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Premier Alaska Tours, Inc. 

Guest Service Representative 

Position Manual 
 

Welcome to Premier Alaska Tours Inc., the largest receptive tour operator in the state of Alaska 

concentrating on service and value in the Alaska market.  We believe the best tour experiences 

come from those companies who are owned, operated and serviced by Alaskans.   

 

A receptive operator receives other companies’ guests. We work exclusively with the travel 

professional market- tour operators, travel agents and wholesalers and we have no direct sales 

contact with consumers.  We work hard to secure series accounts, or those accounts with 

multiple tour departures. We act as the behind the scenes experts for those companies who want 

their own custom tour but do not have the knowledge about our state. They in turn create all of 

the advertising materials and promote their own Alaska tour that we operate.  We take the work 

out of it and manage their Alaska tour program entirely.  In cases such as series accounts, we 

often wear their nametag and represent their company.  If the wrong name is used, we could 

jeopardize the relationship.  Please be cautious of who you are representing. 

 

In some instances, you, our GSRs, have been key in securing new accounts.  If you meet 

someone on the road that is a possible series account needing service and value, let the PAT sales 

department know the details.  By working together, we can continue to grow at astounding levels 

each year.   

To tie in with our business philosophy, we are proud to announce our internal motto: 

 

To provide the best service to the Alaska visitor. 

 

As the front line representative to our company, we rely on you to bring out this vision.  We 

believe that teamwork pays off.  By helping each other, we will continually grow. 

This manual was developed to serve as a guideline for you and to assist you in your role as a 

GSRs.  This is a prestigious position and GSRs representing our programs are considered the 

finest in Alaska.  It is our goal to provide some of the tools needed to help you do your job.  We 

gladly accept recommendations and additions to this manual.   
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OVERVIEW 

 

Safety 

It is critical that our actions, surroundings, and attitudes are maintained to prevent accidents and 

perpetuate health for staff, guests, and the environment.  Should you become aware of any situation 

that would compromise health and/or safety, please bring it to the attention of a supervisor.  Should 

you ever be uncomfortable performing a task for a health or safety reason, bring it to the attention 

of your supervisor before a problem occurs. 

 

Service 

Service is our product and without you, we have no product. We are very fortunate to be working 

with some of the best hardware this industry has to offer, but without a high level of service, we 

will not provide the best experience for our guests. Some staff will be providing service directly 

to the guests while other staff will be supporting this effort. These are of equal importance to the 

end result. Whether you are a front line employee or one who is behind the scenes, the level of 

service is crucial to the success of delivering the best product. We ask that your daily service efforts 

are 100%. 

 

Teamwork 

While working together, we can create a work environment that we all enjoy. When we are content 

with our jobs, guests will recognize it, and we will all find satisfaction. Our team is very broad. If 

we support each other in every way possible we will create lighter loads, more cheerful attitudes, 

and we will all have more fun. Please feel free to bring any concerns and/or suggestions to the 

attention of your supervisor or GSR leads. 

 

Working Relationships 

The Guest Service Representative (GSR) encompasses several different roles. Guest Service 

Representatives are responsible for meeting guests at the airport, Seward Cruise Terminal, Alaska 

Railroad, and at their Alaska hotel.  In this crucial role, you are often the first point of contact for 

the guests upon arrival and often the last point of contact for guests before they depart Alaska. 

 

GSR’s not only work directly with guests, but they also work closely with other company 

employees such as tour directors, motorcoach drivers, and office staff in order to adequately fulfill 

their role.  

 

Guests 

Although your time with each guest is brief, you can still make a difference in their experience 

with Premier.  Greet every guest with a smile and show a genuine interest in their well-being during 

their time with us.  Remember how you feel when you have been flying all night and you arrive in 

a new and unfamiliar destination.  It is understandable that they can be tired and impatient after 

such a long flight to Alaska.  They may have encountered problems during their trip.  Lend a 

sympathetic ear, but do not gripe with them about airline or other troubles.  
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Some guests arriving at the airport may have difficulty walking.  If a guest arrives who is unable 

to take the stairs onto a coach, ensure that the coach coming to pick-up the guests is equipped with 

a lift (most of the time local air-in coaches are lift coaches).  When calling the coach on the radio, 

do not refer to the guest as having a disability or being “wheelchair confined.”  Simply ask the 

driver if they are in an ADA coach and let them know they will need to use that lift when picking 

up this particular group of guests.  Give the driver time to set up the lift before heading out with 

guests.   

 

Motorcoach Drivers 

It is necessary to establish a good working relationship with motorcoach transfer drivers.  You will 

be in constant radio contact with drivers coordinating air-in, air-out, and inter-tour air transfers as 

it is your responsibility to call coaches up to the curb during air-in and air-out transfers, coach 

departures and arrivals.  Communication is the key to providing a good guest experience. You will 

assist with the loading and unloading of guests on the motorcoach and will also assist drivers in 

loading and unloading luggage at the hotels and at the airport.   

 

In the event that air arrivals are delayed (as they often are), it is important that you provide the 

coach drivers with periodic updates.  Keeping them informed, as well as your co-workers both at 

the airport and hotels, allows operations to run smoothly.  This does not mean updating drivers 

every time an estimated arrival time changes, it simply means letting them know that the flight is 

or is not on time and the updated time of arrival if it has changed significantly.    

 

Tour Directors 

You have the opportunity to set the stage for our guest’s adventure in Alaska and this starts by 

relaying valuable information upon their arrival, namely, where and when they will meet their tour 

director. Tour Directors will be stationed in the lobby of the hotel when ‘Air-Ins’ occur. It is 

important that the GSR at the Marriott and other hotels update Tour Directors regarding flight 

changes/delays so they can be prepared to meet their guests. You will also need to answer other 

general questions about the area, namely recommendations on places to eat or things to do and see; 

in other words, be familiar with the downtown Anchorage area.   

 

Guest Service Representatives 

You will work closely with other GSR’s to ensure the highest quality of guest service.  Some 

GSR’s only work one day a week to facilitate our ship-turn on Friday.  It is important that you 

work together to expedite arrivals and departures while ensuring that everyone has their needs met 

in the most efficient manner possible.  

 

Other Tour Companies 

You will encounter employees working for other tour companies and it is necessary to maintain a 

professional relationship with them. Their guests should be treated as ‘guests’ just as we hope our 

guests are treated accordingly. It is inappropriate to speak ill of the tour companies at any time and 
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their employees should be treated with respect. It is important to realize that we share space with 

other tour companies, be it at the hotel, airport, rail depot, or on optional excursions, which does 

not allow us the right to claim any place as our own.   

 

Other Industry Employees 

Employees of hotels, tour operators and the airport are some of your most important colleagues.  

Treat all others with respect. These people have the power to possibly make or break our guests’ 

experience in Alaska. Though the employees of other companies do not have a direct connection 

to our company, if they leave a negative impression on the guest the guest will remember it as part 

of our service. Do your best to be friendly and help others; if they appear to be rude with a guest, 

politely step in so the guest does not have to deal with the situation. If the opportunity presents 

itself do the same if a guest is being rude to another employee. Use your best judgment. 

GUEST SERVICE 

Your job as a GSR is to provide the best customer service to all guests. This means greeting them 

with a smile (even if you do not feel like smiling), providing them with clear and concise 

directions, answering all of their questions to the best of your ability, and doing anything else that 

will help them have an enjoyable experience while traveling with Premier.   

 

Please Note:  It is important for you to know which ship is arriving each week and each day. We 

operate with Norwegian Cruise Lines, Royal Caribbean, Adventures By Disney, Celebrity, 

SilverSea, and Regent Cruise Lines, as well as other tour companies like Trafalgar, Abercrombie 

and Kent, Insight, Globus, etc. It is important that you know the differences between the cruise 

lines and tour companies which we will go over in more detail later. Some of the clients we work 

with have specific clothing and name tags that we use when addressing their guests. It is important 

to always be properly dressed in that client’s uniform to maintain consistency with their brand 

image. If asked we do not say we work for Premier, (unless it is a Premier Alaska Tours tour) we 

are to say that we are the crew for the Alaska operations of whichever group we are representing.  

 

Remember the following: 

1. Safety First 

a. Be aware of the dangers. Guests are on vacation and often not as conscientious as 

they would be otherwise.   

