PBX Operator – The Hidden Gem

The influence of a PBX Operator has a direct impact on the success of a property.  In many cases, they are the first employees with whom potential customers have contact, and after arriving at the Property, are typically the employees with whom guests communicate more than any other.  Unfortunately, PBX Operators are rarely treated with the importance they deserve.

The desire of most managers is to have the most effective and highly trained personnel positioned as the direct contact points with guests and prospects.  Experience tells us the cumulative quality of effective personal guest contact is a key component in guests’ overall satisfaction level.

Accordingly, emphasis should be placed on training valued personnel in maximizing the courtesy, professionalism and efficiency of every guest contact.  Every effort should be made to retain these key contact personnel through attractive base compensation, incentives, ongoing training programs, and potential advancement through established career paths.

But who is typically overlooked?  Other than the direct sales force, who has the most contacts with prospects and guests, and therefore create the most first impressions (good or bad) on the guests?  And when the guest is in-house, who acts as the property quarterback to insure that guests’ needs are effectively met (guests know to just dial “0”)? Who is the person tasked with making sure guest messaging is facilitated? Who is the point person to tasked with the responsibility to manage calls to guests, handle guest complaints, receive threatening calls, to respond to 911 calls, and in some cases, the first person to respond to life safety alarms, not to mention the mundane, but critically important wake-up call? And with some brands, all calls for any service are now directed to the Operators.

The overlooked personnel are the PBX Operators. More often than not, they are among the lowest paid employees, receive inadequate training, work in cramped spaces with no windows, and are poorly equipped to handle such an important role. Many times, lack of perceived opportunity and institutional appreciation inhibit Operators from reaching their maximum potential. 

I believe if you upgrade the PBX Operator position in order to recognize the importance of their contacts with guests and prospects, you will likely experience an increase in guest satisfaction and repeat visits by those guests.

The first step in solving the challenge is to recognize it.  The next step is to identify the changes that need to be made, allocate resources to implement those changes and finally, obtain feedback to insure that the desired results have been achieved.

Changes:

To get started, tear up the old PBX Operator job description and start over. Describe the new Operator as “outgoing, emotes a positive attitude, effective communicator in the English language, efficient problem solver, and technically proficient”. This will probably raise the position grade and compensation range.  It may require that some existing PBX Operators either be transferred or terminated.

Once the “new” Operators are in place, proper training is a must. A training program can be used as a tool, not only to impart specific knowledge, but as an expression of perceived worth and to enhance team building.

Finally, if a PBX Operator is better qualified and trained, it is logical that they have the opportunity to progress within the organization.  By identifying a career path for Operators, employee utilization can be optimized, talents identified, and turnover reduced.

Feedback:

Add PBX operations to guest satisfaction surveys.   Ask the Operators their opinions.  Trust your own observations.  If your guests are not better served, adjust accordingly.

Conclusion: 

Suffice it to say, in current market conditions, where every Property is looking for that special difference that will encourage guests to choose one Property over another, the PBX Operator position can be the Hidden Gem.
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