
         U-nique Reservations &Customer Service Agent 

 

 

Main goal: 

To make sure we deliver the best service to the guests so they feel special and unique. 

 

Vision: 

Our U-nique Customer Service agent keeps in contact with our guests via different channels 

(phone, email, text, whatsapp, messenger, etc.) and while being in contact with them provides 

a u-nique warmth to all our guests, while informing them about anything they might need from 

bookings, to procedures, to apartment information to things to do in the city. 

 

Before booking 

Our U-nique Customer Service agent is able to inform future guests about accommodation 

alternatives. She/he will understand what the guests needs are and will try to assist them to 

make sure guests book directly with us instead of through an OTA. 

 

When booking 

Our U-nique Customer Service agent is able to proceed all the bookings we receive without 

mistakes. His/her job is done efficiently and without mistakes, making sure that all information 

is 

registered correctly, all the payments are processed and all instructions are sent. 

 

Before arrival: 

Our U-nique Customer Service agent makes sure we have all arrival information from guests 

in 

advance and at the same time she/he makes sure that all guests have very clear instructions on 

what to do when they arrive, who to call, where to go, etc. 

 

On Arrival 

Our U-nique Customer Service agent is able to get calls from guests at the airport. She/he 

explains clearly to guests what needs to be done and also coordinates with the check in team to 

make sure they are waiting for the guests with everything prepared. 

 

After arrival 

Our U-nique Customer Service agent supervises that the check in process has been done 

effectively, and there are no mistakes and that all payments are done correctly by guest. Also 

make sure all contracts are signed and that police report is sent. 

 

During the stay: 

Our U-nique Customer Service agent, is able to assist guests with ticket purchasing. Also, 

she/he is able to manage communication with guests to be able to sort any issue during their 

stay, such as cleaning and maintenance problems. 

 

On check out: 

Our U-nique Customer Service agent makes sure that every guest has received clear check 

out instructions. If any doubts, she/he can easily solve it for guests. She/he can also help them 

managing their transportation from the apartment to the airport. 

 

 



Administrative: 

Our U-nique Customer Service agent has made sure that all the administrative tasks regarding 

bookings have been done correctly and is able to help as well with the correct registration of 

operations expenses and general invoices. 

Occasionally might be asked to help with a check in 

 

 

Metrics: 

- Guest ratings 

- Mistakes on bookings 

- Missed payments 

- Direct bookings 

- Cross Sales 

 

Conditions 

- 6 months contract with 2 months trial period 

- 3 Monthly guards if required (17-23 schedule + emergency phone during the night) 

- 5 days per week that can include Saturday or Sunday 

- 23 vacation days 

- All bank holidays (to be recovered on days with least activity) 

- Schedule from 9 to 13hrs and 14 to 18hrs  

 

Salary (fixed):  14400€/year gross  

 

Bonus*: 200€/month gross if Booking.com reviews from last 30 days >=9.0    

               200€/month gross if Airbnb reviews from last 30 days >=4.9 

 

 

 

* the numbers that you have to reach for getting the bonus is the total average of all the apartments that you 

will be dealing with. You are not the only one influencing the reviews, but will play a big role in it. 

 