2. Always be modest, courteous, and helpful 

a. Guests will forgive many things, but never rudeness, arrogance, or sarcasm. 

b. Answer their questions sincerely. 

c. If you do not know the answer, note it and work on finding an answer for them. 

3. Be Impartial 

a. Human nature would suggest that some guests are more fun than others.  Treat 

every guest equally. 

4. Resolve Problems 
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a. When problems arise, attempt to resolve them immediately.  Do not make 

derogatory remarks about office personnel, travel agents or vendors. 

 

Complaining/Venting 

While it is perfectly acceptable to vent to your co-workers, be aware of where you are and who 

you are venting to. If you are in an area where guests may be able to hear you, do not complain 

about them. Use good judgment in the timing and location of your venting. Be aware of the 

frequency of your complaints. Although it can be therapeutic to vent to your co-workers, if you 

make it a habit, it can bring down everybody’s morale.   

 

Emergencies 

Emergencies do occur while guests are on tour. Remember to remain cool, calm, and collected 

while involved in an emergency situation. If it is a medical emergency and requires immediate 

assistance, call 911. Likewise, if the situation involves fire or endangerment of any kind, call 911. 

If medical help is needed, you may provide logistical support but allow the guest to decide their 

own course of medical action.   

PROFESSIONALISM 

 

Appearance 

Premier Alaska Tours hosts guests from all over the world. Our guests represent a large spectrum 

of individual beliefs, cultures, religions, and backgrounds. Therefore, it is crucial that you behave 

and dress in a manner that is consistent and respectful of our guests and that adheres to the set 

guidelines. It is important that you follow the clearly established guidelines. As managers, we will 

enforce uniform guidelines, and we ask that you remain in uniform at all times while on duty. You 

should always be in uniform while having any contact with guests or vendors.   

 

Dress Code 

The “image” of professionalism and success is often linked to grooming and clothing. We reinforce 

that notion to our clients and business associates by dressing and grooming appropriately. 

 

As a representative of the Company, it is important that your business attire reflects the Company’s 

commitment to professionalism. Discretion in style of dress and behavior is also essential to the 

efficient operation of the Company. 

 

Employees are, therefore, required to dress for work in uniform and/or appropriate business attire 

and to behave in a professional businesslike manner. During work hours employees must adhere 

to the following dress and appearance code: 

 

Hair should be maintained in a clean, combed and businesslike style. Earrings should not dangle 

more than two inches. Tattoos must be covered while on duty. Nose rings, or other facial piercings, 

are not acceptable for business attire. 



GSR Training Manual  Page 8 

  As of 04/16/18 

 

Uniforms 

Employees are expected to wear uniforms properly and in their entirety. If you are not compliant 

with the Premier Alaska Tours dress code, a written warning will be issued. Second offense will 

be suspension and third offense will be termination.  

 

Listed below are the elements of your uniform. Care and cleaning of your uniform is your 

responsibility. 

 

Jacket- Premier will supply a jacket suitable for use in most weather conditions experienced 

during our summer season.  Your nametag must be visible on the outermost garment. 

Do not substitute your own jacket or outerwear. 

 

Vest- Included with your issued jacket is a vest. Your nametag must be visible on the 

outermost garment.  Do not substitute your own vest or fleece jacket. 

 

Shirts- Employees must wear a white button-up top.  This shirt should be ironed and tucked 

in if it is too long. 

 

Pants- Each employee is required to supply their own black, “Dockers” style slacks.  Pants 

must be ironed and neat looking at all times.  Pants cannot be ‘yoga pants’ ‘cargo’ 

style, ‘corduroy’, ‘bellbottoms’, ‘low-cut’, ‘stretch’, ‘pinstripe’, or ‘hip-hugger’ in 

nature. 

 

Belt- If uniform pants include belt loops, a belt must be worn. Black belts are appropriate. 

Belt buckles must be discrete and a professional color. 

 

Shoes- Uniform shoes must be black with black laces. They should be comfortable, with a 

low heel and closed toe.  Shoes must be in good condition and polished or brushed 

clean. No tennis shoes! 

 

Socks- Socks should be black.  

 

Hats- Hats are not an acceptable part of the uniform.  

 

Nametag- The nametag is part of the uniform and must be worn on the outermost garment while 

on duty. 

 

Sunglasses- Sunglasses are only appropriate when necessary and never when addressing guests. 

   

Piercing- Earrings must be appropriate, and may not present a safety hazard to employees. No 

other visible piercing may be worn while on duty. 

 

Tattoos- Visible tattoos must be covered 
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WORK SCHEDULE 

Your Supervisor will provide you with your work schedule one week in advance. We use 

HotSchedules (in Anchorage) as our scheduling software. You can access HotSchedules via 

mobile app, website, or call in system (24 hours). In HotSchedules you may swap/pick up shifts. 

If you drop a shift you are still responsible for the shift until someone else picks up the shift. If no 

one picks up the shift you are required to come in and work it. All changes to the schedule are 

subject to manager approval. It the manager does not approve the change in HotSchedules then 

you will have to follow the original schedule. Schedules are subject to change based on guest 

departure information received the week of.  

 

Requests for time off must be submitted in writing to your manager, and inputted into 

HotSchedules, one month in advance. While schedule requests will be granted on a first come, 

first serve basis, this does not guarantee that the time off will be approved.  Due to the early 

departures and late arrivals of guests, you may work a varied schedule.  You must be flexible and 

willing to work the weekends, early mornings, late evenings, and even some split shifts. Thank 

you in advance for your flexibility! 

 

In Fairbanks Your supervisor will provide you with your schedule via email on Thursday 

afternoon for the following week. A copy of the schedule will be posted in the office in several 

locations as well as at the airport.  If you need a shift covered or have a conflict with your 

schedule, please notify your supervisor as soon as possible. Time off request must be submitted 

in writing to your manager two weeks in advance.  

 

Easy Timeclock 

Easy Time Clock is the software program that we use for payroll. You can access via computer at 

easytimeclock.com or download the free mobile app.  

 

Timesheets 

Timesheets, which will only be used in the event that Easy Timeclock goes down, must be 

submitted to your Supervisor by Saturday at the end of your shift to be paid on time. Payroll will 

be processed biweekly. Any time over eight hours in a day is considered overtime, and should be 

recorded as such. Any time over 40 regular hours in a week is considered overtime as well and 

should be recorded in the overtime section. Time is to be recorded in 15 minute increments, and 

totaled as a decimal/fraction of 60 minutes. If you have questions about your paycheck, speak to 

your supervisor immediately to resolve the situation. 

EQUIPMENT 

 

Company Vans 

Before you are authorized to drive company vans, you must be at least 18 years of age, have a 

satisfactory driving record on file, and have taken a defensive driving course with a driver trainer. 
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You are not authorized to use company vans for personal use. Company vans are for work purposes 

only. You must check out a company van from the Manager on Duty. 

 

Premier is not responsible for parking tickets that you receive parking the company vans.  Under 

no circumstance are you to leave a van unattended on the curb at the airport!  Unattended vans can 

lead to the removal of Premier’s commercial permits and all motor vehicle operation at the airport.  

In the event you are required to drive a van to the airport, be aware that it is considered a  

commercial vehicle and you need to use the outer curb on the Arrivals level (lower level) of the 

airport.  Failure to do so could result in a fine. 

 

Signage 

Branded signs are used to greet incoming guests and direct guests at the airport, hotels, and the 

Hospitality Center. It is very important that the signs are branded corresponding to the tour on 

which the guest will be traveling. The brands include Royal Caribbean, Celebrity Cruises, 

Regent, SilverSea, Abercrombie & Kent, Cosmos, Globus, Trafalgar, etc.  

 

If you are scheduled to work at the airport, be sure that you take an appropriate sign/clipboard with 

you for the day.  Each GSR should take one sign in their clipboard when greeting flights.   

 

There is also a digital sign at the airport desk. Be sure this displays the correct groups that are 

being met that day.  

 

Desks and Podiums 

It is a privilege and an expense to have desks and podiums at the hotels and airport.  If you must 

step away to assist someone be sure to return in a timely manner. There are times that you will be 

required to leave the desk in the hotels, so please be sure you check back in at the desk as often as 

possible to assure that guests receive information they may need and have their questions 

answered.   

