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The Feversham Arms

 Spa Operations Managers Job Description

Job Overview

Responsible to: Spa Manager
Responsible for:
The Spa team
The Spa Operations Manager is a highly visible position that will manage all operational aspects of the Spa to the highest standards. The role assists in organizing and representing the Verbena Spa as well as providing support to the Spa Manager, helping to achieve pre-determined financial targets on a monthly basis

Product / Operations

· Responsible for the day to day operations of the spa, ensuring the quality standards are met
· To be responsible for driving the sales of the business through managing your team members 
· To effectively administer and plan rotas, timesheets, lieu time and authorize holidays for all team members of the Spa

· Ensure all business is managed correctly to ensure the correct amount of cover within the business 

· To provide a service culture that proactively manages complaints to ensure service recovery.
· To ensure casual staff are only used where necessary and  required to the level of business
· To help be responsible for delivering the standards and procedures (SOP’s) in the spa,   covering all aspects of the operation

· Ensuring an efficient, fully trained and capable team deliver a professional service to members / guests at all time

· Have regular presence front of house supporting the reception team 

· To ensure that there is co-ordination between the reception, therapists and spa attendant teams regarding guest information / preferences / requests and whereabouts.
· To set the agreed standards of operation within the Spa through leadership & communication within the team
· To constantly monitor standards of performance to ensure that the standards set down are being both applied and achieved, ensuring a professional, efficient, friendly and courteous behaviour at all times.
· To ensure that agreed optimum levels of cleanliness and hygiene of the spa are     maintained at all times by:

· having daily checks on all areas
· Regular cleaning and tidying of the spa by the spa ream according to agreed SOP's

· To ensure the physical product (the spa) and equipment in the spa is maintained and checked and recorded daily. Report to the Spa Manager of any maintenance work.

· Pool Plant and Hot Tub daily documentations are regularly checked 
· To ensure that the presentation of each area of the spa meets with the agreed standard at all times.

· Collateral and displays – to ensure that displays are always maintained to the agreed standard, complete, current and updated.
·  Guest amenities in the spa – to ensure all amenities are available and presented to the agreed standard at all times.
· Food & Beverage - To ensure the smooth delivery of the F & B operation to the agreed standard.

· Linen – to ensure the spa linen is available in sufficient quantities and presented to the agreed standard at all times, operating a regular linen stock control program.

· To be completely conversant with the Spa Software system after training, ensuring that the full potential of the system is employed. 
Sales
· To actively drive sales, memberships and all spa business related

· To be responsible for up selling retail and spa services to meet personal and team sales targets.
· To be responsible for the taking of monies and banking at the spa reception
· To be responsible for the security of products, amenities, collateral, stationary and linen
People / Team

· To ensure that all guests are warmly and positively welcomed and that everything is done to nurture their relaxation, comfort and enjoyment in the spa.
· 
To ensure that the impression of the Spa created either on the telephone or in person leaves a lasting positive impression- providing a role model for the spa team.
· To provide a service culture that proactively manages complaints to ensure service recovery.
· To recruit alongside The Management of The Feversham Arms: assisting in the sourcing, interviewing and appointment of the spa team.
· To conduct Induction with all new spa recruits.
· To organize and conduct training for all the spa team.
· To hold daily operations meetings with the spa team
· To lead and participate in documented communications meetings with the spa team.
· To provide alternative communication channels alongside meetings e.g. team notice boards etc
· To promote a structured and positive working environment that encourages a happy ‘team retention’ environment.
· To set the standard and monitor the grooming, presentation and uniforms of all the Spa team.
Profit / Finance

· To help achieve agreed Profit & Loss targets through planned and structured development by: - 

· The maximization of revenues (treatments, F & B and retail)

· Help control the payroll and related expenses 
· Maximizing productivity, whilst ensuring optimum service standards
· To help achieve pre- set budget targets by: 
· Stocks - to organize and control an effective stock management system.

· The Implementation of agreed new protocols and monthly packages to improve and develop the existing business.
· Ensuring all daily revenue is accurately accounted for and banked
· Assist in the implementation of incentives and sales targets.
· Liaise with the Spa Manager on forecasts, budgets and targets
· The proactive management of the booking system for optimum productivity
· The collection of guest profile data and e-mail addresses using the provided software to assist with marketing and retention directives.
· To proactively participate in the promotion of the spa
Health and Safety

· To liaise with the Spa Manager to ensure Health & Safety procedures are implemented and followed.

· To fully comply with the Health and Safety standards as trained by The Feversham Arms.
· To report any faults or broken equipment to the spa manager
· To ensure that a duty of care is demonstrated towards all guests and spa employees in operational procedures.
Any other reasonable requests

· To have a flexible approach to requests and tasks for the spa to ensure the overall success of the project.
· To always be an asset to The Feversham Arms Hotel & Verbena Spa, and not bring the reputation of The Feversham Arms Hotel & Verbena Spa into disrepute by any unprofessional practise or conduct.

· To treat with confidentiality any information disclosed by clients during the course of their visit to the spa.
· Any other request relating to the spa or hotel that would reasonably be expected or is generally performed by ‘the hotel management team’.

I, (print name)……………………………………………….Have read and understand my job description, terms and conditions and agree to abide by the guidelines set above and within the employee handbook.

Signed

Name of employee…………………………………………

Dated…………………………………………………………..

