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Job Description

Job Title:	Hotel Services Manager
Department:	Hotel Services
Responsible to:	Customer Service Manager
Accountable to:	Hospital Manager
Job Purpose:

To effectively manage and develop hotel services at Spencer Private Hospitals to the highest customer standards for patients, visitors and staff alike.  

Key Relationships 

· Line Manager is Customer Services Manager
· Responsible for Hotel Services Team
· Work in close liaison with Ward Manager, nursing staff, and housekeepers and catering staff
· Liaison with outpatients department, medical secretaries and reception staff
· Liaison with Estates Department

Key Responsibilities

Financial 

· To deliver, at all times, high quality hotel services by applying professional expertise and sound management principles, thus ensuring added value to existing services

· To control the use of staffing resources within budgetary limits and to contribute effectively to the analysis and investigation of any adverse variances this may occur

· To exercise sound financial and commercial principles and control in the management of expenditure and income within agreed budgets, to maximise profitable operations and high quality services and standards

· To control the use of staffing resources within budgetary limits and to contribute effectively to the analysis and investigation of any adverse variances which may occur

· To control the stock levels of supplies so that they are appropriate in type and quantity to meet the requirements and are within agreed financial targets

· Responsible for maintaining and ordering any items required for patient rooms


Business Development 

· To effectively manage the implementation of changes this may be required by the organisation

· To ensure that services provided contribute to the marketing of Spencer Private Hospitals

· To appraise all staff in compliance with PDD time scales, identifying staff needs, setting and evaluating objectives

· To develop training plans for staff based on their individual training needs assessed through the staff appraisal system

· To ensure that all Hospital policies, local policies and legal requirements relating to clinical care and health and safety are complied with

· To cost effectively manage and control business arrangements with internal and external suppliers and/or other agencies, in order to achieve best value for money and to foster and develop good relations

· To participate in the annual review of departmental policies and procedures to ensure they reflect good practice.  Work towards retaining ISO9001:2015 and ISO14001:2015 accreditation also participate with Investors in People

Quality 

· To promote the highest standards of customer care and to continually monitor the quality of services provided to customers

· To effectively manage the implementation of changes which may be required by the organisation

· To achieve a safe environment and safe practices for patients, staff and others while on hospital premises, particularly in relation to food preparation and storage, cleaning of all patient accommodation, clinical areas and the maintenance of facilities

· To ensure that uniforms are freshly laundered daily, including any items as necessary such as oven cloths or gloves

· To ensure that all catering staff on duty are correctly dressed in required uniform and well presented

· To ensure high standards of cleanliness, food safety, hygiene and maintenance in line with current registration and legislative requirements.

· To identify any concerns about the quality of work and counsel staff as appropriate in accordance with procedures

· To contribute to the Disciplinary procedure when necessary

· To maintain accurate and comprehensive staff records

Workforce 

· To participate in in-house training sessions ensuring all on line training courses are kept up to date

· To attend relevant meetings as and when required

· To contribute to the updating of Job Descriptions and Person Specifications so that they properly reflect the current requirements of Spencer Private Hospitals

· To define the staffing requirements for housekeeping to fulfil current and future business requirements

· To maintain management methods and practices which encourage and allow staff to review their own work and put forward suggestions for improvement

· To undertake the recruitment and selection of staff for the department as and when required

· To control the induction of new staff and to ensure that they know their responsibilities and expected standards of performance

· To provide appropriate supervision and direction to staff according to their individual capabilities and known competencies

· To provide regular feedback to staff on their performance against the objectives set for them and against the required standards

Equal Opportunities

It is the aim of the hospital to ensure that no job applicant or employee receives less favourable treatment on the grounds of age, sex, race, colour, nationality or ethnic or national origins, or is not placed at a disadvantage by conditions or requirements which cannot be shown to be justifiable.  To this end, the hospital has an Equal Opportunities Policy and it is for each employee to contribute to its success.

Health & Safety

All Employees must be aware of the responsibility placed on them under the Health and Safety at Work Act (1974), to ensure that the agreed safety procedures are carried out to maintain a safe environment for employees and visitors.  Individual employees should also refer to specific health and safety requirements within their own job descriptions.

Data Protection

If required to do so, to obtain, process and/or use information held on a computer or word-processor in a fair and lawful way.  To hold data only for the specific registered purpose, and not to use or disclose it in any way incompatible with such purpose.  To disclose data only to authorised persons or organisations as instructed by Spencer Private Hospitals.
Customer Care

It is the aim of the hospital to provide patients and clients with the best possible care and service.  In order to meet this aim all of our staff are required, at all times, to put the patient or client first and do their utmost to meet their requests and needs courteously and efficiently.