 

Cell Phones 

Personal cell phones can only be used if approved by your manager.   

 

Although cell phones can be a business tool, please realize what it looks like to a guest if you are 

sitting and chatting or texting on the phone. If you must take a phone call while guests are around, 

excuse yourself and step away. Keep the content appropriate in the event that guests overhear.  

 

Handheld Radios 

If you need a radio you must check out a radio from an MOD before going to the Anchorage hotel 

or Airport.   

 

Radio contact should be clear and concise.  It is not appropriate to speak about guests or co-workers 

in a derogatory fashion, nor should you inappropriately single out guests over the radio.  Be 
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discrete. If an issue arises with a guest, and it is necessary to contact the office, do so by phone. 

Always use discretion when speaking on the radio. Remember that at any given time there are 

guests within earshot of the radios.  If you need to relay specific or sensitive material, please do so 

by cell phone.   

 

If you are carrying a radio, listen to it!  You do not need to listen to all the details of every radio 

transmission, just be tuned in enough to hear if someone calls your location and/or name.  If you 

are in the middle of helping a guest, simply respond with “this is ________, please standby” and 

call back when you are finished helping the guest.   

 

Your radio is an important source of information.  Although at the time of transmission, the 

information may not be directed to you, it will most likely affect you in the near future (coaches 

checking into town, location of coaches, status of guest at the airport, etc.).  If you listen you will 

be better informed of what is going on and will be able to plan ahead.  Also, ALWAYS 

acknowledge coaches/vans checking into the airport or hotel properties and direct them where you 

want them (i.e. stage or proceed through security). 

 

Keep in mind: 

• Avoid excessive/unnecessary chatter and keep conversations short 

• Always key your mike BEFORE speaking; DO NOT talk over other transmissions 

• Hold the mic 6 inches from your mouth when speaking into the radio 

• Avoid transmission of sensitive or distressing information 

• Always wait for the party you are attempting to call to respond before transmitting 

additional information   

 

If your manager is not around and you have a question, contact the manager on duty at this number: 

Anchorage MOD number- (907) 375-6321 

Fairbanks MOD number- (907) 375-6377  

POSITIONS 

 

Anchorage Hotel GSR Duties 

There are 4 activities that go on at the Hotels: 

1.) Air Arrivals 

2.) Air Departures 

3.) Tour Arrivals 

4.) Tour Departures 

 

Air Arrivals 

• You will have an air-in manifest for the day. Upon arriving to the Hotel, assure that the 

front desk has a copy of this manifest. Also at the front desk, collect the key packets for 

the guests arriving that day.  
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• Keys:  

o It is your responsibility to sort key packets. Sort keys by tour group and alphabetize 

by last name. Give the key packets to the correct tour director as they arrive to the 

Hotel.  

o There is a chance the rooms will not be ready on time. In this case do not pressure 

the front desk staff. Ask the front desk how long it will take for the rooms to be 

ready and wait that amount of time until you check back. 

o If a room is not ready when guests have arrived, please make sure the guests do not 

go to the front desk. Most Hotels prefer that GSR’s and Tour Directors handle all 

questions and concerns.  

• Drivers could be dropping off luggage while their guests are at lunch. If you are at the 

Marriott and hear the driver on the radio saying “Takotna approaching the Marriott to drop 

luggage”, please don’t hesitate to go help to make it a faster process for the driver. If you 

have the key packets in hand you may give the driver the key packets at this time.  

• It is your responsibility to keep in contact with the driver and tour director to make sure 

they have curb space upon pulling up to the Hotel. If there is no space, the coaches should 

be able to stage temporarily. You will greet the coach once they pull up to the curb, give 

the key packets to the tour director, and escort the guests to the lobby. After guests are 

inside, assist the coach driver in unloading luggage if they haven’t already.  

 

Air Departures 

• Most guests will fly out the day after their tour ends. Each guest should have been informed 

of their transfer and bag pull time by their tour director.  

• Advise guests who check in with you throughout the day to be in the lobby 10 minutes 

before departure time. Bell staff will pull the guests’ bags 30 minutes prior to departure.  

• The guests might ask you to change their departure time. Before the guests can change 

times, call the MOD to confirm that this is possible. In this case, make sure to take their 

name off the bellmen’s bag pull list and change their transfer time/bag pull time 

accordingly. 

• If the guest does not show up for departure contact the bell staff or front desk and have 

them call the room to check in. 

• Make sure there is curb space and keep in contact with the driver while they’re en route.  

• Once the coach arrives, assist the driver in loading luggage. If the group is large, you can 

separate baggage according to which airline the guest is flying out on for a faster process.  

 

Tour Arrivals 

• You will have a guest manifest for tour arrivals and will collect the key packets from the 

front desk as mentioned above. Verify that the information is correct and distribute them 

to the arriving tour director.  

• Key Packets: 

o It is your responsibility to sort key packets. Sort packets by tour group and divide 

into A, B, C and alphabetize by guest last name. Tour directors will love you for 

this!  
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o In addition, there will be special room requests and “travel with’s”, which you will 

need to cross check to ensure guests get the room they requested. One example you 

will see a lot is ADA room requests.  

o If the rooms are not going to be ready on time call your supervisor immediately.  

o The tour driver will drop off luggage before bringing guests to the Marriott and 

please assist them if you are free. Majority of the time the bellmen will have the 

drivers drop luggage at the back of the Marriott. If you have the key packets in hand 

you may give them to the tour driver. 

o If you notice that some drivers or tour directors consistently arrive earlier than their 

tour is scheduled to arrive, alert the GSR Supervisor.  

• Tour guests arriving in Anchorage via coach: There are 3 spaces available on the curb if 

there are no taxis or cars in the way. You may have to politely ask other drivers to move 

out of the way. Listen to your radio and make sure there is enough curb space available 

before the coach approaches.   

• Tour guests arriving in Anchorage via train: These guests will be your late arrivals at the 

Marriott. Their bags arrive in the back of the Marriott via coach. If all the keys are ready 

at the time the coach drivers are dropping bags, you can provide the driver with the keys.  

 

Tour Departures 

• On some days, you will be at the hotel when a tour is departing.  Your main priority is to 

make sure the guests airing out are taken care of; however, you should also do what you 

can to make sure the tour departs the hotel as smoothly as possible. 

• Watch luggage on the curb when it is delivered by the bellmen in the morning until the 

coaches and/or Tour Directors arrive.   

• Listen to your radio and make sure there is space on the front curb when tour coaches are 

on approach to the hotel.  Again, there is space for 3 coaches on the front curb. There may 

be air-outs and tour departures going on at the same time, which could result in a 4th coach. 

You will need to coordinate between tour coaches and the air departure coach to ensure 

that there is enough space on the curb for all groups. 

• Help coach drivers with luggage and tour directors with luggage count as needed.  This is 

not your job but you are here to assist these guests if you need to.  Assist tour directors in 

directing guests or in finding lost guests. 

• On Thursdays, luggage is picked up by luggage truck. Assist by opening the back garage 

door and perform the bag tally to make sure all bags are present. Work with the bell staff 

if any bags are missing. Assist the luggage truck driver by loading luggage into the truck.  

 

Tour Bag Tally 

Guests are provided with color coordinated luggage tags to assist with identification of each tour 

group. Each tour has an assigned color; the tour director is responsible for marking tags with proper 

tour letters. These tags are separate and different from the ship tags that are used to identify the 

guests’ bags for their cruise. 
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Land tour tags must be obtained from a Tour Director as the TD will number them for their bag 

count.  Under special circumstances the TD may ask for your assistance in getting a guest a 

luggage tag.  Though it is not your responsibility at most times, if TD has done his/her best to 

complete luggage count and completion would delay departure, the TD may ask you to assist in 

completing luggage count.  

 

Fairbanks Hotels GSR Duties  

There are 4 activities that go on at these hotels: 

1.) Air Arrivals 

2.) Air Departures 

3.) Tour Arrivals 

4.) Tour Departures 

 

Air Arrivals 

• You will have an air-in manifest for the day. Upon arriving to Pikes Waterfront Lodge or 

Sophie Station, assure that the front desk and bell staff has a copy of this manifest.  

