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Department:  VIP & Casino Services 
 
Position Title:  Manager - Casino Services 
 
Job Description:  

 

 Analyze the performance of service in Junket, VIP & Mass Gaming areas, including the staff to strategize 
with operations team regarding service delivery to our guests 

 Monitor the coordination of tournament and special event 

 Ensure all logistics are provided. Private jet, flight, ferry, car and etc 

 Work with all departments to ensure a seamless guest experience 

 Work closely with hotel team to manage and achieve highest daily occupancy 

 Develop departmental standard of operating procedures and change whenever needed 

 Recruit, train and develop team members 

 Manage strategic planning, forecasting and preparation of annual budgets, while monitoring on a 
regular basis financial performance as it relates to the annual budget 

 Other duties as assigned 
 

Job Requirement:  
 

 College diploma or Vocational school certificate 

 College graduate and above are preferred 

 Minimum of 5 years of experience in casino business, with exposure to multiple casino resorts, 
properties and possess good business acumen 

 Experience in Casino Marketing / International Marketing is a strong advantage 

 Proficient in English with preference to Cantonese / Mandarin 

 Adaptable and implements new approaches and practices to meet changing circumstances 

 Ability to develop good business relationships and can communicate effectively across all levels of the 
organization 

 Displays a high level of integrity and commitment to customer service 

 Above average computer literacy, particularly Microsoft Office Programs 
 
Interested parties, please apply via: 

 Email the detailed resume to careers@macausjm.com 

 Recruitment Hotline 68827060 / 68827117 / 68827118 
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Department:  VIP & Casino Services 
 
Position Title:  Manager - VIP Services 
 
Job Description:  

 

 Coordinates and oversees the VIP Services personnel and ensures that the service standards are of 
quality and consistent for VIP clientele  

 Resolves dispute or guest / group dissatisfaction 

 Encourages and receives customer feedback to ensure that casino programs are developed according to 
desired market requirements 

 Develops a strong VIP recognition / guest preference system across the organization in order to ensure 
the highest level of guest satisfaction 

 Leads and motivates the VIP Services team to uphold integrity, professionalism and service consistency 

 Updates the team with latest or near future events, programs, outside / competitor offerings, what’s 
on in Macau, also updated with current economic news, newspapers, high profile updates  

 Maintains a strong understanding and requirements of VVIP patrons including fixed-room and casual 
junket players 

 Ensures that all gaming programs are upheld and enforced according to the terms and conditions of a 
play 

 Behaves and acts professionally to uphold the name of the company at all times 

 Recommends and / or executes management policies to hire, transfer, suspend, layoff, recall, discharge, 
re-assign, or discipline employees 
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Job Requirement:  
 

 College graduates and above are preferred 

 Minimum of 5 years of experience in casino business, with exposure to multiple casino resorts, 
properties and possess good business acumen 

 Experience in Casino Marketing / International Marketing is a strong advantage 

 Adaptable and implements new approaches and practices to meet changing circumstances 

 Ability to develop good business relationships and can communicate effectively across all levels of the 
organization  

 Displays a high level of integrity and commitment to customer service 

 Above average computer literacy, particularly Microsoft Office Programs 

 Proficient in English with preference to Cantonese / Mandarin 
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Department:  VIP & Casino Services 
 
Position Title:  Manager - Limousine & Valet Services 
 
Job Description:  

 

 Responsible for managing the performance of the limousine / valet service team to meet department 
and property business objectives  

 Coaches and manages Team Members to consistently deliver the highest service standard to our guest 

 Responsible for scheduling, training and any coaching or disciplinary matters in relation to company 
and department policies 

 Assumes the responsibility for the accurate completion of all shift work in accordance with Monarch 
standards 

 Resolves guest complaints and ensures guest satisfaction 

 Completes reports and projects as assigned by direct report  

 Works with the team to ensure that we are claim free 

 Works on ensuring that all company vehicles are maintained 

 Performs other incidental and related duties as required and assigned 
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Job Requirement:  
 