Confidentiality

To ensure that confidential information is not disclosed about Spencer Private Hospitals (including information regarding patients and staff) to any unauthorised member of staff, or to anyone outside the employment of Spencer Private Hospitals.


This job description is intended to reflect, in outline, the responsibilities of the post holder, which may change over time with corporate or local business needs of Spencer Private Hospitals.  It will therefore be subject to periodic review and amendment in the light of changing circumstances and following consultation with the post holder.



Signed:  …………………………………… Date: …………………………………..


CORPORATE VALUES
Spencer Private Hospitals has a set of core values which are at the heart of the vision and all that we do.  We expect our team members to demonstrate these values in all areas of their work.
· Customer Focus – We listen and adapt to the needs of our patients and stakeholders.
· Responsibility – We are involved and accountable.  We respect, recognise and develop our people.
· Innovation – Developing our business is our key driver, innovating our services and products to increase our visibility within the market in East Kent.
· Performance – We measure our performance through evaluation of processes, creating efficiencies and striving to improve processes, creating efficiencies and striving to improve work.
· Teamwork – We value our colleagues and are encouraged to work collaboratively with other and take ownership for our own training and development

BEHAVIOURS
	CUSTOMER
FOCUS
	Ensure that team members treat patients, customers and staff members as individuals to ensure that they understand their specific needs and expectations.  Respond effectively to patient, customer and staff member concerns. Able to listen and adapt to the needs of our patients and stakeholders, show commitment to the patient experience and encourage their team to take pride in providing the best possible service every time, keeping patients informed, managing their expectations and checking to ensure that key information has been understood.  
Understands that care is core to our business and that the care that they encourage their team to deliver helps the individual person and improves the health of the community.

	RESPONSIBILITY
	Takes responsibility for their team and ensures that their team take ownership for customer/patient issues and does what they can to exceed expectations. Understands their role within the organisation and is clear about the roles and responsibilities of other teams and departments, taking every opportunity to learn more about the wider business.  Supports their team in their development, doing what they can to guide, mentor or coach their colleagues.

	INNOVATION
	Demonstrates that they are prepared to raise concerns about quality, safety and performance and instils a “safe to challenge” culture within the organisation. Models and creates a culture of improvements and works across systems to improve practice. Demonstrates a culture of continuous improvement within their area and externally. Actively contributes and creates a service where discussion and an exchange of ideas about care is commonplace.

	PERFORMANCE
	Understands the corporate objectives of Spencer Private Hospitals and communicates these to their team. Has a clear vision of where the organisation is going and why.  Is motivated to do a great job and inspire their team.  Is not afraid to encourage and lead different ways of working to help create efficiencies and improve performance.

	TEAMWORK
	Confidently communicates in an open appropriate, accurate and straight forward way, demonstrating effective communication skills to promote the organisation.  Ensures every team member understands their role within the organisation.   Maintains a personal style that gets the best out of teams across the organisation, building a business based on the combined contributions of different people. 
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PERSON SPECIFICATION
Job Title: 
	ATTRIBUTES
	CRITERIA
	DEMONSTRATED BY

	
	
	Application
	Interview
	Test

	Education and Qualifications
	Essential
	· Maths and English (GCSE or equivalent) grade C or above
	X
	
	

	
	Desirable
	· Management Qualification
· NVQ 2 or 3 in Customer Service
	X
X
	
	

	Knowledge and experience
	Essential
	· Previous management experience
· Good knowledge of Health & Safety, Infection Control, COSSH substances
· Food hygiene certificate
· Experience of managing budgets and delivering cost efficiencies
	X
X

X
X

	
	

	
	Desirable
	· Advance knowledge of housekeeping process and procedures
· Previous experience of working in a healthcare environment
	X

X

	
	

	Skills
	Essential
	· The ability to train and mentor staff within the job role
· Methodical approach to cleaning
· Leading and developing teams, able to promote a positive, customer focused environment
· Good working knowledge of Microsoft Word, Excel and Outlook
	X

X
X

X
	
	

	
	Desirable
	
	
	
	

	ersonal Attributes
	Essential
	· Outstanding communication skills
· Polite and confident telephone manner
· Organised and methodical in approach
· Able to work under pressure
· Ability to act on own initiative
· Self-motivated
· Ability to lead by example
· Good time management ensuring all tasks are achieved
· Demonstrates the ability to prioritise work load effectively
· Flexible approach
	X

X
X
X

X


X

X
	
X



X

X




	

	
	Desirable
	
	
	
	

	Other
	Essential
	· Ability to travel between sites

	X

	
	

	
	Desirable
	
	
	
	