• Listen on the radio for the coach’s approach to the hotel. You will escort the guests into 

the lobby and assist the driver with luggage as needed. 

• Act as a go between for the guests and the hotel front desk if there is any issues  

• Confirm the guest’s arrival on the manifest, tell them who their TD is and when they will 

meet them. 

 

Air Departures 

• Most guests will fly out the day after their tour ends. Each guest should have been informed 

of their transfer and bag pull time by their tour director.  

• Advise guests who check in with you throughout the day to be in the lobby 10 minutes 

before departure time. Bell staff will pull the guests’ bags 30 minutes prior to departure.  

• The guests might ask you to change their departure time. Before that can happen either the 

TD or the GSR must contact the MOD to confirm if that is possible. If the pickup time can 

be changed, make sure to take their name off the bellmen’s bag pull list and change their 

transfer time/bag pull time accordingly. 

• Communicate accurate and specific information to the guests about the coaches arrival. 

• Once coach arrives, assist the driver in loading luggage. Help driver confirm with the 

guests that all their luggage is present and accounted for before departing the hotel. 

 

Tour Arrivals 

• Fairbanks GSR’s do not pass out key cards, the only exception is if a Tour Director 

specifically requests your assistance with the key packets. 

• Give them suggestions for what to do on their free day in Fairbanks. 
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Tour Departures 

• On some days, you will be at the hotels when a tour is departing.  Your main priority is to 

make sure the guests airing out are taken care of; however, you should also do what you 

can to make sure the tour departs the hotel as smoothly as possible. 

• Watch luggage on the curb when it is delivered by the bellmen in the morning until the 

coaches and/or Tour Directors arrive.   

• Help coach drivers with luggage and tour directors with luggage count as needed.  This is 

not your job but you are here to assist these guests if you need to.  Assist tour directors in 

directing guests or in finding lost guests. 

 

 

Hospitality Center GSR (Anchorage) 

 

Guests going TO the ship 

The Egan Center will be the hospitality center on Friday’s (Celebrity/Royal Caribbean) and 

Monday’s (NCL), the Hilton will be the hospitality center on Regent ship days and the Captain 

Cook will be the hospitality center in the morning for SilverSea  

1. Guests arriving at the Hospitality Center prior to their cruise will be greeted by 

GSR’s on the curb. The luggage team will collect all bags that the guests would like 

sent to the ship. These bags will be put on a luggage truck and sent to Seward, 

where the bags will be loaded onto the ship and delivered to the guests’ stateroom.  

2. All bags must have a ship tag on them. GSR’s need to make sure that every bag has 

the proper tag on it and the number of bags each guest checked with us has been 

noted on a ship bag-transfer manifest.  

3. Remind the guests to have passports, cameras, and any medication they might need 

for the day with them and not in their checked bags.  

4. Once the luggage team has been given all checked luggage, guests will be directed 

to the check-in desk for their transfer to the ship.  

 

Transfer Check-in 

GSR’s at the hospitality center will sit down with guests to answer questions and assist in making 

their transfer arrangements.  GSR’s will verify that the guest(s) transfer and ship check-in 

documentation is completed and in order.  This will expedite their actual ship check-in at the pier. 

 

GSR’s will perform the following with each guest for RCI ships: 

• Verify each guest has a valid, non-expired passport.  If the guest only has an expired 

passport, bring this to the attention of your immediate supervisor. Besides valid passports, 

guests may travel with: 

1. Passport Card or Enhanced Driver License – guests cannot fly to the US from 

Canada with this option; however, they can still take the cruise. 

2. Certified copy of a Birth Certificate for children ages 15 and under - guests cannot 

fly to the US from Canada with this option; however, they can still take the cruise. 
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• Verify the guest has checked-in online and has completed a Sail Pass. Verify that the guest 

named at the bottom of the SetSail or Xpress Pass has signed and dated the appropriate 

places. If the guest has not completed a Set Sail/Xpress pass on-line, they will need to 

complete the following: 

1. Charge Account & Cruise/Cruise Tour Ticket 

i. The guest should have this form in their ship doc’s booklet or sent as an 

edoc.  If they did not bring it with them, they can be given an extra one to 

fill out. 

2. Guest Clearance Information Form 

i. The guest should have this form in their ship doc’s booklet or as an edoc.  

If they did not bring it with them, they can be given an extra one to fill out.  

• Provide the guest with a Health Questionnaire and have them fill it out while at the desk.  

If the guest checks “yes” to being ill: 

1. Confirm if the guest had symptoms within the last 24 hours. 

2. If guest has NOT had symptoms within the last 24 hours, collect their name and 

provide them with their transfer chit/boarding pass.  

i. Inform the guest they will need to meet with the ship’s medical 

officer prior to boarding. 

ii. Call Seward and provide the Pier Supervisor with the guest’s name 

and which transfer they are taking to Seward. 

iii. If the guest HAS had symptoms within the last 24 hours, inform 

your immediate supervisor. The ship will need to determine 

whether this guest will be able to board when they get to Seward. 

You will need to wait for further instructions from Seward before 

proceeding with the guest’s transfer arrangements. 

• Verify the guest(s) transfer arrangement 

1. Some guests will have pre-purchased either a motorcoach or train transfer between 

Anchorage and Seward. 

i. These guests will give a GSR their voucher for either a train or motorcoach 

transfer.  The GSR will collect the voucher to be sent down to the ship later 

in the afternoon.  The GSR will give the guest the appropriate colored 

transfer chit and remind the guest when and where to meet for their transfer.  

The chits will be used as a boarding pass for the motorcoach. 

ii. Highlight guest’s name using the same color as their transfer chit. This will 

give us a record of which guests are on which transfer. 

iii. If a guest is not on the manifest, but has a transfer voucher, mark their name 

and booking number on the manifest. Mark a note on the manifest and give 

to the Supervisor / Guest Services at the end of the day. 

• Some guests have not yet purchased a transfer to Seward; however they may purchase one 

at the hospitality center. 

1. The GSR Lead will send all collected vouchers to the GSR Coordinator at the 

airport with the manifests.  The GSR Coordinator will send them on a coach to the 

ship so the guest’s onboard accounts can be charged. 
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If the guests are leaving via motorcoach for Seward 

The guests must be at the hospitality center at 10:50 am, motorcoaches will begin to depart at 

11:00 am. They will arrive at the docks around 3:00 pm.  

1. Collect the transfer sheets as guests board the coach. 

2. Send manifest with last coach driver headed for Seward along with ship documents. 

3. Report the time and number of guests on each motorcoach that leaves for Seward.  

 

If the guests are leaving via the train for Seward 

The guests must be at the hospitality center at 11:45 am. They will be shuttled by motorcoach to 

the airport train depot and will board the train there. The train departs at 1:00 pm and arrives in 

Seward around 5:30 pm. There is food available for purchase onboard the train.  

1. Collect sheets as guests board the coach. 

2. The GSR Lead will send a packet of vouchers and train manifest with the last motorcoach 

to be given at the Airport to GSR’s.  

 

Please Note: 

1. If you have a guest that approaches you with a train transfer, verify which train they are 

getting on.  It is possible that, if they have not made their arrangements through our 

company, they may have purchased an Alaska Rail transfer.  If they are on the Alaska 

Railroad Coastal Classic, by this time, they have missed the 6:30am train.  Let them know 

that they can contact the Alaska Railroad for alternative transportation, or you can sell them 

one of our transfers to the ship.   

2. As guests board the motorcoach for the train their sheets must be collected.  The white 

copy of transfer vouchers or upgrades purchased on Friday must be sent with the manifest 

to the GSR Lead at the airport.  