 College graduates and above are preferred  

 At least 2 years Bell / Valet experience at a fast-paced, high-occupancy resort, and 2 years of experience 
in a managerial role 

 Possess a valid driving license for sedan vehicles 

 Exceptional written and verbal communication skills 

 Understands business implications of decisions; Displays orientation to profitability; Demonstrates 
knowledge of market and competition; Aligns work with strategic goals 

 Develops strategies to achieve organizational goals; Understands organization's strengths & 
weaknesses; Analyzes market and competition; Identifies external threats and opportunities; Adapts 
strategy to changing conditions  

 Work varied shifts, including weekends and holidays 

 Excellent English and Cantonese, spoken and written 
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Department:  VIP & Casino Services 

Position Title:  Manager - Dispatch 
 
Job Description:  

 

 Direct activities related to dispatching, routing, and tracking transportation vehicles  

 Plan, organize and manage the work of subordinate staff to ensure that the work is accomplished in a 
manner consistent with organizational requirements 

 Direct investigations to verify and resolve guest complaints  

 Serve as contact persons for all workers within assigned territories 

 Implement schedule and policy changes 

 Collaborate with other managers and staff members in order to formulate and implement policies, 
procedures, goals, and objectives 

 Monitor operations to ensure that staff members comply with administrative policies and procedures, 
and safety rules  

 Promote safe work activities by conducting safety audits, attending company safety meetings, and 
meeting with individual staff members 

 Monitor spending to ensure that expenses are consistent with approved budgets 

 Direct and coordinate, through subordinates, activities of operations department in order to obtain use 
of equipment, facilities, and human resources 

 Direct activities of staff performing repairs and maintenance to equipment, vehicles, and facilities 

 Analyze expenditures and other financial information in order to develop plans, policies, and budgets 
for increasing profits and improving services 

 Recommend or authorize capital expenditures for acquisition of new equipment or property in order to 
increase efficiency and services of operations department 

 Prepare management recommendations, such as proposed fee and tariff increases or schedule changes 

 Conduct employee training sessions on subjects such as hazardous material handling, employee 
orientation, quality improvement and computer use 
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Job Requirement:  
 

 College graduates or equivalent experienced preferred  

 Minimum of 5 years of experience in casino business and transportation related field, and 2 years of 
experience in a managerial role 

 With hotel transportation experience is an advantage 

 Possess a valid driving license for sedan vehicles 

 Experience with computers or word processors 

 Previous guest relations training 

 Excellent English and Cantonese, spoken and written 

 Work varied shifts, including weekends and holidays 
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Department:  VIP & Casino Services 
 
Position Title:  Manager - Employee Shuttle Services 
 
Job Description:  

 

 Oversee internal customer relations to ensure that complaints, disagreements or misunderstandings 
about the shuttle bus operation or service are resolved diplomatically 

 Oversee daily shuttle bus operation 

 Supervise the quality of work for all employees to ensure that all work tasks and assignments are 
performed efficiently, effectively, and as required 

 Ensure that proper shuttle operations, security, and customer service procedures are being followed by 
all employees 

 Handle all personnel issues and paperwork for hiring, termination and training of support staff 

 Supervise shuttle operations in order to ensure that incoming internal customers are served efficiently 
and properly 

 Monitor maintenance of the operation to ensure that it is clean and maintained according to company 
policies and procedures 

 Monitor and review all damage claims in order to assign responsibility for damages 

 Recommend and implement plans or programs to improve safety of operations to prevent the 
occurrence or re-occurrence of similar claims 
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Job Requirement:  
 

 College graduate and above are preferred 

 Minimum of 5 years of experience in casino business and transportation related field, and 2 years of 
experience in a managerial role 

 Must have prior supervisory or management experience; Prior supervisory experience in the 
transportation industry is preferred (this role requires supervision of full-time and part-time shuttle 
drivers) 

 Must possess a valid driver’s license with acceptable driving record 

 Proficient with Microsoft Word and Excel 

 Excellent English and Cantonese, spoken and written 

 Work varied shifts, including weekends and holidays 
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Department:  VIP & Casino Services 
 
