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Waltham Forest







	Role Title
	Customer Service & Business Support -  Town Hall Complex Director

	Job Family
	Neighbourhoods & Commercial Services

	Competency Level
	Principal Officer/Manager

	Pay Range / Scale
	PO7

	Purpose
This Head Concierge will be at the forefront of developing and delivering an outstanding front of house and campus management offer, enabling the delivery of Waltham Forest’s ambition for its developing Town Hall site. 

Matching the standards of first class hospitality, and blending the multiple functions of the Campus, the Head Concierge will be at the forefront of shaping, enabling and delivering multiple and campus wide activity. Coordinating events, building commercial packages and applying a continuous critical eye to excellence, this role will be at the forefront of ensuring the Campus is continuously maintained to excellent standards and a all activity and events are delivered to provide the maximum benefit to Waltham Forest, our visitors residents and customers. 
· To develop and operationally manage a concierge/front of house service, ensuring consistent attention to detail and delivering a first class welcome to everyone visiting or using the Campus. 
· To provide excellent customer service/assistance to a wide range of clients and visitors replicating the standards and approach of leading hospitality venues. 
· To provide continuous scrutiny and holistic overview of all the functions and operations of the site to ensure the site is always in an impeccable condition and offering a seamless service. This will involve both direct and matrix management of facilities and services.

· To have an understanding of all events in detail that take place on the campus and address any possible risks/impacts. Provide final oversight and coordination. 
· To develop and supervise the concierge/ front of house team, ensuring that all our guests/visitors receive a courteous and attentive service – which always results in an excellent and memorable experience.

	

	Roles and Responsibilities

With experience working in a first class hospitality or hotel environment this role will co-ordinate a number of daily events, welcome visitors and look after our Reception with the same care and attention as if it were their own home. 

Sensitivity, persuasiveness, assertiveness and negotiation skills are an essential to work with diverse audiences in emotive circumstances.  We need you to be able to deal with people from all works of life confidently, sensitively and diplomatically.

It is expected that working in partnership with colleagues, customers and suppliers will be your default way of doing things, and that you can apply your knowledge and experience to support the development of best practice at London Borough of Waltham Forest. 

By having acute attention to detail and a desire to create a welcoming space for the public, we would expect the post holder to be passionate about customer satisfaction and endeavour to create the perfect customer experience using feedback and best practice. 

It is essential that accurate information advice and guidance is given to customers and the post holder will be expected to robustly investigate enquiries, escalate complaints and resolve promptly. 

You will be responsible to lead projects or programmes and contribute to delivery of larger portfolios of work across the Town Hall campus. Projects will be delivered to agreed specification, timescales and budget. 

Initiative will be vital to deal with complex issues that arise day to day and your discretion will be used to respond appropriately in an unpredictable work environment. The role will require you to take a number of operational decisions to ensure absolute continuity of service and excellent customer experience. 

Excellent professional judgement in assessing the needs of our customers, managing risk and delivering quality will be required. We are looking for someone who can continuously monitor performance and use creative thinking to deliver improvements that have impact for our customers. 

We would expect the post holder to respect the appropriate regulatory guidelines and maintain proper use of data, resources, equipment and facilities across the council. 
You will be responsible for a budget to facilitate achieving our goals and manage our Front of House team of up to 15 staff, planning both your own time and co-ordinating the work of others. The post will report to a Head of Service. 

The role will involve working outside core hours including evenings and weekends and occasionally from other locations within the Borough.



	Generic Accountabilities
	End Result/Outcomes

	Plan and organise to ensure delivery of all aspects of the service.

	Work completed on time and to the quality and standards required by our customers, including any changes to priorities

	Identify issues, resolving as appropriate and escalating complex problems if necessary.
	Passionate about customer satisfaction and endeavour to create the perfect customer experience using data and insight. 
Make use of appropriate frameworks or procedures to ensure resolution. 

