




Relief Manager
Job Description


	Job Title:
	Relief Manager 

	Reports to:
	Reporting to Facility Managers and/or Co-Managers



	Job Description:

	
To provide management services to The Hawthorns retirement facilities in a fill-in capacity based on the needs of the facility.
To achieve and maintain The Hawthorns’ three Goals:
· 100 % occupancy
· Operate on budget
· Deliver exceptional customer service
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	Role Responsibilities:

	
· Maintain an enriching environment for the benefit of the residents.
· Participate in the planning of all programmes and requirements necessary to make the facility profitable and successful.
· Work within the allocated budgets
·  To delegate responsibilities as appropriate to other staff members in order to meet the needs of the facility.
·  Perform, if necessary, any facility staff duties for continual operation of the facility.
· To be open, honest and professional in communicating and working with all staff members and lead by example.
·  To keep the Directors, Facility Managers/Co-Managers informed on the status of the facility.
· Perform other duties as assigned by the Facility Managers/ Co-Managers
Specific Duties and Essential Functions of the Position
· Financial/Management Reporting
· Census – obtain maximum occupancy levels at all times and develop new resources for attracting prospective residents.
·  Budget – Follow approved operating budget and seek approval for levels of spend where appropriate
· Accounting – Record revenue and expenses as required by the Accounts Department and submit reports to agreed deadlines.
· Marketing/PR
· Be innovative in bringing new residents into the facility. Allocate time each week for community visitations, following up on direct enquiries, and giving tours.
· Interact with community groups or organisations that may provide beneficial services to the residents.
· Attend functions or events which will generate interest in The Hawthorns facility.
· Participate in the organisation of events to generate awareness and utilise them as a marketing tool.
· Be aware of marketing budgets and identify marketing sources.
Food Service
· Interact with the Head Chef in the budgeting, inventory, preparation and serving of attractive, appetising, and balanced meals, according to The Hawthorns guidelines and menu rotation.
·  To ensure the maintenance of a clean, sanitary and attractive kitchen and dining facilities are maintained at all times. Ensuring compliance to high levels of health and safety are achieved.
· Oversee dining room and serving staff, liaise with the Dining Room Co-ordinator.
Health & Safety
· In conjunction with the Management Teams monitor all H&S risk assessments and health & safety requirements within the facilities ensuring that any weekly, monthly or annual tests/assessment are completed on time and action points managed.

Building Management
· Housekeeping – Supervise the Head Housekeeper in the cleaning of residents’ apartments and common areas. Oversee the inventory of supplies and HK budgets.
·  Maintenance – Ensure that day-to-day building and ground maintenance is adequately addressed and maintenance problems which cannot be resolved are referred to the Facility Managers/Co-Managers/Directors. This may include performing maintenance duties and general upkeep on the building. Oversee external contractors.
Human Resources
Be aware and competent in applying all HR policies and procedures. These include:
· Recruitment in conjunction with HR
· Induction
· Promote Team Work and hands on attitude/approach
· Resolve conflict and deal with disciplinary/grievances with HR guidance
· Utilization of employees on shift rotas
· Promote fairness, equality and flexibility
· Motivate staff and identify and solve possible staff issues
· Evaluation and Terminations in conjunction with HR
·  Ensure the daily continuation of the business, up to and including personally filling-in for any absent staff member.
· To manage and administrate a shift based workforce on a daily basis.
·  Working with the HR department to ensure that the HOD’s and staff adheres to all HR Policy & Procedures.
Customer Service
· Resident Satisfaction – Assess individual well-being of residents on a daily basis through personal interaction including conversation, visiting apartments, meeting resident requests, and serving tea/ coffee during mealtimes. Be passionate about customer service and instil this in all staff members.
· Resident Enrichment – Initiate, support, and encourage a resident personal enrichment programme according to The Hawthorns guidelines through activities that involve residents’ talents, knowledge, interests, and skills. Ensure that the Activity Co-ordinator complies with the guidelines.
· Transportation needs of residents. Ensure that the coach driver is aware of resident’s needs/requirements and meets these requirements. The coach driver must adhere to all current transport rules and regulations.
· Emergency response – Respond to emergency calls from residents and take appropriate action. These calls may occur at any time of day or night.
· Perform all work assigned for agreed upon wage, accepting no additional payment from residents for services provided.
Potential Physical Demands
· Although effective time management is heavily emphasised, there may be occasions when working long hours may be necessary to cover a facility that is short staffed due to holidays, illness or employee turnover. Relief Managers also share on call time to cover possible night emergencies and are required to sleep-in.
·  Standing or walking is necessary during 75% of the working day, 70% of the time spent on carpeted floors and 5% on hard floors.
· Climbing stairs, usually more than one flight, must be done on a regular basis when giving tours and in the course of daily business.
· Bending twisting or reaching is frequently and consistently necessary while helping in the kitchen and dining room (providing service and/or cleaning) three times a day and in performing the office, maintenance, activities, and other managerial responsibilities.
· Operation of vacuum cleaners, automatic dishwasher, washing machines, dryers and small hand tools in a safe and proper manner may occasionally be required.
· Handling and/or operation of ovens, steamers, grills, sharp kitchen tools, electric slicers, openers, blenders, and other equipment will be required on rare occasions and must be done in a safe and proper manner.
· Handling of hot pans, ovens, gas flames, and other heated elements may occasionally be required and must be done in an extremely cautious manner.
· Working in varied temperature conditions, from the cold of the walk-in freezer to the warm humidity of the kitchen may occasionally be required.
· Cleaning solvents and chemicals must occasionally be handled or used and such handling and use must be in a safe and proper manner.
· Pushing and/or Pulling: Wheeled serving cart of up to 25kg holding dishes and/or glasses.Boxes, cans or trays of up to 25kg may sometimes be required.
· Lifting and/or carrying: Coffee pots or drink containers of up to 5kg must frequently (daily) be lifted and/or carried up to 23 metres.Serving trays up to 12kg and/or boxes, cans or pots up to 7kg for distances up to 16metres may occasionally be required.Boxes or trays of up to 25kg for distances up to 6 metres may be required on rare occasions.
· Proper handling and disposal of used medical supplies, including needles, following prescribed medical procedures and disposal service as instructed.
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	Person Specification:

