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Post title:		DUTY MANAGER
Spinal point:		1041
Responsible to:	GENERAL MANAGER
	Job Purpose:

		The purpose of the role is to ensure the smooth operation of the building during opening hours. The Duty Manager ensures a high-quality service is provided to our customers.  This includes ensuring equipment/rooms are set up as required, appropriate levels of Ice, Pool and Go Climb supervision are maintained and that the venue is kept clean and tidy.  They are also required to lead and motivate their team on shift whilst taking particular responsibility for key areas of service as directed by the General Manager. 




	Duties and responsibilities:

	1
	To assist in developing an interesting, varied and balanced programme of activities, taking personal responsibility for specific areas as delegated, including special events. 

	2
	To undertake the day-to-day management of the shift team, ensuring that appropriate communication takes place, and the practical requirements of service delivery are met. To ensure that supervision levels at all times are appropriate to the needs of the service and regulatory requirements. To oversee all rotas and authorise shift requests as necessary i.e. holidays, sickness or training course cover. This includes the formulation and operation of shift rotas.

	3
	To be responsible for the day-to-day operation of the Venue, the Ice, Pool and Dry plant equipment, ensuring agreed standards are maintained at all times, health and safety standards are adhered to and records are kept as appropriate. 

	4
	 To undertake/be accountable for regular inspections of the building to ensure: 
- agreed high standards of service, safety and cleanliness are maintained 
- a safe environment for all customers and team members
- that members of the team are performing to the best of their ability 
- a management presence for customers and team members.

	5
	To be responsible for the security and the efficient operation of the Venue by ensuring that cleaning and maintenance schedules are adhered to agreed standards, equipment functions correctly and that all safety regulations are complied with. 

	6
	To manage your team in line with HR policies and procedures, including inducting new team members, holding sickness absence reviews, undertaking disciplinary investigations, and managing team performance, in line with the Performance Management Policy.

	7
	     To be a key holder and to assist with banking and cashing up procedures in accordance       
     with financial regulations.

	8
	 To undertake general administration duties, including placing of orders, ensuring full compliance with the Company’s financial and administration procedures and guidelines.

	9
	To assist or lead in the training and development of team members, including Trainer Assessor and First Aid training as appropriate.

	10
	To ensure that there is an appropriate and effective system of communication maintained with shift teams and customers.

	11
	To manage and resolve customer enquiries, complaints and incidents as and when they are raised.  Deal with any customer interactions in a professional and positive way.

	12
	To administer First Aid and to assume responsibility for taking appropriate action in the event of an emergency.

	13
	To ensure all equipment, rooms and bookings are set up correctly and on time, as required by the programme for the venue.

	14
	To provide operational support to the Leisure Team as and when required.

	15
	To maintain the National Pool Lifeguard Qualification and undertake regular “Pool Lifeguard” training, ensuring that at all times the post holder is able to achieve the minimum standard as approved by the Royal Life Saving Society, and compliance with Venue’s Operating Procedures.

	16
	To be responsible for the security of the Venue i.e. locking and unlocking the Venue to meet operational requirements.  To attend the Venue when required, on an emergency basis as a nominated key holder.

	Additional information:

	General requirements for all Tees Active Limited team members:

	1
	To deal with customer/service enquiries in a professional and positive way.  Ensuring that the service maintains a strong customer focus and remains committed to the principles of Customer Service Excellence.

	2
	To assist in the training and development of team members and to undertake such personal training as may be deemed necessary to meet the duties and responsibilities of the post.

	3
	To maintain any professional registration, licences, or qualifications, which are essential to the post held.

	4
	To take reasonable care of any items of equipment and uniform issued by the Company and report any faults or maintenance issues to the relevant manager.

	5
	To be aware of and adhere to all Tees Active Ltd financial, legal, HR and administrative policies and procedures, including all Operating Procedures.

	6
	To take reasonable care of your own health and safety and co-operate with management so far as necessary to enable compliance with the Company’s health and safety rules and legislative requirements.

