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DECEMBER 2013
POSITION:

Guest Services Manager


REPORTS TO:
Director of Operations
GENERAL SUMMARY:  The position of Guest Services Manager has responsibility for efficient hands-on management, coordination, and supervision of the hospitality, housekeeping and registration services, and respective staff for all Pendle Hill programs and events. 
The Guest Services Manager is a key member of the Events Planning Team, along with the Director of Operations, the Conference Sales Coordinator and the Chef/Dining Services Manager.  This position works strategically with the Events Planning Team to define, measure/track, and maintain standards as well as to improve procedures and systems for the delivery of excellent customer service in dining rooms, guest rooms, and meeting rooms.  Responding thoughtfully to customer concerns and to their recommendations and compliments will be an important factor in ensuring continuous improvement in this department.

The Guest Services Manager will work with the Director of Operations and team to set and achieve departmental goals, and use quantitative and qualitative methods to assess departmental performance on an ongoing basis.  Purchasing, within budget and according to the “triple bottom line” philosophy, is also a part of this work.
Ultimately, the Guest Services Manager’s goal is to ensure the prompt provision of a welcoming, clean, healthy, and safe environment for all students and guests in all areas, in a manner in keeping with Pendle Hill’s values statement and mission.
Supervisees include:  one Registration Associate, one Registration Intern, one Guest Services Associate, one Guest Services Intern, three outsourced Housekeepers and student work scholars.
WORKING ENVIRONMENT:  Pendle Hill is a Quaker Study, Retreat, and Conference Center that offers programs to people of all faiths.  Pendle Hill offers a residential study program, weekend workshops and retreats, short courses, conference services, publications, and leadership training for young adults.
REQUIRED QUALIFICATIONS:

1. Management and supervisory experience.

2. Experience in event coordination/management and hospitality/registration services.
3. Demonstrated ability to lead by example in maintaining service standards.  Proactive self-management is key as well as the ability to identify defects in the operation and implement the correct solutions – day to day troubleshooting.
4. Knowledge of professional cleaning supplies and green cleaning methods, audiovisual and housekeeping equipment. 

5. Experience in ordering supplies and negotiating with external service providers.
6. Budget planning and management experience.
7. Bachelor’s degree or equivalent in work experience.

8. Effective and welcoming public speaking skills and excellent communication skills.

9. Proficient in Microsoft programs, especially Excel and Word (experience with comprehensive registration software desired).
10. Strong understanding of the conditions necessary to provide the experience of a high-quality spiritual retreat.

11. Willingness to work irregular weekly and weekend hours, and many holidays, a must.

12. Current driver’s license.
13. Good organizational skills.  A demonstrated ability to work under pressure amidst competing priorities; a willingness to be flexible, and the ability to work successfully with a wide variety of people are important.  Openness and tolerance of a wide range of spiritual beliefs and experiences.
14. Sincere interest and the ability to create and maintain a positive perception of Pendle Hill and its programs.

15. A welcoming attitude and willingness to provide hospitality for members of, and visitors to, the Pendle Hill community.  
16. Familiarity with Quaker faith and practices, and/or a willingness to gain and deepen such knowledge.  

17. Appreciation for the role of Quakerism in the mission of Pendle Hill.  Please see our mission, vision, and value statements as part of familiarizing yourself with Pendle Hill.

DUTIES AND RESPONSIBILITIES:
1. Supervise, train and schedule the hospitality, registration and housekeeping personnel; assign duties and inspect work.

2. Supervise, train and schedule volunteers and work study students in dining, hospitality, registration and housekeeping services.

3. Lead all hospitality staff and volunteers by demonstrating a welcoming presence and excellent customer service.

4. Responsible for, along with the Dining Services Manager, front of house dining services, and the providing of refreshments for programs, conferences and special events. 

5. Develop registration, housekeeping and hospitality team members through appropriate coaching, training and mentoring.  Provide leadership and guidance to team members in procedures and policy in all aspects of cleaning, room preparation, equipment use and maintenance.
6. Oversee registration functions and the instruction of registration/event planning software.
7. Administer and maintain comprehensive registration software and Pendle Hill phone system.   
8. Occasional participation in hiring committees.
9. Investigate concerns regarding housekeeping and hospitality services, in consultation with the Director of Operations.

10. Inventory, order and maintain household and conference supplies, audiovisual and housekeeping equipment, and room keys.

11. Keep an up to date accounting of expenditures.

12. Ensure clean, orderly and safe facilities, meeting rooms and guest rooms.

13. Manage and/or participate in the set up and cleanup of facilities and audiovisual equipment for programs and conferences, including refreshments. 
14. Manage and/or participate in the registration of, and the preparations for, all Pendle Hill events, including pre-arrival information to all registrants.

15. Coordinate event details with guests upon their arrival. Manage and/or participate as host to all program and conference facilitators throughout their visit.
16. Manage and participate in the hospitality and emergency cell phone “on call” duty.
17. Manage and participate in guest transportation to and from local train; monitoring gas use and cleanliness of vehicles.
18. Supervise all personnel involved in weekend events in the Director of Operation’s absence.
TIME EXPECTATIONS: 
This is a full-time, exempt position.  All staff at Pendle Hill spend a few work hours each week contributing to the community through meal time, housekeeping or maintenance work.  Irregular and weekend hours will be required.
COMPENSATION AND BENEFITS:  
Compensation includes cash salary and benefits including medical and dental insurance, retirement, generous paid vacation and holidays, and the opportunity to take Pendle Hill courses for free or at a significantly discounted rate.  Taxable compensation may also include on-campus residence and board (depending on the availability of housing, at Pendle Hill’s discretion). 
NONDISCRIMINATION POLICY: 
Pendle Hill encourages the participation of all and seeks to appoint to its staff individuals of diverse backgrounds and to do so without discrimination on the basis of gender, religion, race, color, age, sexual orientation or national origin.

BACKGROUND CHECKS:  
Pendle Hill will conduct a background check for all candidates prior to hire.
INTERESTED?  Please submit a current resume, contact information for three references, and a cover letter describing your qualifications (including how you heard about the position) to Sandy Horne at Pendle Hill, 338 Plush Mill Road, Wallingford, PA  19086, or shorne@pendlehill.org.  Put Guest Services Manager and your last name in the email subject line.   Review of applicants will begin on January 6, 2014, and continue until the position is filled, with an anticipated start date of as soon as possible.
Please note in your cover letter how you heard of this opportunity.
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