3. Every person scheduled to board the ship must physically check-in with personal 

identification.  Valid personal identification is as follows: 

a. Valid Passport 

i. Expired passports will NOT be accepted. 

b. Passport Card or Enhanced Driver License 

i. Guests may not be able to fly to the US from Canada with this option but 

they can still take the cruise. These are rare. 

c. Certified copy of a Birth Certificate and photo identification only for children ages 

15 and under 

i. Guests with birth certificate will not be able to fly back to the US from 

Canada but they can still go on the cruise. This happens very rarely 

4. Transfer times are given on a first come first serve basis.  If a guest was previously told 

that they would be on the 11:00am transfer and when they arrive at the Hospitality Center 

that transfer is full, they will be put on the next available transfer to the ship.   
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Alaska Railroad GSR Duties 

• Check in guests 1 hour prior to train departing Anchorage/Fairbanks 

• Check identification of guests prior to boarding 

• Issue bag tags for guests’ luggage 

• Guide guests to correct WEX train car 

• Give voucher to WEX supervisor before guests load train car 

 

Independent guests traveling on the WEX cars will be at the ARR depot at 7:15am. Agencies that 

sell FIT (unescorted) WEX tickets are: 

• AT&T 

• All Alaska Tours 

• Knightly Tours 

• Alaska Denali Travel 

• Monograms (Premier) 

• WEX custom groups 

• Rail charters through Premier (no TD escort) 

 

GSR’s will be stationed inside the baggage tent at the ARR depot every day we have FIT 

passengers traveling. The WEX manager, will send out a weekly manifest with all of the dates and 

guests’ names that will be traveling. When guests arrive at the depot, please highlight their name 

so they are accounted for. TSA requires we check the guests’ ID’s if they are over the age of 18. 

Once the guests are checked off the manifest, you may issue them bag tags for their luggage (which 

are provided by ARR). Once guests are checked in, they may linger in the depot. Please inform 

the guests that they are embarking on a hosted rail journey and there are beverages and meals 

available for purchase onboard. There will be an announcement 20-30 minutes before departure 

that it is safe to board the train. GSR’s will need to be present with a WEX sign to gather passengers 

and escort them to the assigned WEX car. GSR’s will then give the voucher to the WEX supervisor 

with the total number of FIT guests going on the car. There will be no assigned seating, WEX crew 

will be responsible for seating the guests once they board.  

 

Airport GSR Duties Anchorage 

1. Checking in guests who are flying into Anchorage. 

2. Having the knowledge of tour patterns to answer guests’ questions. 

3. Helping with the guests’ luggage.  

4. Communicating with transfer drivers.  

 

Greeting and Transferring Guests 

• For guests whose flight information is known, the GSR Lead will direct you to meet them 

at their luggage carousel or at the bottom of the escalators. Stand out of the way of other 

travelers and hold up your sign. 

• You will have an air-in manifest for the day. If guests do not arrive on their scheduled 

flight, notify the Lead so they can make a note in the iPad. 
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• There will be a binder at the airport with all of the tour patterns listed. Guests will ask you 

many questions regarding their land tour and this will be a good reference to have to answer 

questions. 

• Guests will need to collect their own bags off of the carousel for security purposes, but we 

are there to assist after that.  

• A motorcoach should be staged at the airport prior to the scheduled flight arrival. Their 

transfer coach will be radioed to leave the staging area and pull up to the red horseshoes or 

under the ramp for loading. Guests will be escorted to the coach and their bags will need 

to be loaded.  

• You are most likely the first or last person the guests will see so make sure you leave a 

good impression and smile! 

 

Notes: 

• There should always be someone at the desk while GSR’s are at the airport. This is a central 

staging area and we need to be sure to have someone present at all times.  

• Our land tour guests typically arrive the day before their tour starts. Some guests may arrive 

a day early. In this case, if someone approaches you and you do not have their information, 

say something like “We have been expecting you, let me see when the next shuttle to your 

hotel is leaving.”  Notify your manager if there is not a transfer driver scheduled during 

this time and we will find a way to transfer the guests to their hotel. 

 

Stacking Luggage 

The goal is to get as much luggage on the cart without damaging any pieces and still being able to 

see where you are going. Make sure you stack luggage in a smart manner so the luggage will not 

fall off the cart on the way to the coach. This will not make the guests happy!  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Lost Luggage 

Arriving guests must report any missing luggage to the airlines they traveled on. Be aware of the 

baggage service areas for each airline so we can guide our guests in the right direction. It is the 

airline’s responsibility to get the luggage to the guests. Provide a sympathetic ear, but do not get 
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in the middle of a guest dispute with the airline. If luggage arrives on a later flight, Ops will need 

to be notified about the recovered luggage. Store the luggage behind the desk until someone from 

the Ops office is able to pick it up.  

 

If luggage is not recovered immediately, make sure the airline’s baggage service is given the 

number to the Ops office in case they can help in returning luggage to the guest. It’s important to 

not make promises or take responsibility for the luggage; this is the airline’s responsibility.  

 

Damaged Luggage 

If luggage comes from the airlines damaged, the guest will need to fill out a claim with the airline 

before leaving the airport. It is your responsibility to make sure guests fill out a claim with the 

airline’s baggage service before they are transferred to the hotel. Premier does not take 

responsibility for luggage that has been damaged before the trip begins and while we will do what 

we can to reconcile the problem, we will not reimburse luggage that is damaged in flight.  

 

Anchorage Airport  

Policies and Procedures 

• South Terminal Airlines 

o Air Canada (Seasonal) 

o Alaska 

o American (Seasonal) 

o Condor (Seasonal) 

o Delta  

o Frontier (Seasonal) 

o Grant 

o Icelandair 

o Jet Blue (Seasonal) 

o Pen Air 

o Ravn 

o Sun Country (Seasonal) 

o United 

o US Airways 

o Virgin America (Seasonal) 

 

• North Terminal Airlines 

o Condor (Seasonal) 

o Icelandair 

o Japan Airlines 

o Korean Airlines 

o North American 

o Omni Air 

o Pen Air 

o World Airways 

o Yakutia Airlines (Seasonal) 

 

South Terminal Passenger Loading/Motorcoach Staging 

• A & B Concourses  

There are 3 spaces available underneath the ramp on the baggage claim level marked “tour 

bus loading”. If the guests arrive via American, US Airways, United, Delta, Frontier, Jet 

Blue, or Sun Country they will most likely meet their motorcoach at this location.  

• C Concourse 

The pick-up location for the C concourse will be referred to as “the horseshoes”. All C 

Concourse passenger coaches must be inspected at the guard shack at the loading dock and 

all drivers must remain with their vehicle after pulling up to one of the horseshoes. All of 

the guests arriving via Alaska Airlines will meet their coaches at the horseshoes. Drivers 

will radio when they cross the railroad tracks to give GSR’s a heads up that they are almost 

at the airport.  
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• Baggage Claim 

Guests flying on Alaska Airlines and American Airlines will be at baggage claims 1,2, or 

3. Guests arriving on Delta, Sun Country, Jet Blue, Frontier, United, and US Airways will 

be at baggage claims 4, and 5.  

South Terminal Passenger/Luggage Unloading 

All passengers unloading at the South Terminal shall be on the upper (departure) level. Coaches 

are limited to no more than three unloading at any time. This includes any other company’s 

coaches. Maximum unloading time for coaches on the upper ramp is 15 minutes.  

 

North Terminal Passenger Loading 

Passenger loading will be accomplished in the motorcoach loading area at the north end of the 

North Terminal. Please use these spaces for “Active Loading Only”. The motorcoach is not 

allowed to be staged in this area until the first guests come out from customs. Only upon greeting 

the first guests are you allowed to call the vehicle up. 

 

North Terminal Passenger Unloading 

Passenger unloading will occur at the same spots mentioned above. Please use these spaces for 

“Active Loading Only”.  

 

Notes: 

1.) All bags need to be guarded by Premier Alaska Tours Employees. 

2.) No vehicles will be left unattended at the airport. 

3.) Bag placement shall only be in the designated areas and may not interfere with emergency 

access. 

4.) Luggage should be stacked on carts so the GSR can still see ahead of them. 

5.) Two people should handle one luggage cart for steering purposes. 

6.) Luggage carts should only be used for our guests. 

7.) Luggage carts should be stored away from guests and out of the way. 

8.) Full time employees will have a badge and will most likely be able to park at employee 

parking. Part time employees will be able to catch a ride to and from the office on one of 

the airport shuttles. 

9.) Access to the freight loading dock requires at least one badged employee to open the door 

and remain with the non-badged employees who are loading luggage trucks.  

 

Airport GSR Duties Fairbanks 

• Checking in guests who are arriving in Fairbanks 

• Having  knowledge of tour patterns to answer questions. 

