NUNEATON & BEDWORTH LEISURE TRUST

ROLE DESCRIPTION
	Role Title:

 
	Empire Manager


	Primary Location:

	Empire Gym & Studios


	Responsible to:

	Operations Manager



JOB PURPOSE
	1.

2.

3.


	To plan and deliver effective daily management of the health & fitness facilities, Empire Gym & Studios and Empire Heaven, in accordance with NBLT’s policies and Procedures.

To ensure that the health & fitness facilities deliver a service of the highest quality, providing safe, creative and exciting exercise opportunities and sessions.

To achieve the short, medium and long term financial returns required by NBLT.

	
	


NBLT STANDARDS

All employees are required to apply the NBLT standards in their role.

	1.


	To assist in delivering NBLT’s Business Plan and performance targets.



	2.


	To adhere to all NBLT policies and operating procedures. 

	3.


	To assist in fostering a creative and open environment within the Trust, where employees feel supported, involved and consulted sharing information with others, showing mutual respect.



	4.


	To respond positively to change, trying out new ideas, where possible making use of the technology available to improve service delivery.



	5.


	To ensure that the highest level of customer service is provided and that customer satisfaction is maintained.  This includes:

(a) (a) Treat customers better than they would expect to be treated themselves;

(b) Always approach the customer in a friendly and professional manner.  Welcome them with a smile; be helpful and informative;

(c) Ensure you, your area and your site are always presentable.



	6.
	As well as point 5 above, to act at all times in accordance with the Standards for your particular area of work.
 

	7.
	To carry out all the work within the spirit and intention of equal opportunities.



	8.
	To work in accordance with the Health and Safety at Work etc. Act 1974.


	9.
	To undertake personal development commensurate with the duties and responsibilities and development of the role.




KEY RESPONSIBILITIES AND ACCOUNTABILITIES 
1. To motivate employees and customers in a way that ensures the facilities offer a fantastic and exciting environment for customers to exercise and socialise within.

2. To be responsible for the overall smooth running of the facilities, ensuring customer needs are being met.

3. Ensuring the achievement of levels of performance in terms of service, health and safety and cleanliness.  
4. To ensure that all employees are adequately trained for their posts and hold relevant qualifications (where applicable) and maintain relevant records.  
5. To arrange rotas and ensure there is necessary cover for each shift.  Ensuring that all staffing positions are continually filled and covered during absence.
6. To be responsible for the facilities operating, at all times, to set standards within the budgets as required.

7. To maintain an awareness of changes in local needs, working with senior management to agree strategies and tactics for the business plan.

8. The preparation and delivery of performance reports for the board.

9. To take action with regard to complaints and grievances from members of the general public and organised groups of users and to promote good public relations. Evaluating and monitoring customer feedback.  

10. To manage the development of the facilities.

11. To build and maintain good communication links with internal and external relevant bodies, representing NBLT at a range of forums.

12. To work closely and effectively with all managers, other employees and outside agencies in order to achieve the desired outcomes.

13. To be responsible for the control and security of ALL resources on site to include: cash, stock, uniform, people, buildings etc.
14. To control and manage expenditure budgets and income targets.
15. Acting as a key holder for the facilities ensuring that the opening up and securing of the building at the appropriate times is maintained, providing up to date and accurate call out rotas for police, fire and alarm monitoring centre.
16. To ensure the facilities are maintained in line with approved planned preventative maintenance schedules, ensuring key customer service areas are continually available.

17. To assist the Finance Manager and Operations Manager and his/her team as appropriate, including any other duties as requested commensurate with the role.
18. Ensure all relevant Health & Safety requirements within your team and respective sites, are consistently met in accordance with current legislation.

19. To manage all electronic systems, apps etc.

SPECIAL CONDITIONS: 
1. To attend to the facilities throughout the whole range of opening hours and days.

2. Required to be on the call out rota.

3. Attend meetings and functions outside of normal office working hours, for which payment is reflected in the grade of this post. 
	PREPARED BY:
	Operations Manager

	DATE PREPARED:
	June 2024

	AGREED BY POSTHOLDER:
	


Review Arrangements

The details contained in this job description reflect the content of the job at the date it was prepared.  It should be remembered, however, that it is inevitable that over time, the nature of individual jobs will change, existing duties may no longer be required and other duties may be gained without changing the general nature of the duties or the level of responsibility entailed.  Consequently, NBLT will expect to revise this job description from time to time and will consult with the post-holder at the appropriate time.

V6/Oct/11
Person Specification

Empire Manager

	Category
	E/D
	Criteria

Indicate E (Essential) or D (Desirable)

	Experience
	E

E

E

D

D
	Evidence of achieving results and making change happen through leadership and influence.

Experience of motivating colleagues to achieve the best of their abilities by setting standards & direction and leading by example.

Experience in developing service standards to enhance the customer experience.

Previous overall management of a large facility or group of facilities.

Experience of Financial Management and Budget Planning.



	Qualifications/ Attainments
	E

D

D

D


	Recognised Health & Fitness qualification.

Management qualification.
Emergency First Aid Certificate or equivalent.

Customer Service qualification.

	Knowledge, Skills and Abilities
	E

E

E

E

E

E
D


	Have excellent communication skills
· Actively listens and responds politely and clearly;

· Presents written information in a clear, structured and concise manner;

· Speaks with clarity, effective structure, volume, pace and tone.

Ability to inspire and encourage others.

Works well with colleagues; respecting, compromising, supporting and valuing the views of others.

Extensive and up-to-date fitness industry knowledge

Have excellent customer service skills

· Has a professional approach and attitude;

· Is committed to providing excellent service;

· Recognises the importance of high standards of customer service;

Ability to work methodically and accurately under pressure.
Ability to use Microsoft packages



	Personal Qualities
	E

E

E

E
	Demonstrates a positive attitude to change and contributes to new ideas.

High degree of motivation and personal enthusiasm with the ability to motivate others.

Possess a “can do” results driven approach and attitude, together with a high level of initiative.

Must be totally customer focused; working to identify/anticipate customer needs and developing ideas to enhance customer satisfaction.



	Other Factors
	E

E

E

E


	Flexible attitude to working with other teams along with working evenings and weekends for key business activities.

Excellent attendance record at work.

Subject to an Enhanced DBS check.

Understanding of the importance of Safeguarding and promoting the welfare of children and vulnerable adults.




