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	Job Title:
	Assistant Operations Manager	

	Grade:
	

	Location:
	Cheddar 

	Department:
	Cheddar Operations  

	Reports to:
	Operations Manager


Job Summary
Background
Longleat is an innovative and pioneering organisation with a distinctive heritage. Our guests receive a unique, immersive, and authentic experience when they visit whist, we strive to protect and preserve our natural and built heritage.

We rely on talented people who are able to demonstrate exceptional technical skills and have personal characteristics to live up to the high standards of the brand.

Cheddar gorge is a world-famous site is an area of outstanding natural beauty and is an international center for caving and rock climbing. As one of the uk’s most spectacular natural locations, it has seven separate attractions where visitors can step 500-million years back in time - as well as deep underground.
Key Responsibilities
Overall, purpose of the role

A hands-on role to ensure the smooth daily operation of Guest Services, Attractions, Food & Beverage, Corporate & Retail areas at Cheddar Gorge & Caves.
Ensuring the operations team provides exceptional customer service at every touch point, ensuring thorough health & safety procedures are followed, and staff are trained to required standards.  

Key duties and responsibilities

Service and standards
1. Ensure the smooth daily operation across Guest Services, Attractions, Food & Beverage, Corporate & Retail areas at Cheddar Gorge & Caves.
1. Ensure the effective and safe day to day operation of the caves, attractions, and equipment proactively to the required Company and legal standards.
1. To support with responses to guest enquiries or complaints received across social media platforms.
1. Support with the implementation of our Guest Service training program to enhance the guest experience and ensure excellent guest satisfaction scores. 
1. Regular Site Duty Management shifts and Duty Cashier on a Rota basis.
Guest Satisfaction
1. Ensure the smooth delivery of the guest feedback and/or complaints procedures.
1. Actively interact with guests, providing assistance and responding to escalated enquires and complaints.
1. To produce reports in the absence of the Operations Manager based on guest feedback, identifying trends and communicate to management.  
People Management
1. Support the recruitment process for team member level within the operations team. 
1. Line management responsibility for team members, including but not limited to conducting performance reviews, and absence management. 
1. Carrying out recruitment processes for General Assistant team members. 
1. Train and develop team in line with agreed standards and processes to ensure high levels of customer service across all areas of responsibility.
1. Together with the Operations Manager, assess skills and experience of team, identifying and responding to multiskilling opportunities.
Profit
1. Support the Operations Manager with the deployment of staff in line with budget. 
1. Support Up sales and Spend Per Head targets. 
1. To manage school booking and ensure the smooth delivery of our education Packages.
1. To manage corporate booking from Longleat Sales team 
Other responsibilities
1. To always provide a Guest focused service ensuring that all work is completed to the highest standards of the brand.
1. Always represent the Company by being smart in appearance and presentable whilst behaving in an appropriate manner in line with our cultural values.
1. Be accountable for their own development seeking out opportunities to learn new skills to continuously improve.
1. Work in a responsible and safe manner at all times adhering to Health & Safety, safe working practices and Company Policies and Procedures. 
1. Such other reasonable duties as and when required by your Line Manager.
1. 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
	[bookmark: _Hlk120712641]Essential Criteria
	Desirable Criteria

	· GCSE or equivalent, Grade A-C. 
· A-Levels or equivalent / Level 3 Customer Service 
· Minimum 2 years supervisory experience within a fast-paced customer service environment. 
· Strong organisational and decision-making skills
· Exceptional written and oral communication skills;
· Excellent word processing and IT skills, including knowledge of a range of software packages;
· Good organisational and time management skills;
· Excellent interpersonal skills;
· Flexibility and adaptability to juggle a range of different tasks and to work extra hours to meet deadlines.

	· Experience in an attraction environment or customer services function.
· Proven experience in People management and development



	


The Ideal Candidate – Key Competencies
	
	Desirable

	Essential
· Leadership and Team Development
· Customer Focus
· Communication and Influencing Skills
· Problem Solving and Decision Making
· Commercial Awareness
· Planning and Organisational Skills
· Accountability and Ownership
· Resilience and Adaptability
· Health and Safety Awareness
· Conflict Resolution
· Attention to Detail
· Collaboration and Teamwork

	· Change Management
· Project Management
· Stakeholder Management
· Event and Programme Delivery
· Continuous Improvement Mindset



Regular weekend, bank holiday and peak season working is required. 
The post holder will be expected to work across all operational areas of Cheddar Gorge & Caves. 
The role involves working within a busy visitor attraction environment, both indoors and outdoors.  Flexibility will be required to support operational priorities, events and business needs.
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