• Helping with luggage.  

• Communicating with transfer drivers.  

• Departures 
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Greeting and Transferring Guests 

• For guests whose flight information is known, the GSR Lead will direct you to meet them 

at the bottom of the escalators. Stand out of the way of other travelers and hold up the 

appropriate sign for the group expected. 

• You will have an air-in manifest for the day. If guests do not arrive on their scheduled 

flight, notify the Lead so they can make a note in the iPad. 

• Mark guest names off the printed manifest, after the guests are on their way to the hotel 

be sure to update the shared manifest on the airport tablet. 

• There will be a binder at the airport with all of the tour patterns listed. Guests will ask you 

many questions regarding their land tour and this will be a good reference to have to answer 

questions. 

• Guests will need to collect their own bags off of the carousel for security purposes, but we 

are there to assist after that.  

• A motorcoach should be staged at the airport prior to the scheduled flight arrival. Guests 

will be escorted to the coach and their bags will need to be loaded.  

• The coach may be away from the airport dropping off arrivals when the next group is ready 

for transfer, radio the driver and inform them. Let the guests know an accurate estimate for 

the coach’s return to the airport. 

• You are most likely the first or last person the guests will see so make sure you leave a 

good impression and smile! 

 

Notes: 

• There should always be someone at the desk while GSR’s are at the airport. This is a central 

staging area and we need to be sure to have someone present at all times.  

• Our land tour guests typically arrive the day before their tour starts. Some guests may arrive 

a day early (two days before their tour). In this case, if someone approaches you, check the 

next day’s manifest. If you do not have their information, say something like “We have 

been expecting you, let me see when the next shuttle to your hotel is leaving.”  Notify your 

manager if there is not a transfer driver scheduled during this time and we will find a way 

to transfer the guests to their hotel. 

 

Baggage Claim 

 Carousels #1 and #2 are on the main floor of the airport, directly in front of the GSR desk 

that are used by the larger airlines. The third baggage claim is a Regional Baggage Claim. Located 

on the east end of the airport near the exit used by smaller flights (such as Raven) 

 

Stacking Luggage 

The goal is to get as much luggage on the cart without damaging any pieces and still being able to 

see where you are going. Make sure you stack luggage in a smart manner so the luggage will not 

fall off the cart on the way to the coach. This will not make the guests happy!  
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Lost Luggage 

Arriving guests must report any missing luggage to the airlines they traveled on. Be aware of the 

baggage service areas for each airline so we can guide our guests in the right direction. It is the 

airline’s responsibility to get the luggage to the guests. Provide a sympathetic ear, but do not get 

in the middle of a guest dispute with the airline. Please make note of the lost bag in the Airport 

GSR binder, and update the information by the end of the shift. If luggage arrives on a later flight, 

the MOD will need to be notified about the recovered luggage. Store the luggage behind the desk 

until someone from the Ops office is able to pick it up.  

 

If luggage is not recovered immediately, make sure the airline’s baggage service is given the 

number to the Ops office in case they can help in returning luggage to the guest. It’s important to 

not make promises or take responsibility for the luggage; this is the airline’s responsibility.  

 

Damaged Luggage 

If luggage comes from the airlines damaged, the guest will need to fill out a claim with the airline 

before leaving the airport. It is your responsibility to make sure guests fill out a claim with the 

airline’s baggage service before they are transferred to the hotel. Premier does not take 

responsibility for luggage that has been damaged before the trip begins and while we will do what 

we can to reconcile the problem, we will not reimburse luggage that is damaged in flight.  

 

Fairbanks Airport 

   Alaska Airlines  Everts Air  

Era Aviation  40-Mile Air 

Delta Airlines  Frontier  

United Airlines  Condor 

Raven Air   Warbelows Air Ventures 

      American Airlines  

 

Passenger Loading/Motorcoach staging 

Motorcoaches in Fairbanks are staged for arrivals in the Airport Bus Plaza, on the west side of the 

airport. If there are too many vehicles in the plaza or there is too much time between pickups, the 
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coach will stage on Dale road or at a close location. Please radio the driver when the flight lands 

so they can be staged at the plaza on time for passengers. Upon arriving at the airport the driver 

should come into the building to check in with the GSR’s and assist with guests or luggage.  

 

Departures 

Before coaches arrive at the airport for departures, the driver will announce on the radio, “Takonta 

passing Pikes Landing headed to the airport for departures.” Please listen to the radio, let the driver 

know you heard them, and send a GRS down to the Passenger Drop-Off area of the Airport 

concourse to meet the coach. Greet the guests upon arrival and assist unloading the luggage. Make 

sure all luggage has been claimed! There cannot be luggage left unattended. Stay with guests while 

they are getting their boarding passes and preparing to go through security. Help as needed for 

their final steps of their trip. Remember, you are the last face of the company seeing them off, be 

happy and helpful. 

 

Notes: 

1. All bags need to be guarded by Premier Alaska Tours Employees. 

2. No vehicles will be left unattended at the airport. 

3. Bag placement shall only be in the designated areas and may not interfere with emergency 

access. 

4. Luggage should be stacked on carts so the GSR can still see ahead of them. 

5. Two people should handle one luggage cart for steering purposes. 

6. Luggage carts should only be used for our guests. 

7. Luggage carts should be stored away from guests and out of the way. 

8. Every shift begins and ends at the office. Employees will be able to catch a ride to and from 

the office on one of the airport shuttles or a sprinter. 

 

Ship Day Anchorage Airport Operations 

 

Guests going TO the ship 

Guests arriving at the airport on Friday will fall into one of three categories:  

1.) Guests who have pre-purchased a transfer to Seward. 

2.) Guests who have made their own arrangements to Seward.  

3.) Guests who have not made any transfer arrangements to Seward and will need to 

purchase a train or motorcoach ride upon their arrival. 

 

Guests coming FROM the ship 

Cruise-Only guests (post-cruise) via Train or Motorcoach 

These guests will arrive at the Airport by train around 11:30AM.  The guests’ luggage will be 

brought up from Seward by luggage truck. Luggage Handlers will place luggage in the Tour Bag 

Staging Room. 

1. GSR’s will direct guests from the Airport Depot or door 4 (motorcoach) to the Tour Bag 

Storage Room to claim their luggage.  Guests are required to pick up their bags immediately 

after departing the train.   
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2. GSRs and/or LHs will keep an eye on these bags until they have been claimed.  

 

Wheelchair Use at the Airport  

Alaska Railroad will provide a few wheelchairs for the use of getting guests from their arrival 

mode of transportation, either the motorcoach or the train, to their appropriate airline, or to a seat 

in the airport terminal.  Once there, GSRs must inform guests that we are unable to provide further 

wheelchair services because there is a company at the airport that has been contracted and has 

exclusive wheelchair service rights.  To use this service, guests must request a wheelchair from 

the airline that he or she is flying on.  GSRs must get the name of the guest and the flight they are 

on in order to request a wheelchair. The airline in turn will make all the necessary arrangements 

for further wheelchair use.   

 

You are not responsible for pushing guests all around the airport.  

 

Seward GSR Duties 

GSR’s working at the cruise ship terminal in Seward must always bring their driver’s license, 

military ID, passport or some form of legal photo identification to the terminal in case they are 

requested to work out on the pier or onboard the ship assisting with taking photos for Sea Pass 

cards.  GSR’s may be asked to assist with the following duties: 

1.) Check in guests at cruise terminal using computers provided by the ships.  This will include 

verifying guest identity, making certain they have the proper documents to board the ship, 

taking credit card information and completing health questionnaires.  This requires direct 

contact with guests and GSR must be professional and act appropriately at all times.  

Occasionally guests do not have the required documents for boarding the ship; the GSR 

should immediately contact the Pier Supervisor or Pier Coordinators for assistance.  Guests 

may also answer YES to one of the questions on the health questionnaire; the GSR must 

escort these guests to the Pier Coordinators for further assistance. 

2.) Assist in setting up and taking down cruise terminal props 

3.) Assist on board the ship with taking photos for Sea Pass cards 

4.) Answer guest questions and provide directional information in the terminal.  Directing 

guests to the correct check-in line or security line, provide information on local shuttle 

service to downtown Seward and information on activities/sightseeing/restaurants etc. in 

Seward. 

