ROLE PROFILE

	Job Title: Ground Communication Administrator
	Date role profile reviewed:
April 2015

	Reports to: Administration Team Manager
	Department / Business Area: Administration

	Role Purpose:
Ground communication professional responsible for the processing all reservations from our ground handlers. Handling renovations, amendments and schedule changes, ensuring all data is accurate and present. Responsible for the reporting/confirming all hotels, tours and transfers booked from allotment and processing the electronic queues.
 

	ACCOUNTABILITIES

	Key Result Areas (+%)
	Key Tasks
	Performance Indicators/metrics 

	Profit 
20%
	· Managing the accurate processing and invoicing of all bookings in a professional manner and to the agreed deadlines. 

· Adhering to the correct processes with no losses incurred

· Targets are met and errors are minimised, acknowledged and prevented from recurring. 
	· Objectives are set and achieved in priority ordered, in line with KPI’s, meeting or exceeding targets

· Losses minimised in line with targets


	Operational

50%
	· Ensure that all supplier information is displayed on all documents accurately
· Manage the accurate reporting of reservations to suppliers within specified deadlines
· Input supplier confirmation details into all bookings
· Chase supplier responses if not received within agreed timescales, including bookings ‘on request’
· Confirm with suppliers any off-system bookings 

· Produce supplier manifests 

· Produce hotel room releases 

· Process special requests to ensure suppliers are aware of details prior to departure 

· Process all car hire on request bookings 

· Ensure all manually produced travel documents are processed accurately within agreed deadlines
· Post Room duties – incoming and outgoing post is processed within agreed deadlines
· Process all enforced changes to confirmed reservations in a quality focussed and accurate manner, ensuring all affected components of the booking are updated and all ground suppliers are notified of the changes

· Assist all customers to amend travel arrangements affected by an enforced change in customer focussed manner     

· Focus on things that make a real difference to the customer and company and meets targets and deadlines

· Objectives are set and achieved, in priority order, inline with service level agreements.
· Understand ABTA/ATOL guidelines and ensure customer is accommodated in accordance with travel industry/company policy 

· Ensure all documentation is re-issued, following any amendment. 

· Call customers to chase responses on enforced changes and hotel renovations

	· Reservations are reported on time and confirmed accordingly

· Positive internal and external feedback is received in line with expectations
· Customer’s expectations are managed in line with KPI’s



	Communication

30%
	· Work effectively as part of a team

· Develop newer members of the team

· Deal with internal e-mail requests for document amendments

· Answer any supplier questions relating to bookings 

· Participate in regular 1-2-1’s, team and departmental meetings
· Keeping informed of business changes that affect your area through your Team Manager 

· Work effectively as part of the wider Administration team and demonstrating the company values at all times and adhering to the Code of Conduct 

· Escalate ‘IT’ issues or suggestions to your Team Manager 

· Enforced changes to customers travel arrangements are communicated clearly, in an easy to understand format and consequential changes are actioned appropriately.

· Ensures customers expectations are managed in a professional manner at all times, demonstrating a can do attitude.

· Work across key departments (Sales Centre, Customer Contact Centre, Finance, Agency Sales and Product) establishing a professional approach that ensures the coordination and resolution of all issues.

· Liaise with key administration colleagues to improve internal communications, practices and promote teamwork throughout the organisation


	· Communicates well at all levels and shows respect to customers and colleagues alike

· Demonstrates Visions & values




PERSON SPECIFICATION

	CAPABILITIES PROFILE – leadership, management or personal skills/knowledge, qualities 

	Essential:

· Attention to detail

· Excellent communication, verbal and written

· Negotiation skills

· Self motivated

· Customer focussed

· Numerate

· Positive attitude

· Ability to analyse statistics and situations with a view to building strategies

· Ability to work cross department

· Adaptable 

· Team player

· Coaching skills

· Organised and efficient

· Time management


	Desirable:



	CAPABILITIES PROFILE – technical skills/knowledge 

	Essential:

· Computer literature 
	Desirable:

· 

	EXPERIENCE & TRACK RECORD 

	Essential: 

· Customer service and administration experience 


	Desirable: 
· Good geographical knowledge


	QUALIFICATIONS, TRAINING, PROFESSIONAL MEMBERSHIPS or ACCREDITATIONS

	Essential:

· 
	Desirable:



	ORGANISATIONAL INFORMATION 

	Direct reports: None
Interfaces with: Numerous other departments throughout the business
	Resources, Scale and Scope of Role, Location and any Travel factors:




Employee:
__________________________________
Date: ________________

Manager: ____________________________________
Date: ________________

