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Job Description & Person Specification

Job Title: 		Duty Manager 
Responsible to:	Deputy Manager / General Manager of The Bristol Wing 

Our values:  
The post holder will be expected to operate in line with our workplace values, which are: 
 
We are kind    
We treat everyone with empathy, respect and compassion.  As kind individuals we prioritise the wellbeing of others, offering support and understanding in every interaction.  We believe that kindness strengthens our community and creates a positive, inclusive environment where everyone can belong and thrive. 
 
We are curious 
We embrace a mindset of lifelong learning and exploration.  As curious individuals, we ask questions, seek new perspectives, and are open to discovering innovative solutions.  We are driven by a desire to understand, grow, and continually improve both personally and as an organisation. 
 
We are custodians 
We care deeply for the legacy and future of our YMCA and the transformative work we do.  As custodians, we take pride in protecting and nurturing our assets and our community, ensuring our mission thrives for generations to come.  We are active stewards of the planet, making thoughtful choices that contribute to a sustainable future.  Through our actions, we honour the trust placed in us to cre4ate lasting, positive change and safeguard the world we all share. 
 
We are wavemakers 
We are bold, innovative and unafraid to challenge the status quo.  As wavemakers, we actively create positive change and aim to inspire others.  We take initiative, drive progress, and make a meaningful impact on our community and beyond. 
 
We are genuine 
We are honest, transparent, and true to our word.  As genuine individuals, we act with integrity and authenticity, building trust and fostering meaningful connections.  We stay true to our mission and values, ensuring that our actions consistently reflect who we are and what we stand for.
Job Purpose:
The Duty Manager is responsible for meeting and greeting all customers to the hostel and would suit someone who enjoys the challenge of running a busy reception and enjoys working with people – face to face, online and over the phone. We aim to surpass customer expectations so this role is key in delivering an exceptional customer experience.  It would suit someone who is willing to be flexible in order to ensure we surpass customer expectations. 
Main Duties and responsibilities: 
To deliver the smooth running of the hostel reception ensuring the needs of our guests are always met to the highest standards 
Contributing to a warm, friendly, welcoming atmosphere and a sense of community amongst guests, residents and colleagues.
Creating a harmonious, welcoming and relaxing atmosphere in the hostel and communal spaces, including cleaning, tidying and ensuring the building is at its best at all times
Communicate with potential customers as well as meeting and greeting customers
Proactively deal with customer complaints and comments, feeding them back to the Director of The Bristol Wing to ensure we are learning from them to develop our service
Check bookings and help manage the booking system, liaising with other staff e.g. Duty managers accordingly
Address problems and troubleshoot accordingly
Ensure events and conferences run smoothly – ensuring the booking diary is correct and up to date, rooms tidy and fit for purpose, relevant catering in place and served to guests. 
Ensure communal areas are kept clean and tidy and support the work of housekeeping staff and duty managers as needed.
Ensure security, risk and compliance is effective in all communal areas whilst on duty
The duties and responsibilities in this job are not restrictive and the post holder may be required to on occasion undertake other duties. This will not substantially change the nature of the post.
To do this and work to YMCA’s standards, we are looking for candidates who have:
	Skills / experience / characteristic  
	Essential 
	Desirable

	Proven experience of working within the hospitality industry
	yes
	

	Knowledge and understanding of the requirements for effective safeguarding for school, college and sporting groups. This post will be DBS checked. 
	
	yes

	Excellent customer service skills, including experience of handling difficult situations 
	yes
	

	Ability to work under pressure and manage changes in workload demands
	yes
	

	Ability to think clearly and make quick decisions
	yes
	

	Experience of cash handling
	
	yes

	Confident using a variety of IT programmes
	yes
	

	Have previous experience using an online booking reservations system
	
	yes

	Understanding of Health and Safety & Compliance requirements
	
	yes

	Be a real people person with a Positive attitude and someone who makes our guests smile
	yes
	

	A ‘can do’ person with a passion and willingness to learn
	yes
	

	Excellent interpersonal and communication skills 
	yes
	

	Deliver exceptional customer experiences all the time
	yes
	


	
Terms and Conditions

	a)
	Term
	Permanent position

	b)
	Salary: 
	YMCA Salary:
£13.13ph

	c)
	Hours
	Full time 40 Hrs per week – Set rota pattern 
Full time - Set rota pattern  
 
Monday – 14:30 – 22:30 
Tuesday – OFF 
Wednesday – OFF 
Thursday – 09:00 – 17:00 
Friday – 07:30 – 15:30 
Saturday – 07:30 – 15:30 
Sunday – 14:30 – 22:30 


	d)
	Leave
	5 weeks annual leave per year, plus statutory bank holidays pro-rata. 

	e)
	Probationary Period
	6 months

	f)
	Company pension
	YMCA Brunel Group complies with the governments Auto-enrolment Pension initiative where eligible employees will automatically be enrolled into the YMCA’s Stake Holder Pension Plan.
For non- eligible employees the post holder may request to become a contributory member of YMCA Group Stake Holder Pension Plan following completion of three months continuous service.

	g)
	Termination of Employment
	4 weeks 
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YMCA enables people to develop their full potential in mind, body and spirit. Inspired by, and faithful to, our Christian values,
we create supportive, inclusive and energising communities, where young people can truly belong, contribute and thrive.

SUPPORT & ADVICE ACCOMMODATION FAMILY WORK HEALTH & WELLBEING TRAINING & EDUCATION