5.) Key runners assist the GSR’s who are completing the computer check-in by locating and 

bringing the Sea Pass cards to the check-in GSR.  The key runners must verify that they 

have the correct keys for the guest. 

6.) Provide directional assistance on the Pier.  Directing guests to the correct gangway and 

keeping them away from Secured areas on the Pier.  GSR’s working on the Pier must 

comply with all security regulations while on the Pier. 

Notes: 

• GSR’s working at the Seward Terminal are NOT allowed to assist guests with 

luggage. 
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Disembarkation 

Pier GSR Duties 

1.) Greet guests as they debark from the cruise ship and direct the guest either to the terminal 

for independent guests or to the appropriate motorcoach if the guest has purchased transfers 

or are on a cruise tour. 

2.) Responsible for enforcing safety and security policies on the Pier.  During the debark 

operation there are numerous motorcoaches, luggage trucks and heavy equipment moving 

around the Pier area.  GSR’s are responsible for watching guest and equipment movement 

to ensure the safety of guests and employees. 

3.) One or two GSR’s will be designated to communicate by radio with motorcoach and 

luggage drivers to call them onto the Pier at the appropriate time for loading.  Please keep 

communications to minimum necessary.  Remember there are numerous employees using 

the radios for communication. 

4.) GSR’s will work with the Cruise Tour Director to direct guest to the correct motorcoach to 

begin their cruise tour.  GSR’s will have manifests for each tour. 

5.) GSR’s will be responsible for counting the number of guests on each airport or hospitality 

center transfer motorcoach and providing that number to their supervisor on the dock. 

 

Terminal GSR Duties 

1. For guests on the Cruise Train, the GSR will verify the guest name with the manifest for 

the Cruise Train.  If guest name is not on manifest, GSR will verify that the guest has a 

transfer voucher.  GSR must add the guest name to the manifest once transfer voucher is 

confirmed.  GSR will then direct the guest to the ARRC staff to obtain their boarding pass 

for the train.  GSR will communicate to the Pier Supervisor any guest that has not checked 

in for the train by 6:45 AM so the ship can be contacted to locate guest. 

2. Once Cruise train has departed, GSR’s will assist guests in the terminal to locate their 

luggage.  Luggage is laid down by the longshoremen according to debark #’s.  If guest 

cannot find their luggage have them fill out a Personal Property report form.  Make certain 

to note on the form the guest cell phone or contact number while in Alaska and their 

destination for the next 2-3 days.  This information is critical, it enables us to get the lost 

luggage back to the guest in a timely manner. 

3. Responsible for enforcing and maintaining safety policies in the terminal.  While the 

longshoremen are unloading the trolleys guests CAN NOT be in the luggage lay down area 

where longshoremen are working.   

4. Answer guest questions regarding independent transfers, shuttle service to Seward, taxis, 

rental car agency etc. 

5. Frequently guests are confused regarding the transfers they have booked to Anchorage.  

GSR will work with guest to determine if they have booked a transfer through 

RCL/Premier or if they have booked an independent transfer.  GSR will direct guest to 

appropriate location. 

6. Occasionally guests that were supposed to board a Motorcoach out on the Pier will go to 

the terminal by mistake.  In this case GSR must notify Pier Supervisor so that we can get 

the guest on the correct Motorcoach. 
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7. If Guests notify GSR that they have left items on board the ship that need to be retrieved, 

GSR will notify Pier Supervisor. 

 

Luggage Coordinator 

1. The Luggage Coordinator works closely with ship staff, longshoremen and Pier Supervisor 

to maintain a smooth flow during the debarkation process. 

2. Luggage Coordinator will notify Pier Supervisor of any potential issues with luggage 

stowage onboard the ship or any issues which might affect the unloading of luggage from 

the ship. 

3. Luggage coordinator will communicate with the Pier Supervisor and the Pier Lead GSR to 

coordinate the orderly disembarkation of guests. 

 

 

Embarkation 

Pier Coordinator (PC) Duties 

1. Pier Coordinators are responsible for collecting data and information to complete the end 

of day reports for the embarkation process 

2. Pier Coordinators contact the ship medical staff when a guest has a positive response on a 

health questionnaire.  The PC will contact the Pier Supervisor if the guest is denied 

boarding.  PC will make notes in AS 400 as needed. 

3. Pier Coordinators maintain a spreadsheet recording the number of guests embarked at 30 

minute intervals. 

4. Pier Coordinators are responsible for collecting any balance due from guests and give an 

accounting of money collected to the Ship Pursor at the end of the day 

5. Pier coordinators maintain a Medical Log spreadsheet for any guests with a positive answer 

on the health questionnaire.  This report provides guest name, name of guests traveling 

with, whether the guests sailed and by whom the guest was seen. 

6. Pier Coordinators work with check-in agents to make new Sea Pass cards as needed 

7. Pier Coordinators work with check-in agents to provide assistance with Canadian Visa 

requirements 

8. As needed PC’s will act as check-in GSR to expedite the check-in process 

9. At the end of the day, the Pier Coordinators will balance with ship staff the number of 

guests embarked. 

 

Check-in GSR Duties 

1. Greet guests as they approach the podiums with a warm Welcome to Seward and the 

appropriate ship.  Remember guests may have had a long day of travel to reach Seward and 

may be tired and fatigued. It is our responsibility and goal to make the embarkation process 

as pleasant and efficient as possible.  For many guests this is the vacation of a life time.   

2. Obtain documents from guests to complete the embarkation process.  These are the Set Sail 

or Express Pass, appropriate Identification documents (normally passport), and credit card. 

3.  Have guest complete health questionnaire and verify answers on questionnaire.  If guest 

answers either question with a “Yes” escort guest to Pier Coordinators for further 
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assistance.  Communicate with guest why you are taking them to PC – and introduce them 

to the PC-  do NOT just send guest down to the PC line-walk down with them and “hand 

them off” to the PC  

4. Verify that the guest has the required identification documents to board the ship.  For some 

international guests this will include verifying the Canadian Visa.  The ship staff will 

provide a list of countries that require the Visa.   

5. Process the credit card provided for on board charges.  If guests wish to split the charges 

to separate credit cards- process accordingly.  Remember the guest must provide a valid 

credit card not a gift card or pre-set limit debit card.  If guests want to use a credit card 

other than the one used to book the cruise, remember to complete appropriate paperwork. 

6. Obtain and provide the guest with the Sea Pass cards.  Verify the names on the Sea Pass 

cards match the guests you are checking in.  Also verify that any minors in the group have 

the correct minor cards.  Provide the guest with the Sea Pass cards, and direct them to the 

security line to board the ship. 

7. Thank the guests for sailing on (name of ship) and Welcome them on board- remember 

many of these guests have never sailed before and we want the embarkation process to be 

the start of a memorable vacation for them.  It must be a positive experience for them 

8.  If guests do not have the correct identification or documents to board the ship (expired 

passport, no passport, no Visa if required, etc) notify the Pier Supervisor immediately or if 

you have any questions as to whether the document is correct. 

9. Occasionally guests leave their passports in their checked luggage.  Guests cannot board 

the ship without the passport.  If this happens fill out the luggage retrieval form and notify 

the Pier Supervisor. 

 

Terminal Directional Staff 

1. Directional staff will greet guests, answer questions and direct guests as needed in the 

terminal.  If a guest is having difficulty walking, ask them if they would like wheelchair 

assistance.  The ship has staff and wheelchairs available in the terminal for assistance. 

2. The “snake line” staff will greet the guest as they approach the check-in area.  They will 

review the guest Set Sail or Express pass to determine if the guest is a “Priority” Guest and 

will direct them to the appropriate check-in line.  This is very important.  Priority guests 

need to feel they were given appropriate recognition and “priority” treatment during the 

embarkation process. 

3. Security line staff will verify that guests have their Sea Pass cards and Identification 

available for the security guard.  If guests have not received their Sea Pass card yet, direct 

them to the check in line. 

 

Sea Pass Staff 

1. Sea Pass staff work on board the ship, taking guest photos for their Sea pass cards.  Staff 

must make certain photos meet ship standards.  Remember these photos are for security 

purposes- make certain the photo is clear and that the guest can be identified using the 

photo. 
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2. Staff working on the ship, must be escorted to and from the ship by someone with a TWIC 

card and must abide by all security rules and regulations. 

