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	Position Overview

	
The Junior Operations Manager reports directly to the Senior Operations Manager and acts on their behalf in their absence. 
Will supervise for the entire operation of the 2 (or 3) hotels of different brands as if it were an integrated hotel unit including Food and Beverage, Rooms, Guest Experience and Sales and Marketing. 
Together with Senior Operations Manager is to enforce standards and guarantee a consistently high quality guest experience. Coordinates all aspects of the operation to ensure that each outlet functions at an optimal level in key areas including service, revenue generation and cost management. Creates a culture which is service focused, positive and driven to succeed, open to change and creative in approach. 
Carry out Duty Management shifts accordingly DM ROTA and business needs

	

	Main responsibilities

	

	Guest Centric
· Ensures that guest experience is the focus in each operational outlet
· Leads by example in developing high quality relationships with the guests, ensuring that all tasks relating to guest service, comfort or satisfaction are treated with utmost priority.
· Ensures guest satisfaction at all times by ensuring the delivery of high quality personalized and tailor-made services. 
· Motivates the HODs and talents to provide high quality services for guests.
· Analyses feedback and trends in guest satisfaction suggest appropriate action.

Operations
· Guarantees through effective supervision that all services offered are always available, and are carried out with the utmost efficiency.
· Helps to ensures that the team are fully aware of the Operating Standards, Mystery Audit criteria, making sure that spot checks and audits are in place and ensuring targets are met.
· Verifies that on a daily basis all standards and procedures are adhered to.
· Monitors the set up and cleanliness of each outlet accordingly to the standards and/or special requests and issues are rectified. 
· Liaises closely with all Heads of Department with regards to servicing and handling of high profile guests. 
· Effectively handles and resolves any guest problems or complaints and keep Senior Hotel Management informed.
· Monitors rotas to ensure effective coverage of the outlets with payroll in line with budget.
· Establish and maintain good working relationships with key player including other EXCOM and third parties including Accor Hotel Services.
· Helps to ensure the department meets its quantitative and qualitative targets. 

Talent & Culture Responsibilities
· Monitors standards relating to presentation, punctuality and attendance supporting appropriate action when these procedures are not being adhered to. 
· Ensures that all talents are treated fairly and consistently as outlined in their terms and conditions of employment, local legislation and company policies and procedures.
· Monitor the on-boarding of new talents to ensure they are positively welcomed and supported into the team.

General/ Administration
· Be familiar with the hotels employee handbook and have an understanding of and enforce the implementation of the hotels policies and procedures in particular those relating to fire, hygiene, Health and Safety. 
· Ensure that you and all talents have a complete understanding of, and adherence to, the company rules and regulations and in particular the policies and procedures relating to Fire, Hygiene, Health and Safety.
· Respond to any changes in the department as dedicated by the needs of the industry, company or hotel.
· Be flexible and extend job duties to carry out any other duties and responsibilities including redeployment to alternative departments/areas if required.
· Together with Senior Operations Manager and HoD’s, maintains all hotel records and forms required for audit purposes and as prescribed by local management and policies.
· Supervise that all departmental reports and correspondence are completed punctually and accurately.
· Overlook that the guest profiles are maintained and kept up to date at all times respecting Data protection laws.
· Be flexible with your schedule in accordance with the business need.
· Undertakes Duty Management shifts as required, being fully aware of the Duty Manager Job description.

Sales and Marketing
· Monitors the production levels for key accounts to review production against room night target, expand contact base and increase the awareness of the hotel across the accommodation and Meeting and Events sectors
· Stay informed about new business leads and ensures these are followed up by the team
· Ensures we are building relationships with new clients and maintaining quality relationships with existing ones.
· Is aware of all promotional activity during key periods 
· Remain up to date with all ongoing market intelligence detailing competitor activity and rate offerings within all segments
· Identifying all need dates / periods & dates / periods of high occupancy with recommended planned measurable actions

Budgeting and Cost Control
· Together with Senior Operations Manager, ensure that all Accor audit controls are implemented and followed.
· Oversee management results are in line with the hotel's targets.
· Participate in drawing up the department's annual budget in line with hotel strategy.
· Oversees the respect of administration procedures in line with the brand's internal audit guidelines.
· Promotes sales initiatives, plans F&B sales and marketing strategy in order to increase revenue.
· Gain an understanding of weekly financial revenue targets, payroll costs to ensure optimum performance of each outlet.
· Participates in monitoring all costs and suggest measures to control them in accordance with the annual budgets.
· Works with relevant HoD’s to ensure that food and beverage costs comply with requirements defined by the hotel and the brand.
· Have knowledge of the related IT systems relating to purchasing, to be able to use them effectively and in the absence of the cost control team.
· Monitor the standards relating to shift closure to ensure accuracy.
· Shows awareness of stock controls and waste management.
· Ensures that the equipment and cultural assets of the department remain in good condition and working order.

Other
· Champion Planet 21 hotel and related programs in the operation.
· Achieve your quantitative and qualitative objectives


	Special Note

	
During the course of duty you will have access to certain information, which demands the utmost confidentiality. Discretion must be exercised at all times.

Your responsibilities are included but not limited to this job description as this has been drafted as a guide to the purpose and main duties of the role as it currently exists. The hotel relies on the flexibility of its staff to ensure the continuity of the high standards currently being achieved.  It is not intended as a wholly comprehensive or permanent schedule of duties and it does not form part of the contract of employment.  The Company reserves the right to amend this job description from time to time to accommodate the requirements of the business and the evolving nature of the role.

By signing this document, the employee confirms his or her knowledge of the content

Name: 			___________________________________________________________
Signature:		___________________________________________________________
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