Position Title:  Assistant Manager - Teleservices 
 
Job Description:  

 

 Monitor the activities of Services Agents on shift, ensuring adequate coverage of systems at all times, 
manage scheduling and meal breaks  

 Provide on-the-job training to all team members in Teleservices 

 Ensure training and inter-departmental cross training is carried out efficiently within department 

 Maintain good relationship and ensure efficient communications between all departments 

 Disseminate all updated hotel information, issues, promotion and events to the team 

 Respond to guest requests to ensure guests receive prompt attention 

 Handle complaints and is empowered to take recovery compensation to guest if deem appropriate 

 Become conversant with all fire & life safety standards and procedures. Constantly train and review 
procedures with all team members 

 Become fully conversant with all call procedures and ensure all team members are similarly familiar 

 Assist Manager to maintain records with regards with staffing levels, overtime, vacations and coaching 
documents 
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Job Requirement:  
 

 College diploma or Vocational school certificate 

 3 years or above experience as Supervisor or head of Telecommunications department in a 5 - star 
hotel related industry  

 Proficient in the use of Microsoft Office applications such as Microsoft Word and Excel 

 Knowledge of Hotel PMS, Soft Console & PBX System. Experienced in using Task Management System & 
Call Accounting System will be an advantage  

 Experience in using Micros Opera system preferred 

 Excellent time management, organization, communication, and customer service skills 

 Able to establish, accomplish, and exceed targets 

 Possess excellent oral and written communications skills  

 Team player & ability to collaborate across all departments, levels and geographies 

 Attention to details and has strong customer service skills 

 Read, write, speak and understand English, Mandarin and Cantonese 

 Meet the attendance guidelines and observe departmental and company policies 

 Be willing to work any day and any shift including weekends and holidays if required 
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Department:  VIP & Casino Services 

 
Position Title:  Assistant Manager - Hotel Reservations 
 
Job Description:  

 

 Train and lead Supervisors and Hotel Reservations Service Agents to achieve a high level of service by 
providing on-the-job training  

 Ensure that all Reservations Service Agents are making every effort to increase conversion rate by 
conducting random phone monitoring, providing necessary coaching and demonstrating effective 
reservation sales techniques for improvement 

 Establish service levels with internal departments to ensure support is rendered to the Reservations 
Department in a timely fashion  

 Communicate closely with Front Office Department on room status changes 

 Disseminate and ensure that all team members are briefed on any new promotions / new packages, 
changes in rate plans, SOPs and product information in timely manner  

 Assist in any VIP reservations where required and ensuring that all VIP profiles are created 

 Ensure all reservations hotlines are attended at all times and sufficient staffing is present to meet daily 
business demands 

 Compile reports for no-show guarantee bookings and future forecast 

 Monitor waitlist and determine priority of guests to be contacted for room availability 

 Handle guest complaints in a professional and timely manner 

 Pre-assign group rooms where special requests are made 

 Establish and maintain a friendly, fun and high team-spirited working environment promoting a high-
level of customer service to our guests 

 Provide coaching, mentoring and feedback to team members for improved efficiency and delivery to all 
our guests 

 Maintain excellent working relationships with all departments 

 Perform all other duties as assigned or required in order to meet the responsibilities of the position and 
for the Properties’ operations 
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Job Requirement:  
 

 Diploma Degree required, Certification in hotel studies is an advantage 

 Minimum 4 years’ experience in a customer service environment and 2 years in a customer service 
team leader role  

 At least 3 years’ experience in hotel or airline reservations is beneficial 

 Working knowledge of the Call Centre System, Reservations System and CRM System  

 Proficient in the use of Microsoft office applications such as Word, Excel, PowerPoint 

 Candidates with GDS system knowledge or any Reservations Platform is an advantage 

 Experience in using Micros Opera system preferred  

 Excellent time management, organization, communication, and customer service skills 

 Able to establish, accomplish, and exceed targets 

 Possess excellent oral and written communications skills 

 Team player & ability to collaborate across all departments, levels and geographies 