	7
	To adhere to any professional and Company Codes of Conduct, as appropriate.

	8
	To comply with the Company’s Appearance Code ensuring that uniforms and name badges are worn, as required.

	9
	To comply with the Company’s Team Guide to Information Security, including relevant legislation, ensuring that confidentiality is maintained for all team members, management, customer and supplier information.

	10
	To carry out the duties of the post with full regard to the Company’s Equality, Diversity and Inclusion Policy in the terms of employment and service delivery.  Ensuring that team members are treated in a fair and consistent manner and that the service maintains a strong commitment to the principles of the Equality Standard.

	11
	To be peripatetic between work areas and venues, as and when required.

	12
	The above tasks and responsibilities cannot fully encompass all that is required of the post-holder.  It is expected that the post-holder will undertake such other duties and responsibilities commensurate with the salary band and nature of the post.

	I accept this job description as an accurate record of the duties and responsibilities of this post.

	Signed: …………………………………….
	Date: 
………………………………………..
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PERSON SPECIFICATION
Note to applicant: When completing your application form, you should demonstrate the extent to which you meet the essential and desirable criteria below.  
In addition to the requirements outlined below, as ambassadors of Tees Active, you should also be able to demonstrate the following qualities: 
	· Enthusiasm
	· Commitment to service excellence

	· Excellent communication skills
	· A genuine desire to work closely with our customers

	· Professionalism
	· 

	· High personal standards
	· Flexibility


	 
	Requirements
	Essential
	Desirable

	EDUCATION & TRAINING
	
	

	Whilst there are no specific requirements, you will need to demonstrate a reasonable standard of education and attainment.
	
	

	Valid Pool Plant Operators Certificate or willing to attain on appointment.
	
	

	Valid National Pool Lifeguard Qualification or willing to attain on appointment.
	
	

	Valid First Aid at Work or willing to attain on appointment.
	
	

	Evac. Chair Operator or willing to attain on appointment.
	
	

	Defibrillation Operator or willing to attain on appointment.
	
	

	Valid RLSS National Pool Lifeguard Trainer Assessor qualification or willing to attain on appointment.
	
	

	Level 2 or Level 3 management/supervisory qualification or willing to attain on appointment.
	
	

	EXPERIENCE, KNOWLEDGE & UNDERSTANDING
	Essential
	Desirable

	Minimum 12 months Supervisory experience.
	
	

	Experience of managing performance and developing teams.
	
	

	Experience of managing health and safety systems and procedures.
	
	

	Experience of providing excellent customer service.
	
	

	Minimum 12 months experience in a leisure environment.
	
	

	Ability to demonstrate a sound current knowledge of Leisure operations.
	
	

	Demonstrate an interest in sport and physical activity (for example in participation, organisation, or administration).
	
	

	Current Manual Handling knowledge/experience.
	
	

	Relevant programme development experience, including coordinating events.
	
	

	Marketing experience.
	
	

	SKILLS & ABILITIES
	Essential
	Desirable

	Effective negotiation/conflict management and influencing skills.
	
	

	Ability to lead and motivate a team.
	
	

	Excellent interpersonal skills.
	
	

	Effective time management and prioritising skills to work to strict deadlines.
	
	

	Good analytical and problem-solving skills.
	
	

	IT skills including use of Microsoft Word and Excel.
	
	

	Ability to work effectively using own initiative and as part of a team.
	
	




	PERSONAL QUALITIES & ATTRIBUTES
	Essential
	Desirable

	Flexible and adaptable, and willing to cover for absences within the team.
	
	

	Strong commitment to delivery of outstanding customer focussed service.
	
	

	Patient and diplomatic manner when dealing with members of the public.
	
	

	Well presented, friendly and approachable. 
	
	

	Willingness to self-develop and attend any course(s) deemed necessary for the post.
	
	

	MISCELLANEOUS
	
	

	Flexibility to work shifts, including evenings and weekends.
	
	

	Able to carry out duties as per the Job Description
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