WINK

HOTELS

JOB DESCRIPTION

Director of Wink Experience | Operations

Company

Delivering a modern inferpretation of Vietnamese culture, style and design, Wink Hotels offers
an energetic approach to hospitality. By coupling personalized and thoughtful service alongside
unique and streamlined experiences, Wink aims to captivate, fascinate, and engage with each
guest. Under the parent companies of Indochina Capital, Vietnam’s leading real estate,
investment and financial services firm since 1999; and Vanguard Hotels, Singapore based
hotelier providing quality, affordable, branded hotel products across Southeast Asia since 2008,
Indochina Vanguard Hotels Pte. Ltd. was born to launch Wink Hotels in 2018, a vibrant new
brand of hotel created for the modern traveler.

Wink Hotels are arriving in the major urban areas of Ho Chi Minh City, Hanoi and Danang and
expanding info other areas of Vietnam and beyond.

Culture

At Wink, it's important we cultivate a mindset that celebrates curiosity and empowers individual
personalities. Leading by example, hands-on application and peer coaching guide our company
ethos of team collaboration and commitment to our communities, from our guests to our
colleagues. Sense of belonging, playfulness, passion, personalization and encouragement drive
our mission of creating a “community of one.”

Job Summary

Under the general guidance and supervision of the Area Operations Manager, and with the
limits established Wink management office, hotel SOPs, policies and procedures, Director of
Wink Experience is responsible for overseeing and directing all aspects of the Front Office
and Food & Beverage department, that includes manager, coach, front desk, guest
recognition, locality guru, cook, waiter and Wink hotel operations.

This position reports to the Wink Area Operations Manager and will work closely with other
Department Heads.

Personality & Ethos
e Clear, confident in all means of communications
e Passionate about customer service orientation
e Process-oriented, detail-minded, organized

o Self-motivated, proactive, and takes initiative
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Accountable, responsible, reliable

Able to stay calm and positive under pressure

Demonstrates high self-esteem, self-management, integrity and honesty
Analytically minded, decisive, creative and thoughtful problem-solving
Multitasker; manages time and prioritizes effectively

Thrives in fast-paced, changing environment

Navigates shortterm and long-term planning simultaneously

Resilient to adversity, adaptable to change

Able to cascade and explain information in a precise and easy-to-understand way to
lower team members

Embraces diverse cultures and being a team player

Embraces and drives “Wink” personalization, brand and culture

Responsibilities

Managing outsourced gym, collaborative co-working space, meeting facilities partners,
ride-hailing mobile transportation, hired transportation, parking, and private tour
operations

Being responsible for the operations of Front Office and Food & Beverage team including
staff training and shift scheduling

Maximizing room revenue and occupancy by effectively maximizing yield and excelling
in up-selling and all other revenue centers

Clarifying duties and responsibilities of Front Office and Food & Beverage team and
ensuring that work flow is in a logical and effective manner

Minimizing food wastage and spoilage by monitoring occupancy forecasts
Inspecting all refrigerated areas and ensure regular turnover of food items
Checking food preparation, costing, quality, quantity and portion control daily

Being responsible for food hygiene, wine and beverage standards training and
development of individuals to ensure standards are maintained and that audits and
investigations are carried out

Building up and following up on the approved KPIs for Wink team members to ensure
production and quality performance are not hindered by poor hygiene standards.

Ensuring all hygiene activities are effectively documented and communicated in the hotel

Ensuring and improving the optimal manning to maximize productivity and business
demands
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e Performing all aspects of personnel and training functions, including recruitment,
performance appraisals, counselling, coaching, disciplinary action, individual
development planning for team members, efc.

e Proactively and tactfully handling and responding to guest complaints and comments
relating to the team

e Setting and monitoring the effectiveness of weekly, monthly and yearly obijectives, targets
and programs for the team

Work Experience Requirements

e Over 10 years’ experience in hotel operations, at least 03 years as Director of
Rooms/Front Office Manager of dynamic/mixed-use properties, preferably with pre-
opening experience

e Bachelor's degree in Hospitality Management or related field

e Excellent written and verbal communication skills in both Vietnamese and English, other
languages a plus

e Strong leadership and ability to generate talent and organizational capability

e Knowledgeable and experience in sales forecast, revenue and cost control, manning
plan, and budgeting

e Hands-on experience in managing and leading front office, food and beverage and
housekeeping operations cohesively

e Ability to think critically, offer solutions, anticipate problems and provide action plan
formulation; provide high level of attention to detail

e Team and knowledge management, system diversities, organizational and team
interrelationships at multiple levels

o Computer literacy, knowledge of Microsoft Office applications, Hotel operations systems

and POS

e Managerial, numeracy, reporting, decision-making, problem solving
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