 Attention to details and has strong customer service skills  

 Read, write, speak and understand English and Cantonese. Mandarin is preferred 

 Meet the attendance guidelines and observe departmental and company policies 

 Be willing to work any day and any shift including weekends and holidays if required 
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Department:  VIP & Casino Services 
 
Position Title:  Supervisor - Teleservices 
 
Job Description:  

 
 Monitor the activities of Services Agents on shift, ensuring adequate coverage of systems at all times, 

manage scheduling and meal breaks 

 Provide on-the-job training to team members in Teleservices 

 Maintain good relationship and ensure efficient communications between all departments 

 Disseminate all updated hotel information, issues, promotion and events to the team 

 Respond to guest requests to ensure guests receive prompt attention 

 Handle guest complaints in the absence of Teleservices Manager / Assistant Manager 

 Become conversant with all fire & life safety standards and procedures. Constantly train and review 
procedures with all team members 

 Become fully conversant with all call procedures and ensure all team members are similarly familiar 

 Refresh / update hotel or industry related information in Soft Console 

 Be aware of weather forecast and inform other operational departments to take necessary action in the 
event of tropical cyclone or thunderstorm warnings issued 

 Handle VIP wake up calls 
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Job Requirement:  
 

 Minimum of college diploma or Vocational school certificate  

 2 years or above experience as Supervisor or Senior Guest Service Agent of Teleservices Department in 
a 5-star hotel related industry 

 Proficient in the use of Microsoft Office applications such as Microsoft Word and Excel  

 Knowledge of Hotel PMS, Soft Console & PBX System. Experienced in using Task Management System & 
Call Accounting System will be an advantage 

 Experience in using Micros Opera system preferred 

 Excellent time management, organization, communication, and customer service skills 

 Possess excellent oral and written communications skills 

 Read, write, speak and understand English, Mandarin and Cantonese 

 Be willing to work any day and any shift including weekends and holidays if required 
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Department:  VIP & Casino Services 

Position Title:  Supervisor - Hotel Reservations 
 
Job Description:  

 

 To train & lead Hotel Reservations Services Agents to achieve a high level of service by providing on-
the-job training 

 Ensure that all Reservations Services Agents are making every effort to increase conversion rate by 
conducting random phone monitoring, providing necessary coaching and demonstrating effective 
reservation sales techniques for improvement  

 Communicate closely with Front Office Department on room status changes 

 Disseminate and ensure that all team members are briefed on any new promotions / new packages, 
changes in rate plans, SOPs and product information in timely manner 

 Assist in any VIP reservations where required and ensuring that all VIP profiles are created 

 Ensure all reservations hotlines are attended at all times and sufficient staffing is present to meet daily 
business demands 

 Handle guest complaints in a professional and timely manner 

 Establish and maintain a friendly, fun and high team-spirited working environment promoting a high-
level of customer service to our guests 

 Maintain excellent working relationships with all departments  

 In the absence of managers, Supervisor is to take a lead to oversee operations and ensure tasks are 
carried out in a timely manner 

 Perform all other duties as assigned or required in order to meet the responsibilities of the position and 
for the Properties’ operations 
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Job Requirement:  
 

 Diploma Degree is required, Certification in hotel studies is an advantage 

 Minimum 3 years experience in a customer service environment and at least 1 year in a supervisory 
role 

 At least 3 years experience in hotel or airline reservations is beneficial 

 Working knowledge of the Call Centre System, Reservations System and CRM System 

 Proficient in the use of Microsoft office applications such as Word, Excel, PowerPoint 

 Candidates with GDS system knowledge or any Reservations Platform is an advantage 

 Experience in using Micros Opera system preferred 

 Excellent time management, organization, communication, and customer service skills 

 Possess excellent oral and written communications skills 

 Team player & ability to collaborate across all departments, levels and geographies 

 Attention to details and has strong customer service skills 

 Read, write, speak and understand English and Cantonese. Mandarin is preferred 

 Meet the attendance guidelines and observe departmental and company policies 
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