	Experience	
	Essential / Desirable
	Assessment

	General level of education including experience in management and managing budgets. Basic CRB Check completed with no convictions.
	                            
                           E
	
               Application form / CV

	Hospitality background, management and marketing experience.
	                         
                          E
	                   
                Application form / CV

	Experience of dealing with people management issues in a diverse and flexible workforce.
	
                               E
	                Application form / CV

	Previous experience in analyzing any given situations or problems as they arise and then making considered and effective decisions.
	                          E
	       Application form/interview

	Experience of providing exceptional customer service and going the extra mile on a daily basis.
	                              E
	Application form/interview

	Organisation and the ability to meet time deadlines on an ongoing basis with regard to accounting, marketing, maintenance, food services, transportation and activity programme requirements. Also being able to effectively and courteously meet individual resident needs when they arise.
	E
	Application form/interview

	Management responsibilities including dealing effectively and professionally with the ongoing pressures and demands of renting apartments, managing staff members, supervising kitchen/dining service three times a day, meeting residents' daily needs.
	E
	Application form/interview

	Competent in creating, editing and updating documents or spreadsheets using Microsoft Word and Excel and other potential databases. Good administrator with attention to detail.
	E
	Application form/interview

	Public relations skills, with exceptional interpersonal skills to soft sell vacant apartments. Excellent commercial and communicative skills.
	E
	Application form/interview

	Being able to look at given situations or problems as they arise, quickly analysing them, and then making spontaneous and effective decisions.
	E
	Application form/interview

	Ability to handle the confinement and ongoing demands of temporarily living and working at one’s place of employment
	E
	Application form/interview

	Responding immediately, alertly and courteously to sudden emergency calls during the day or night
	E
	Application form/interview

	Responding positively and constructively in any given situation, remaining professional at all times.
	E
	Application form/interview

	Ability to resolve complaints/problems effectively.
	E
	Application form / interview

	To lead by example, gain respect and motivate the facility workforce.
	E
	Application form/interview

	Ability to manage time effectively and prioritize workload.
	E
	Application form/interview

	Positive attitude, self-motivated with a flexible approach.
	E
	Application form/interview

	Ability to work as individual and part of a team, and to build strong working relationships.
	E
	Application form/interview

	

	Values – I am fully committed to being:
· Caring
· Supportive
· Honest
· Respectful
· Accountable



	Agreement:

	
Employee Signature:
	
	
Date:
	

	
Manager Signature
	
	
Date:
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