	Analyse complex information effectively and maintain all required records and information.
	Data is recorded and stored in compliance with national standards and can be shared, as appropriate, with other agencies. 

	Excellent written communication including the preparation of customer responses, reports and recommendations.
	Accurate, complete and relevant information / reports are provided for internal and/or external use.

Issues are clearly summarised, progress, risks are reported and appropriate recommendations made. 


	Provide accurate information, advice and guidance to customers, colleagues and stakeholders. Investigate enquiries / escalated complaints and resolve promptly.
	Information, advice and guidance are accurate, timely and constructive.

Issues are identified and managed through to a satisfactory conclusion, or escalated if appropriate.

Risk to the Council / customers is minimised.



	Manage risk with the best outcomes for our customers and refer any concerns to the line manager.
	Risks are assessed and relevant health, safety and welfare requirements are met.

	Work closely with the organisation to clarify changing requirements. Identify, recommend and support the development and delivery of improvements. Contribute to the development and implementation of policies, procedures and systems.
	Improvement opportunities and plans to achieve them are proposed and implemented.
All changes to service are effectively and proactively communicated to customers and relevant parties. 


	Lead projects or programmes, or contribute to the delivery of larger portfolios of work. 

	Projects are delivered to agreed specification, timescales and budgets and documentation are completed correctly in line with corporate guidelines. 
 

	Maintain an awareness of developments across the sector
	Identify any changes that may impact the service / profession and put forward proposals. 

	Lead a team of front facing staff, providing support and development
	Contribute to the development of others (e.g. through sharing knowledge and skills, acting as a coach or mentor, or providing feedback).

	Develop good working relationships and communicate effectively with internal / external organisations / partners and stakeholders. Represent specialist area internally and / or externally. Model, demonstrate and promote good practice relevant to the role.
	Organisational reputation is maintained or enhanced.

Customers are proactively engaged with content relevant to them.

Positive feedback is received from customers and suggested improvements are taken forward. 
Communications are clear, well planned and effective.

Best practice is shared and promoted.

	Support partnership agreements and partnership working.
	Activities which support partnership working are effectively delivered and partnerships produce timely outputs for the benefit of customers. 


	Contribute to service / business plans for area of responsibility and to wider service planning and development activities. 
Contribute to budget planning as required.
	Service / business plans reflect input. 

	Quality check documents, decisions and / or presentations before delivery
	All work meets the required standards

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.

	All policies and procedures are complied with.


	Knowledge, Skills and Experience 

	· Excellent attention to detail and will be expected to maintain a high level of professionalism, care and integrity, ensuring a positive image of the Council is promoted at all times.

· Strong leadership and motivation skills: proven experience of leading and managing teams operating in a highly visible service that demands 5* expectations.

· Excellent problem-solving skills and the ability to support everyone in their tasks and decision-making, only escalating to the line manager if you are unable to resolve the issues within the team.

· Empowers employees by encouraging them to offer ideas about decisions that affect them.
· Commitment to respond to customer requests and deliver an exceptionally high level of service.

· Passionate about customer satisfaction and endeavor to create the perfect customer experience.

· The ability to remain calm during busy periods dealing with pressure

· Excellent grooming standards.

· Knowledge of Waltham Forest, amenities, facilities and attractions would be beneficial.
· Experience of having worked in a fast paced, customer focused environment. 

· Good knowledge and application of IT systems and software packages.

· Excellent levels of literacy and numeracy. 

· Strong time management skills
· Ability to work with minimum supervision, using problem solving skills and initiative to provide a customer focused service. 

· Highly organised with the ability to multi-task and be flexible to respond to service delivery requirements either as part of a team or independently 
· Build strong relationships

· Ability to work flexibly, balancing competing priorities and meeting deadlines whilst understanding the needs, timescales and deadlines of others 
· Forward looking with a holistic approach.


	Indicative Qualifications

	Degree or equivalent or vocational qualification in relevant subject or area

	Evidence of Continuous Professional Development


	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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