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Guest Services Team Member
Job Description & Personal Specification

Overview

Centre:			Whitemoor Lakes

Position:		Guest Services Team Member 

Reporting to: 		General Manager

Hours:	37.5 hours per week, including evenings and weekends, on rota basis.
	Majority of shifts are either 8.00am – 4.00pm (early) or 2pm – 10pm (lates). (There are the occasional 9am – 5pm and 12pm – 8pm shifts).
       
Role Type:		Permanent, Full Time

Overall Purpose: 	To be the front facing customer face of Whitemoor Lakes to all guest and visitors alike who enters through our doors, to help look after groups during their stay, and to ensure the efficient administration and communication of all group requirements, prior to and during each group stay, liaising with all departments across the centre. 

Job Description

· To welcome all guests and visitors who enter through our doors, creating a positive first impression.

· To sign in visitors to the centre, ensuring all visitors have a visiting badge.

· To ensure the reception desk is manned, being available for groups during their stay when on duty.

· To meet group leaders on arrival and co-ordinate welcome talks, ensuring all groups are relevantly briefed including emergency procedures, security arrangements and site details. This can involve a welcome talk / safety briefing to up to 200 guests. 

· To contact group organisers prior to arrival to discuss their requirements and ensure all information is captured and recorded using the computerised booking system (venue 360). 

· To coordinate and lead the weekly operations meeting, ensuring each department receives the relevant information and run sheets for each group outlining the requirements for the week ahead.							
											
· To assist with site visits and show arounds to new and existing clients.
										
· To ensure the smooth operation of Guests’ programmes whilst resident at the centre by liaising with kitchen, hospitality, activities, finance and maintenance teams.

· To ensure each group using the centre has their group file signed off, numbers agreed, evaluation form collected and to discuss any relevant items and opportunities for re-booking. 
							
· To sign in contractors to the centre, ensuring they have the relevant paperwork, including site permits and are on the approved contractors list and have a visitor’s badge. 	

· To respond and give first aid when required to guests, and staff alike, ensuring accurate records are taken and recorded. 

· To be responsible for the opening and closing up of the centre, including securing locking the premises. 
	
· To assist in helping with the on-site gift shop, including order of stock, shop rotas and assisting in opening and serving within the shop when applicable.

· To assist in cleaning and setting up of reception area / venue rooms ready for group arrivals. 

· To issue sports / games equipment and other resources to groups, collecting deposits and maintaining records.

· To assist with lost property. 

· To act as initial point for telephone contact when admin office is closed.
							
· To assist in maintaining a high standard of cleanliness and facilities in the reception area at all times.						

· To assist in covering the Centre Administrators role (banking, etc) in the event of holidays / sickness. 							

· To undertake other duties as requested by the General Manager / Head of Centre.						


Personal specification on following page. 

					
This job description dates was last reviewed in October 2026 and may be subject to review at any time as deemed necessary. 





























Personal Specification – Guest Services Team Member

SKILLS: Essential-

· Computer literate, including the use of Outlook, MS Office, Word, and Excel
· Clear communicator, both in person and over the telephone / emails, with good command of the English language (speaking, reading and writing).
· Customer focused - Personable & approachable, with the ability to respond positively to guests & staff needs	
· Flexible, punctual and reliable.				
· Methodical, organised, and being able to prioritise tasks.
· Comfortable & confident when working as part of a team but also working alone.
· Committed team player, being able to forge good working relationships within the team.
· Keen eye for detail.

SKILLS: Desirable –

· Previous experience of using CANVA. 
· Experience of working with a hotel (or similar) booking system (ideally Venue 360). 
· Experience of filing systems. 

EXPERIENCE: Essential – 

· Previous experience of working in a customer-oriented role. 
· Previous customer service, including handling customer complaints. 
· Previous experience of working in an administrative role. 
· Previous experience of handling money
	
EXPERIENCE: Desirable –

· Previous experience of working in a Residential / Outdoor centre / Hotel environment. 
· Previous experience with working with children
· Previous experience working with a hotel / residential centre computerised booking / information system.
· Experience of working to a tight schedule or regular task list.

EDUCATION / QUALIFICATIONS: Essential –

· GCSE C or higher in Mathematics
· GCSE C or higher in English
· First aid certificate (or willingness to attend course) 

EDUCATION / QUALIFICATIONS: Desirable –

· Relevant NVQ qualification or equivalent. 

OTHER: Essential –

· Fully supportive of the aims and Christian ethos of the Charity.	
· High standard of personal grooming, dress and appearance. 
· Flexibility, can do attitude
· Proactive / Multitasker 
· A committed team player	
		
OTHER: Desirable –

· Previous experience of ordering stock
· Previous experience of PDQ Card payments	
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