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Front Office Manager


Job Description

Position:	Front Office Manager
Department:	Front Office/Nights
Reports to:	Operations Manager


Lapithus Hotels Management UK Limited (LHM) was formed in 2015 to focus on managing the operation of mid and upscale hotels, under global brands, Crowne Plaza and Holiday Inn. Our portfolio of 21 hotels are in excellent locations throughout the UK. Our dedicated team of hospitality professionals have a wealth of experience working with a variety of international hotel brands.
KEY RESPONSBILITIES
To ensure that your team are developed to provide a hospitable service in line with the Standards Training Manual.
To develop your team to anticipate guest needs, act upon and follow up guest requests and deliver a level of service and responsiveness that generates compliments.
To have a full understanding of all systems and programmes e.g. Holidex, Opera, priority club etc.
To display a pro-active and innovative approach to skills development and standards enhancement with your team.
Ensure communication procedures are effective and efficient on a day to day basis, so that service standards are not compromised.
Establish and maintain strict security procedures within your department, reporting any potential risks to the Operations Manager
Actively develop positive and effective communication between the Reception team and the Housekeeping team.
Ensure that you and all team members have a sound knowledge of the local area regarding history, places of interest and special events and where further information can be obtained.
Accurately assess the needs of the business in terms of staffing etc. providing solutions to identified risks in line with trading levels.
To be able to build a consensus and negotiate mutually beneficial solutions to problems.
To ensure each new member of the team receives a departmental induction within their first week and completes their mandatory online training within their first twelve weeks with the company.
To carry out appraisals/job chats as per the company appraisals system.
To be fully conversant with disciplinary procedures and all other relevant human resources practices e.g. sickness/absenteeism.
Ensuring recruitment, training, development and staffing levels are as required, whilst demonstrating a management style that is both ‘hands on’ and strategic.
Continuously analyse actual standards observed against department standards.  Demonstrate a pro-active approach to delivering company and operational standards and actively challenge deviation.
Continuously report pro-actively on risks and opportunities to the Operations Manager so that insight is created for team decision making.
To be able to act with initiative, planning for the future and possible consequences.  Being pro-active in getting things done and exceeding expectations of both guests and colleagues where possible.
To develop interactive customer relations and to be aware of any possible future requirements.  To relay such information and ideas to the Operations Manager for the enhancement of customer expectation.
To attend and contribute to all daily/weekly team meetings.
To build a consensus and negotiate mutually beneficial solutions to problems.
To display and fulfil a ‘Can-Do’ service style

FINANCIAL RETURNS

To ensure that your team are aware of hotel availability and take every opportunity to maximise room sales.
Display a pro-active and consistent approach to stock control, cost control and cash control.
Actively develop your team’s awareness of revenue capture and resolving posting errors and guest queries relating to charges – in order to protect revenues.
Be actively involved in executing revenue strategies and sales initiatives, by being an integral member of the hotel revenue team.
To support with initiative and commitment the overall objectives of the business in terms of both, revenues, costs and team work – whilst developing your personal competency levels.

PEOPLE

· Comply with hotel rules and regulations and provisions contained in the employment handbook.
· Comply with company grooming and uniform standards.
· Comply with timekeeping and attendance policies
· Actively participate in training and development programs and maximise opportunities for self development. 
· Comply with the company corporate code of conduct at all times.
· Familiarise yourself with our core values which link to the desired behaviours that we expect all our employees to display.
· Perform other tasks at the level of the role as directed by your line manager in pursuit of the achievement of business goals.
· Desire and ability to improve your knowledge and abilities through on-going training.
· Ability to work as part of a diverse team with colleagues from different viewpoints, cultures and countries.

GUEST EXPERIENCE

Demonstrate service attributes in accordance with industry expectations and company standards to include:-
Being attentive to guests
Accurately and promptly fulfilling guest requests
Understand and anticipate guest needs
Maintain a high level of knowledge which will enhance the guest experience 
Demonstrate a service attitude that exceeds expectations
Take appropriate action to resolve guest complaints
Appreciate the dynamic nature of the hotel industry and extend these service attributes to all internal customers.
Be able to promote the hotel (and IHG generally) products and services. 
Maintain a high level of product and service knowledge about all IHG hotels in your region.
Ensure known repeat guests, priority members and other VIP’s receive special attention.

RESPONSIBLE BUSINESS

Demonstrate a comprehensive understanding and awareness of all policies and procedures relating to Health, Hygiene and Fire Life Safety.
Familiarise yourself with emergency and evacuation procedures.
Ensure all security incidents, accidents and near misses are always logged in a timely manner and brought to the attention of your line manager

Perform other duties as assigned. May also serve as Duty Manager.
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