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	Job Title:
	Accommodation Supervisor 

	Grade:
	

	Location:
	Longleat 

	Department:
	Accommodation 

	Reports to:
	Head of Operations 


Job Summary
A vital role in our accommodation team at Longleat, ensuring front line delivery of our guest experience is at a premium standard. Responsible for ensuring standards are upheld within our luxury properties and that the Guest Experience is of a premium standard, being positive, informed, safe and memorable. Our Accommodation Supervisor will take responsibility for day-to-day guest liaison and all queries and ensuring the wider business is informed. The role will also include the day-to-day management and supervision of accommodation team which also includes management of any external contractors. 
Key Responsibilities
Operations

· Remaining up to date of the daily park operation, to ensure guests are pro-actively informed before or during their stay. 
· Ensure the safe operation of all accommodation units. Review policies and risk assessments when required whilst making sure all reporting team are trained to support (This task is completed in-line with H&S department and Facilities)
· Control stock rooms to ensure stock levels of inventory are safe, monitored and maintained and that budgets are adhered to.
· Daily organization of diary and rotas to ensure time managed and support scheduled for any days with multiple check ins.
· To manage the process of the Linen operation delivery- preparation and drop off/ pick up at each property
· To support a manage the process for 3rd party cleaning contractors
· Responsible for the food safety and training of team for Accommodation Welcome Hampers.
· To ensure adequate stock levels of fuels, logs and other materials with the support of the facilities team.
· Manage the safe operation of Hot Tubs
· To prepare and complete cleaning schedules, in line with our clean to depart policy.

Team Supervision

· To lead and support the team to deliver a high standard across all areas.
· Line management responsibilities for team members, including recruitment, regular one 2 ones, return to work interviews and supporting performance reviews.
· Monitoring performance of internal and external team to ensure high levels of cleanliness. 
· Managing team time and attendance. 

Guest Satisfaction
· Pre check-in audits for each property to ensure health and safety is upheld at required standard for each property. 
· Pre check-in setup of each property for required comfort arrangements (heating, lighting) and delivery and set up of welcome packages and hampers.
· Monitor and maintain high levels of cleanliness in accommodation, storage areas, linen rooms, and all other working areas.
· Responsible for proactive maintenance checks and managed projects if required via maintenance manager.
· Hosting the accommodation phone during operational hours to ensure all guests receive premium and concierge service. 
· Delivery of weekly and monthly checks for thorough examination of each property both internally and externally. 
· Co-ordinating any problems relating to the properties with the required stakeholders to ensure all issues are responded to in a timely manner, minimizing any disruption to the guests stay and experience at Longleat. 
· Daily check-ups on guests to make sure they are having a good stay and ensure that any problems are identified and able to be solved in advance of their check out. 
· To provide a guest focused service at all times ensuring that all work is completed to the highest standards of the brand.
Other Responsibilities 
· Communicate with other departments to ensure that all stock levels for accommodation inventory, hampers and other items remain at adequate levels and available when required.
· Support Private Guests as required. 
· Responsible for the day to day communication and co-ordination with all external contractors (sometimes via the facilities team)
· Represent the Company at all times by being smart in appearance and presentable whilst behaving in an appropriate manner in line with our cultural values.
· Be accountable for their own development seeking out opportunities to learn new skills to continuously improve.
· Ensure all members of team and external contractors comply with health & safety policies, procedures and regulations and take appropriate and reasonable care for the safety of colleagues and visitors.
· Such other reasonable duties as and when required by your Line Manager.
· The above list of duties is not exclusive or exhaustive and the post holder will be required to undertake such tasks as may reasonably be expected within the scope of the role. 

The Ideal Candidate - Knowledge, Experience and Qualifications
	Essential
	Desirable

	· Minimum of 2 years experience in a guest facing customer service role 
· Experience working within accommodation or the hospitality industry. 
· Demonstratable experience of providing exemplary customer service to a range of customers, adapting approach to bust suit their needs
· Excellent communication skills, with the ability to communicate with people at all levels, peers, managers and members of the public
· IT literate with a high level of word, outlook and excel knowledge
	· Knowledge of health and safety regulations and experience of implementing and monitoring safe work practises. 



The Ideal Candidate – Key Competencies
	Essential
	Desirable

	· Strong communicator 
· Proactive thinker committed to excellence
· Efficient 
· Ability to multi-task and prioritise depending on demand
· Organisational and decision making skills 
· Attention to detail
· Superior interpersonal and presentational skills 
· Ability to keep head up in high pressure environments and respond quickly to any issues 
· Ability to work in a public facing environment, as well as part of a team. 
· Ability to build internal and external relationships.
· Flexible can-do attitude with an approachable and enthusiastic manner.
· Ability to work rotating shifts 
· Ability to use initiative and work independently without direct supervision
· Ensure a smart image and appearance at all times, adhering to the standards of the uniform policy.


	· Ability to lead a team
· Experience in change management
· Understanding and working within departmental budgets  
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