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General Manager


Job Description

Position:	General Manager
Department:	Admin 
[bookmark: _GoBack]Reports to:	LHMUK Operations Director


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 RESPONSiBILITIES

Ensures the highest level of guest satisfaction by ensuring focused delivery of minimum brand standards, as well as achieving minimum standards on Guest Satisfaction through Heartbeat, with performance improvement if hotel is below standard.
Develops, implements and directs the organisation structure within the hotel in line with the annual operating budget and within LMHUK and IHG policies and procedures to achieve results.  
Develops, reviews and monitors annual activity plan, proactively manages communication and performance reviews to a high standard.  
Proactively develops a pipeline of talent through succession planning, supporting area training and development programmes, and actively developing and coaching key individuals within the hotel.  Actively participates in the recruitment and appointment of key individuals within the hotel.
Establishes and maintains open communication between employees and management, provides competitive salary packages liaising with the Company Human Resources team. Administers the company’s policies in an equitable manner.  
Actively targets, monitors and actions feedback from the Employee Satisfaction Surveys. Monitors labour turnover to promote optimum levels in departments.  
Supports as appropriate the European Forum and internal Employee Committees.  Works within company diversity guidelines & equal opportunities.
Works closely with LHMUK Operations Directorr / RVPO, Finance, Development and Asset management to ensure the annual and individual sign off of capital expenditure (capex) and development plans.  Participate in the evaluation of development projects including annual capex plans, taking personal involvement in major refurbishments ensuring delivery in line with financial targets.  
Ensures assets are maintained to required physical and legal standards (i.e. Health & safety).  Ensures hotel is compliant to the required Health & Safety standards at all times
Where appropriate, pro – actively manages and communicates to owners the company’s plans and initiatives to maximise participation, the extension of contracts and where appropriate work with the RVPO to assist with the re – negotiation and the collection of outstanding fees. 
To contribute to the Company’s Operations and Virtual team via pro-active input into discussion, initiatives and the spreading of best practice with particular emphasis on being a “Team Player” with ownership and passion for their own area of responsibility.

FINANCIAL RETURNS
Develops and implements the annual hotel operating budget in line with the LHMUK plan; monitors and actions performance improvement to ensure optimum financial results.  
Responsible for annual operating budget, annual cost centre Budget, accurate forecasting, cost control/conversion; hotel receivables and any outstanding Management Contract fees.
Maximises total revenue performance versus the annual operating budget ensuring co-ordination across all management, sales and marketing activity to improve Revenue Generation Index (RGI).  
Maximise the benefits of brand initiatives, tactical sales & marketing programmes, revenue managements and leveraging IT systems.
 Drives revenue focus through rooms’ revenue.

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.
Have the 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 manager on duty.


Key Requirements

(1) Degree or equivalent in hotel/hospitality management
(2) Registered Licensee or equivalent
(3) Highly competent and confident Hotel Manager
(4) Excellent level of numeracy and literacy skills
(5) Excellent oral and written Communication skills
(6) Ability to produce and analyse reports to drive the performance of the hotel.
(7) Ability to pay attention to detail
(8) Ability to work under pressure
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