JOB DESCRIPTION

Position:



General Manager

Job Holder Name:


Tony Wilson
Responsible To:


Group Manager and Company Directors
Responsible For:


(Best Western) The Royal Chase Hotel





Shaftesbury, Dorset 
Person Specification:

Excellent customer service skills at management level

Excellent attention to detail

Excellent man management skills

Good at organization and planning

Ability to communicate at all levels

Good financial awareness

Recruitment and interviewing skills

Team player

Ability to perform under pressure

Flexible

Primary Purpose of Job:

To be fully responsible for the smooth and efficient running of the hotel, the provision of outstanding guest services, supporting, encouraging, training and motivating all staff to enable them to perform their primary functions.To implement sales and marketing strategies to drive the business forward and improve departmental structures. To provide and complete all administration tasks. To act as Duty Manager as and when required.

Duties and Responsibilities:

Customer Service

To ensure that every guest need is met and exceeded wherever possible

Create and maintain a personal rapport with guests

To seek feedback from guests and ensure it is inputted into client records and actioned on their next visit

To fully utilize guest history in order to develop individual guest service experiences

To ensure that guest complaints are handled according to company (and Best Western) standards and they are followed through and reported to the Directors

To write correspondence on behalf of the hotel to a consistent standard

To act as a role model, particularly with regard to guest contact skills and personal presentation

To ensure that all team members are aware of visiting VIPs and their requirements

To ensure the hotels conferences and functions are delivered to the highest standard 

To maintain a good working atmosphere at all times

To assist any hotel department during exceptionally busy periods or staff shortages
Ensure implementation of all Customer Service Standards as per Best Western standards
Personnel Training

To recruit and retain high caliber and well performing employees
To create, maintain and manage a support network for all departments
To provide a central communication point between the Hotel departments

To attend all the directors meeting held at the Lord Haldon Hotel and at other locations as requested
To actively promote teamwork at all opportunities

Monitor, identify and organize training solutions for all staff including departmental managers

To ensure all of the company’s policies and procedures are followed up and maintained
To maintain high standards of discipline for the hotel

To ensure uniforms and name badges are worn at all times

Product Development

To continually seek and identify opportunities to increase revenue throughout the hotel
To promote the conference and meeting facilities of the hotel to local business
T promote the banqueting facilities to the local area
To liaise with the Head Chef with menu design and food provision 
To liaise with the Head Chef to ensure gross profit is maximized

To maximize beverage revenue 
To identify and supervise all maintenance tasks
Sales and Marketing

To liaise with the Marketing Director regarding all advertising

To further develop and maintain on-line booking facilities (Rooms Yield Management, Best Western and all on-line agencies) 
To improve the % rating of the hotel with the AA and Best Western
To monitor the local hotels in order to achieve a competitive advantage

To identify and suggest promotional activities for the Hotel

To ensure the website is kept up to date

Finance and Administration

To improve occupancy levels within the hotel

To increase RevPAR for the hotel

To ensure all room reservations confirmed 7 days before commencement

To prepare annual revenue forecasts

To prepare and maintain budgeted departmental targets and control costs

To prepare a monthly report on each department to present to the Directors

To discuss with Directors the monthly accounts for all departments

To monitor stock takes and investigate discrepancies

To ensure that cash/cheques are handled according to company policies 

To ensure that all monies are banked forthwith

To organize refurbishment projects which have been approved by the Directors
To oversee purchasing of equipment and goods for the hotel at best available prices and as agreed with the Directors
To ensure the hotel conforms to all legislative requirements for food, licensing, fire, employment, health and safety etc

To prepare contingency plans for all departments in the event of identifiable risks such as failure of telephone system, heating boiler breakdown, power cut, false fire alarm etc

To implement job descriptions for all staff

To ensure risk assessments for health and safety are carried out regularly

To produce and/or supervise all departments rotas including duty managers

To authorize all overhead invoices
To ensure all holidays entitlements for all staff and managers are taken by the end of the holiday year

To monitor and control petty cash expenditure
Authority:

To recommend and/or implement dismissal/replacements of staff
To authorize and manage holidays for all staff and managers
To authorize employment of staff as agreed with the Directors
To recommend wage rates for staff for approval by the Directors

To authorize all overhead invoices with a value of up to £2,500
To occasionally replace items with a value up to £500

To occasionally purchase new items with a value up to £500

To authorize room repairs up to the value of £250 when required

To agree rates for rooms and functions within hotel and Best Western guidelines

To authorize advertising for staff recruitment
Long term supply contracts must be authorized by a Director first
Please note that this job description is not an exhaustive list of tasks and duties, but serves only as a guideline for daily duties, which may change from time to time.

General Manager’s Signature_____________________________________

Date     _____________________________________