 

Key Runners 

1. Key runners work with the check-in agents to expedite the check-in process.  

2. Key runners will be assigned 8-9 check-in agents to work with.  The key runner must watch 

the check-in agent, determine the state room for the guest checking in, go to the table where 

Sea Pass cards are stored and obtain the correct Sea Pass cards and return them to the check 

in agent.   

 

Pier GSR 

1. Monitor flow of guests on the dock.  Make certain all safety and security procedures are 

followed.  During the embarkation process, luggage trucks and heavy equipment is moving 

around on the Pier.   

2. For many guests this is their first visit to Alaska and they want pictures of the scenery 

around Seward, the GSR is responsible for ensuring that the guest does not go into secure 

areas while trying to get those photos. 

Notes: 

• GSR’s working at the Seward Terminal are NOT allowed to assist guests with 

luggage. 

• All GSR’s working at the Seward Terminal need to bring a valid photo 

identification with them for security purposes. 

• GSR’s working on the Pier or on board the ship will be required to be aware of and 

abide by all Security regulations  

•  All staff working in Seward are responsible for safety and security of employees 

and guests- if you notice anything that you are concerned about bring it to the Pier 

Supervisors attention immediately 

• GSR’s coming down from Anchorage may be assigned to any of the embarkation 

duties except Pier Coordinator 

• We do not have any luggage storage at the Seward Terminal.  Debarking guests 

need to take luggage with them.  There is storage at the Alaska Railroad Train 

Depot, Major Marine tours and Kenai Fjords Tours. 

• If we are notified that the ship is in a heightened OPP level (cases of norovirus on 

board) all staff will be responsible for frequently wiping their work area down with 

disinfectant and other procedures as instructed. 

• All staff are responsible to assist with set up and tear down of the terminal podiums 

and stanchions. 

• Staff will not use cell phones for personal reasons while in areas where guests may 

be.  Staff may use cell phones in the break area during their breaks. 

• Check-in staff may sit on stools however DO NOT put your feet up on the podiums 

while sitting.  You must present a professional appearance at all times. 

*****Additional and detailed training will be provided during training sessions. 
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CruiseTour Manifests 

 

Daily Ops Sheet 

The Daily Ops Sheets are sent to the Lead’s tablets and are one of the most important and most 

useful documents that are provided to you on ship days. The Ops Sheet is a summary of all of the 

activities happening in Anchorage on that given day from flight arrivals and departures to staff 

repositioning and driver duties.  

 

 

 

 

 

 

 

 

Motorcoach # Driver Stage Time Pickup Time Duty Notes / Departure Time

6:45 AM

Kimball Lamb/Jeffrey 6:30 AM 7:00 AM SHIP TO AIRPORT 7:10 AM

Raven LeFlore/James 6:30 AM 7:00 AM SHIP TO AIRPORT 7:50 AM

Lingcod Spinelli/Christine 8:45 AM 9:30 AM SHIP TO TOURING TO AIRPORT PRIVATE TRANSFER

Deception Mueller/Kris 9:30 AM 9:45 AM SHIP TO EGAN CENTER

Ptarmigan Stevens/David 9:30 AM 9:45 AM SHIP TO EGAN CENTER

HAP 7203L Justin 10:30 AM 10:45 AM EGAN CENTER TO CRUISE TRAIN AIRPORT TRAIN DEPOT

Alpenglow Ames/Debora 10:50 AM 11:00 AM COASTAL CLASSIC TO SHIP SEWARD

Spurr Lauth/Hillary 10:50 AM 11:00 AM COASTAL CLASSIC TO SHIP SEWARD

Willow Harris/Beth 10:50 AM 11:00 AM COASTAL CLASSIC TO SHIP SEWARD

HAP 7213 Corey 10:40 AM 11:00 AM MARRIOTT TO CRUISE TRAIN AIRPORT TRAIN DEPOT

HAP 7187 Jim 10:50 AM 11:15 AM HILTON TO CRUISE TRAIN AIRPORT TRAIN DEPOT

HAP 8845 Steve 11:10 AM 11:30 AM MARRIOTT TO CRUISE TRAIN AIRPORT TRAIN DEPOT

Kimball Lamb/Jeffrey 10:45 AM 11:00 AM HILTON (18) TO AIRPORT TO SHIP

HAP 7203L Justin 11:00 AM 11:30 AM CRUISE TRAIN TO EGAN CENTER/ HILTON

HAP 7178 Mallory 11:00 AM 11:30 AM CRUISE TRAIN TO EGAN CENTER

HAP 8846 Leandra 11:30 AM 11:45 AM EGAN CENTER TO CRUISE TRAIN AIRPORT TRAIN DEPOT

Raven LeFlore/James 11:45 AM 12:00 PM EGAN CENTER TO MARRIOTT TO SHIP

12:50 PM

Deception Hedges/Jayson 1:45 PM 2:00 PM AIRPORT TO SHIP 2:00 PM

Hayes Sarvela/Bill 2:45 PM 3:00 PM AIRPORT TO SHIP 3:10 PM

Ptarmigan Coatney/Byron 2:45 PM 3:00 PM EGAN CENTER TO AIRPORT SHUTTLE 3PM - 10PM HOURLY SHUTTLES

Watana Cleveland/John 5:30 PM 6:00 PM SEWARD TO ANCHORAGE AIRPORT PARK CONNECTION SHORE EX

Eagle Ayin/Jason 5:30 PM 6:00 PM SEWARD TO ANCHORAGE AIRPORT PARK CONNECTION SHORE EX

Luggage Truck Driver Dock Time Departure Time

Flattop Hughes/Travis 5:00 AM 6:10 AM

Whiteout Tofau/Kap 5:00 AM 6:10 AM

Sunburst Alailefaleula/Luamauga 5:30 AM 6:40 AM

Wolverine Lehrer/Joseph 6:00 AM 7:50 AM

Thor Ah-Ching/Filipo 6:30 AM 8:20 AM

Luggage

Motorcoach

CRUISE TRAIN

CRUISE TRAIN

37 - AIRPORT & 50, 55, 56, 57 YARD (TALKEETNA)

34, 39 - EGAN CENTER & 30, 38 - HILTON & 47 - MARRIOTT

82, 85, 86, 87, 88 - YARD (DENALI)

70, 71 SEWARD WINDSONG & 63, 65 ALYESKA

Duty

FROM  SEWARD

31, 32, 33 - AIRPORT
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Air-In Manifest 

 

There will be a binder at the airport with updated daily manifests.  It is important that you utilize 

this manifest to check-off all arriving guests. Check off guests by highlighting each guest’s name 

as they arrive. For guests whose flight information we didn’t have, enter their flight number in the 

“Remark” column. Give these updates to the lead so that he/she can add them to Google Sheets. 

The live sheet will highlight all guests who arrived and note any situations that may have arisen 

during the day, particularly any incident that may affect a guest’s perception of their tour/transfer. 

Also include any information on guests who were delayed or did not show up. If you were able to 

collect information from the airline as to why a guest didn’t show up, note this on the manifest as 

well. 

 

If a guest does not show up on their scheduled flight, try to get some information from the airlines 

about a possible deviation in their air itinerary. Airline representatives are not obligated to provide 

you with the information regarding guests. However, sometimes they will tell you if a guest did or 

did not check in for a certain flight and if they did not check in, they can tell you what flight the 

guest will then arrive on.  Again, do not expect them to provide this information for you. Show 

your appreciation if they do give you the information you are requesting. 
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Air Out Manifest 

 

If a guest wishes to take a transfer other than the one for which they are scheduled, notify the MOD 

and make sure it can be done. Guests can only change their transfer time to another time for which 

a driver is scheduled. Be sure to relay any changes to the evening staff. If a guest has not shown 

up for a scheduled transfer, radio or call the Ops Office. 

 

Verify that all luggage loaded onto the coach belongs to the individuals boarding the coach.  When 

the bags arrive, have the guests verbally confirm with you that they have seen all of their bags on 

the luggage carts.  This will ensure that the correct luggage is on the coach, and will give guests 

an opportunity to identify if there are any missing pieces of luggage.   

 

 


