Guest Relations Specialist
SUMMARY: The Guest Relations Specialist is charged with leading resolution of all levels of
inquiries as well as the assignment of issues to various company individuals as needed. This
position is considered the “front line” to guest and/or agency inquiries with direct responsibility
and oversight for effective resolve to ensure retention and the increased propensity to travel. The
Guest Relations Specialist provides direction and daily informational support on company-wide
policies, practices and procedures both inter-departmentally and to outside Tauck travel partners.
This position requires fluency in all Tauck Travel Products and assumes a leadership role in this
capacity. The Guest Relations Specialist is charged with providing analyses, and trending reports
as needed on all tour products.
POSITION DUTIES / RESPONSIBILITIES:










Maintains leadership role in evaluating, resolving and owning all guest and agent issues
pre, post and on-tour
Responsible for directing and coaching Tauck Directors on any guest issues on tour,
including emergency assistance, evacuation, illness/injury and/or tour membership
evaluations
Knowledge of all Tauck’s Protection Products, including but not limited to support in
training, support to other departments and knowledge of plan benefits
Serves as a member of the Crisis Management Communication Consistency Team and is
responsible for assisting agents, guests, emergency contacts, suppliers and internal teammembers as needed
Responsible for on-demand comment card analysis and for processing, distribution and
tracking of guest comment cards
Business travel may be required
Must perform other duties and responsibilities as required

KNOWLEDGE/SKILL REQUIREMENTS:








Bachelor’s degree and two+ years related experience in a customer service environment
Excellent oral and written business communications skills
Previous demonstrated proficiencies, knowledge and experiences in public relations and
customer service principles
Proven track record of effective problem solving techniques
Demonstrated abilities to analyze and interpret inquiry issues
Thorough knowledge of computer skills in Excel, Access, PowerPoint and Word
Proven abilities to function effectively in a teamwork environment with internal as well
as external contacts.

