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JOB DESCRIPTION

 
Job Title:			Guest Services and Events Staff 

Hours per week:            	Zero hours per week 
 
Responsible to: 		Whalley Abbey Manager  
 
Key Responsibilities: 	Attend to guests’ and the Abbey needs. Manage online booking and marketing. Work with the whole team, paid and volunteer. Contribute to the maintenance of Whalley Abbey’s culture and ethos by ensuring that guest services are in keeping with our aims and objectives as a center for Christian discipleship and prayer. 


Main Responsibilities
 
Reception:

· Manage Bookings and communications via travel agents.  
· Greet and welcome guests upon arrival. Check-in guests onto the system, verifying reservation, address, and credit information. 
· Ensure all customers establish credit upon check-in. Improve timeliness of cash flow by adhering to all established credit and inventory control procedures. 
· Verify all information on reservations check-in; name, address, method of payment, etc. 
· Assist guests with luggage upon their arrival and departure. 
· Promptly respond to and resolve guest complaints. 
· Be knowledgeable and helpful about the local area, Whalley Abbey and all services on offer. 

· Complete shift closing accurately by getting appropriate approval signatures and authorization codes. 
· Maintain and run the coffee station, bar, and shop effectively in line with current policy. 
· Follow all applicable Whalley Abbey Standard Operating Procedures.  
· Maintain a well-groomed, professional appearance always in work. 
 
Selling activities: 

· Negotiate room rates in line with the Abbey’s commercial rules with online agencies. 
· Increase revenues by offering customers upgraded packages and promoting Whalley Abbey amenities and outlets. 
· Achieve optimum utilisation of room availability and to maximise selling of rooms. 
· Identify key clients and set proactive strategies to engage and optimise revenue in conjunction with proactive sales team 
· Produce quotations specifically addressing event requirements and maximizing opportunities.  
· Effectively manage Event and Bookings Diary to optimize revenue  
· Remain aware of business demand, peaks, and troughs to achieve optimum yield  
· Champion a customer-focused ethos through actively seeking customer feedback and ensuring follow-up action taken  
· Monitor and identify shortfalls against targets and implement effective remedial strategies  
  
Administration:

· Contribute to an up to date live, vigorous database to facilitate room and meetings/events sales. 
· Ensure that information used to promote the Abbey is up-to-date and accurate including amending website and social media. 
· Utilise and help to contribute to the Abbey’s systems to achieve effective management of enquiry process to conversion, communication to teammates, invoicing and payment.  
· Operate a strict pre-payment and post event invoicing procedure to optimise revenues.  
· Ensure an effective post event follow up process is in place to optimise future revenues  
· Effectively manage and monitor agency commission process   
· Provide timely accurate reports on activities and achievements.  

Business activities:  

· Remain aware of the market and competitors' performance  
· Maintain a high standard of personal presentation.  
· Liaise with other members of the Abbey, paid and volunteer, to actively promote opportunities, exchange information and increase professionalism   
· Take responsibility for the implementation of initiatives within own sphere of duties  
· Undertake any other duties which are consistent with the basic objectives and or/ duties of the post.  

People

Line Management:

· Assist with management of volunteers and sessional staff 
· Plan and organize staffing levels for events and business as usual 

Performance Management: 

· Participate in regular meetings with Line Manager - at least once per month. 
· Assist with induction training, on the job training of new members of staff, and apprentices.  

Training: 

· Participate in training sessions as required and identify training needs which will benefit your department. 

Team Working:
 
· Consciously contribute to effective team working at the management and team levels and encourage colleagues to behave likewise. 
 
Service Quality

Guest/Customer Satisfaction:

· Constantly focus on the satisfaction of the Guest as our main purpose and encourage staff to follow promptly. 
· Monitor customer satisfaction by communicating proactively with guests and staff, review customer feedback with your Line Manager and follow through on delegated action steps to address any shortfalls. Coordinate all ‘Whalley Abbey impact Survey’ responses, responding to them, and forwarding them to the relevant staff and volunteers, as required by policy.

Finance:

· Contribute to the production of the budget in terms of revenue targets. 
· Maintain all budget control procedures. 
· Ensure that all Team Colleagues are aware of the current and projected performance figures and have obvious reasons for why they are positive or negative. 

