix strategy and review on a
weekly basis with Sales & Marketing.

Follow hotel’s tier pricing strategy based on demand forecast, competitive
situation and inventory availability.

Determine optimum Length of Stay restrictions to maximize revenue over
time if demand exceeds supply (no automated RMS)

For corporate, group and catering contract negotiations based on
historical data of forecasted demand versus materialization, seasonally of
expected demand versus hotel's occupancy, day of week pattern, room
type booked, F&B and other revenue earned etc.

Analyse historical data of individual guests at both hotel and group wide
level, to identify opportunities for total revenue and profit per customer
stay, cross-selling opportunities, value added packages, incremental
pricing or occupancy etc.

Analyse distribution channels and companies to understand transaction
costs, customer type and revenue and suggest incremental profitability
opportunities.

Analyse past data to understand the price elasticity of the hotel's demand
indifferent market segments to devise the appropriate pricing strategy for
all products and services.

Ensure that regrets (Turndowns from the customer site) are properly
tracked to determine the Price sensitivity Index and to devise appropriate
pricing strategy for all products and services.

Evaluate Non-contracted Transient Displacement by any other segment to
ensure business mix is optimized and RevPar maximized.

Attend Revenue Strategy Meetings with the Revenue Team including
Hotel Managers, DOS ANZ, Financial Controller and key department
heads. Review the weekly forecast and critique against actual for last
week, decide on yield strategy for following week and pricing strategy for
next month. Include Strategies of other revenue generating departments
as see fit.

Communicate strategy to relevant departments and monitor
implementation.
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Financial Income

Strive to deliver a consistent high quality of service to guests through a sound
working knowledge and experience of Reservations procedures.

Actively participate in converting calls to reservations, encouraging guests to
trade up to higher category of accommodations by reinforcing the additional
value; as opposed to upgrading.

Suggestive selling of other services offered by the hotel, such as food and
beverage at Lennons To Go and Lennons Delivery.

Expenses

Human Capital .
the

HSE

Care of all operating equipment and minimise breakages of operating
equipment.

Optimise use of all consumables, collateral and other accessories provided as
a part of the service delivery.

Record and report all maintenance requirements so that repairs may be affected
before further deterioration which will lead to guest dissatisfaction and
enhanced repair bills.

Work to accomplish scheduled tasks and responsibilities in the allotted time so
that the department can function smoothly.

Report all incidents of guest dissatisfaction to supervisor immediately so that
corrective steps may be taken to pacify the guest then and there.

Share suggestions / observations at daily briefings and departmental meetings
on opportunities to control costs without a negative impact on the guest
experience.

Create and maintain a conducive work environment where the core values of

organisation are adhered to.

¢ Consistently exhibit exceptional standards of honour, integrity and conduct
at all times.

e Support, mentor and encourage all employees to demonstrate behaviours
that are “above the line”.

e Support in the training & development of the reservations team, Front
Office Team and Duty Managers.

e Willing to impart knowledge and experiences to the team to support their
development and learning.

e Set an office culture of good fun and resilience in the peak periods, with a
good sense of balance to motivate the team and prioritise the commercial
and business interests.

As a Cluster Revenue & Reservations Manager | am responsible for assisting
my manager in my day to day implementation of the Workplace Risk / Health /
Safety Management Plan with my respective department(s).
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COMPETENCIES

These are the skills, qualities and attributes one will need to demonstrate in order to
carry out the job effectively

Team player Implements the results of team efforts that contribute to
organizational goals, supports decisions / recommendations
made by the team and participates in mentoring programs to
support leadership development efforts.

Leading Change Inspires and demonstrates a passion for excellence in every
aspect of work. Creates a climate where continuous learning
and self-development are valued. Participates as an active
member and shows leadership in professional organizations

Communication Communicates clearly, concisely and confidently, both orally
and in writing. Confident in communicating with a wide range
of people, both inside and outside the hotel. Is honest, open
and thoughtful in communication. Sees communication as a
two way process, and has good listening skills.

People Management Manages staff in a consultative style, balancing control with
encouragement, integrity , fun and honour. Maintains staff
morale and motivation, pays attention to the development of
skills, proactively and the taking of responsibility. Achieves
empowerment through effective delegation with appropriate
monitoring. Ensures adherence to standards, procedures,
priorities and objectives and monitors staff performance

Planning Looks ahead, makes accurate forecasts and identifies future
trends. Sets demanding but realistic targets and methods of
achieving them. Identifies priorities effectively, balancing
importance, urgency and resources. Sets up schedules and
intermediate and final timescales. Reviews and adjusts plans
and procedures as situations change, and to reflect best
practice. Manages own personal time efficiently within tight
schedules.
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Creativity and Adaptability Serves as champion of new ideas and approaches and
articulates linkage between new behaviours and teams
success. Encourages demonstration projects, pilots and other
experimental approaches, looks beyond current reality to
prepare organisation for alternative futures. Breaks down
barriers, stereotypes and impediments to achieving break
through results and quality service

) Responds to changing priorities and resources with optimism,
Commercial Awareness encouraging staff to respond positively and pro-actively

Stays abreast of and educates staff about changing conditions
within the state and nationally as well as internationally which
affect the hospitality business and strategies

Places high importance on achieving financial performance
targets. Entrepreneurial; continually spots opportunities to
increase revenue, reduce costs or improve customer service.
Views decisions in financial terms. Keeps up to date with
global trends and developments in company, the business, the
industry, the economy and technology.

Analysing Information Understands and draws correct inferences from complex
written and numerical information. Recognizes trends in data.
Proactively seeks out and validates all relevant information
when trying to understand problems or issues, and the reasons
behind them.

Personality
Gregarious outgoing personality with a touch of
sophistication. Is comfortable and skilled at communicating
with target clientele
Ability to stay optimistic and positive and committed to
achieving the teams objectives — A positive attitude
Sincere and passionate about consistently delivering quality
customer experiences
Expressive, organized and systematic approach to complete
tasks.
An eye for detail with a good memory for names and faces
Energetic and able to juggle multiple tasks well
A good sense of humor that has a positive impact on guests
and colleagues.
Not a clock watcher and is willing to put in what it takes to
achieve the results required.
Has a realistic sense of work/life balance.
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Desired Profile

o A Certificate in Hospitality Management, or similar with two to three years’ experience of
successfully working in a Reservation & Revenue Department, in an upper upscale hotel.

e Proficient in all aspects of Reservations. Yield Management, Dynamic pricing,
forecasting. operations for an upscale business hotel with 200 plus rooms

o Akeen sense of observation / eye for detail to ensure quality and efficiency of reservation
services.

o A well-presented, expressive professional, comfortable in building cordial acquaintances
with guests, colleagues and co-workers.

e Good written & oral communication skills with high levels of comfort using distribution
systems and other similar applications.

e Must have visa rights to work in Australia

Name:

Signature Date:
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