Environment, Health & Safety and Security: 

· Follow carefully the Whalley Abbey standards on being environmentally friendly 
· Ensure safe working practices in accordance with the correct policy and procedure 
· Report all H&S issues and refurbishment requirements in all areas of the Abbey to the Director and follow up on it 
· Fully understand the safety procedures of the Abbey and assist in ensuring the safe evacuation of guests and staff  
· Attend all Health and Safety training as instructed by the Director  
· Monitor the security of the site including the use of CCTV system. 

Lone / Night Work: 

· Pay particular attention to the security of the building, including the courtyard site and guests when working alone. Only leave reception for a maximum of 15 minutes at a time. Carry the Duty mobile with you and monitor incoming emails to the security email account. 
· Carry out and record four security patrols of the entire site (including the Abbey ruins) throughout shift. At night - lock all doors and windows / turn off lights where appropriate.  
· Carry out and record ‘means of escape’ fire checks and record them in the fire logbook every Friday evening. 




Person Specification

· Experience in the hospitality industry of accommodation guest services, conference and banqueting and maximizing yield of bed stock and meeting and conference rooms. 
· Computer Literacy, a good level of knowledge and experience of IT systems and packages e.g. Word and Excel. 
· IT skills, have the skills to troubleshoot and use an online guest booking and management system.      
· Accurate and appropriate numerical and written word skills 
· High level of detail in administration skills so that all systems and correspondence data/information is 100% accurate. 
· Customer service skills: the ability to provide customer support in a prompt, friendly, and timely manner. Must also be able to follow-up on guest requirements. 
· Stress management skills: The ability and experience of being able to maintain composure in high pressure and fast-paced environment 
· Self- starter and team player: must be able to work both independently as well as in a team-oriented environment to accomplish assigned tasks and goals 
· Listening and communication skills: require the ability to actively listen to customers or guests to deduce what their real needs are. 
· A good eye for detail and a desire to take responsibility, adaptable and willing to accept change 
· Professionalism: must be enthusiastic, respectful, and friendly; with a professional and welcoming presentation, and most importantly, possess a positive attitude 
· Interpersonal skills: It is vital that you possess strong interpersonal skills to relate easily with people of various background and personalities. It is also required to help them establish relationships and build rapport with employees, customers, and guest 
· Organisational skills: must be well-organized, detail-oriented, and multi-tasking, with the ability to effectively prioritise assignments. 
· Flexible in terms of being able to complete tasks and duties according to the demands of the Abbey and guests at the time.  
· Commercial acumen, proven experience of being able to increase revenue and control costs. 
· Demonstrate an elevated level of presentation of products and services which are guest facing e.g., room layouts, food presentation.  
· The ability to understand and to be able to contribute towards the Vision and ethos of the Abbey. 
· A very high standard of presentation and personal appearance. 
· Interest and enjoyment in working with people 
· Supportive of the ethos of Whalley Abbey 
 
Note 
 
This document reflects the job content at the time of writing and will be subject to periodic change in the light of changing operational and environmental requirements. Such changes will be discussed with the jobholder and the job description amended accordingly. 




Outline of Terms and Conditions

Employer: Blackburn Diocesan Board of Finance

Contract type: Zero hours 
 
Salary:   £12.71 per hour
 
Hours: This is a zero-hour contract.
 
Location: The post holder will be based at Whalley Abbey, Whalley.  
 
Pension: The default for staff is a Royal London Pension Scheme, 10% Employer contribution 2% minimum employee contribution.  
 
Annual leave: The full-time entitlement is 25 days (not including statutory bank holidays) in the first year of employment rising by 1 day per completed calendar year up to a maximum of 30 days per year.  This is pro rata for part time employees.  The holiday year runs from 1 January to 31 December.   

Probationary period: The appointment is subject to the satisfactory completion of a six-month probationary period.
 
Notice Period: During the probationary period, 4-weeks' notice is required on either party. Thereafter you will be required to give 12-weeks’ notice should you wish to resign.
 
Expenses: Working expenses are paid at the diocesan rates.
 
Employee Assistance Programme: Employees of the BDBF are entitled to the Medicash EAP following their second month of employment. Medicash is available to all employees whose contracts exceed 3-months from their continuous start date.
 
Right to work: The post-holder must have the right to reside and work in the UK.
 
Diversity - The Diocese of Blackburn believes that diversity enables us to thrive and develop and is committed to race equality, welcoming applications from UK Minority Ethnic/ Global Majority Heritage backgrounds 

The Diocese of Blackburn is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults. All post holders and volunteers are expected to share this commitment.
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