
	Post No. :
	5217/5220/5226                      

	Post Title:
	Duty Officer

	Directorate:
	Community and Environmental Services

	Division:
	Leisure and Catering Services

	Section:
	Leisure

	Reports To:
	Leisure Manager

	Location:
	Palatine Leisure Centre, Blackpool Sports Centre and Moor Park Health and Leisure Centre

	DBS Status:
	Enhanced check with a Children’s Barred List check 


	Grade:
	Grade F



	Role Purpose

	To be responsible for the day to day management of the leisure facility. Need to interpret information and solve varied problems specific to the role, ensuring the service and facilities provided exceed customer expectations.

To support the Leisure Manager in contributing to wider service and departmental vision and direction.



	
Main Duties and Responsibilities

	· Oversee the day to day running of a large leisure facility ensuring service performance meets expectations of customers and visitors, including: safety checks, environmental checks and customer interaction, taking corrective action as required in line with procedures.
· Plan and organise the work of the staff team allocating tasks and giving instructions to ensure duties are performed to required standard, including: cleaning, equipment set up / take down and general customer service roles e.g. building patrols / show rounds / event support.
· On completion of the RLSS UK - National Pool Lifeguard Qualification Trainer Assessor, to deliver and train employees and members of the public for the RLSS UK NPLQ qualification.
· Contribute towards service development through working groups and completion of tasks delegated by line manager
· Ensure maintenance issues are reported correctly and liaise with Asset Management to arrange access to minimise disruption to customers.
· Respond to customer queries and complaints, including: verbal and written comments, referring serious complaints to line manager.
· Ensure cashing up, banking and daily reconciliation of monies is completed in line with procedures, reporting discrepancies immediately to management.
· Be responsible for the good behaviour, discipline and safety of users and participants, ensuring that users comply with the facilities regulations at all times.
· Undertake general administrative duties, ordering of supplies, preparation of approved schemes.
· Develop and deliver continuous service improvement via the principles of Quest to ensure a performance related culture is established in terms of financial performance and customer service.
· Responsible for the implementation of the service Health and Safety Framework, including:
· Risk assessments;
· HSOP / NOP;
· Fire Risk assessments;
· Business Continuity Plans;
· Emergency Rest Centre.



	Qualifications
	Please mark which are Essential or Desirable 
	E/D

	Level 2 (GCSE Grade A**-C or Grades 9-4) or equivalent qualification including functional skills in English and Maths
RLSS UK - National Pool Lifeguard Qualification NPLQ or ability to achieve and complete within 3 months
RLSS UK - National Pool Lifeguard Qualification Trainer Assessor or ability to achieve and complete within 6 months
Pool Plant Operators Certificate or ability to achieve and complete within 3 months
First Aid at Work
Supervisory qualification, e.g. ILM 3
Level 2 Team Leading qualification
Level 3 Leisure Duty Manager 
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	Knowledge, Skills and Experience 

Required
	Please mark which are Essential or Desirable 
	E/D

	Knowledge
Substantial knowledge of the Sports Blackpool’s facilities, programmes, products, services, activity programmes, Fitness studio, Exercise studio and Spinning Studio.
Considerable knowledge of marketing techniques and approaches to achieve business targets
Considerable knowledge and understanding of the Health and Safety procedures and policies and to communicate with the line manager about any perceived, or actual, hazards or incidents.

Skills
Be a physically fit and active person.
Be a confident and competent swimmer
Ability to move equipment as required.
Able to positively promote the facilities and products.                                              
Have the ability to work on your own  and mas part of a team 
Ability to ensure the team delivery of excellent customer service to service users
Ability to work under pressure and prioritise conflicting demands
Excellent communication skills with ability to develop professional relationships with colleagues and service users
Able to lead, motivate and manage employees to deliver their full potential
Ability to plan workload of team and develop and implement small projects 
Ability to analyse and report of key performance indicators

Experience 
Substantial experience of working in a busy customer facing leisure environment
Substantial of experience of working within the health and safety procedures
Substantial experience of communication with customers and colleagues
Considerable supervisory experience 
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	Vision and Values

	Our Priorities
We have two priorities:
· Priority one - The economy: Maximising growth and opportunity across Blackpool
· Priority two - Communities: Creating stronger communities and increasing resilience
Our Values
· We are accountable for delivering on the promises we make and take responsibility for our actions and the outcomes achieved
· We are committed to being fair to people and treat everybody we meet with dignity and respect
· We take pride in delivering quality services that are community focussed and are based on listening carefully to what people need
· We act with integrity and we are trustworthy in all our dealings with people and we are open about the decisions we make and the services we offer
· We are compassionate, caring, hard-working and committed to delivering the best services that we can with a positive and collaborative attitude



	Equal Opportunities: 
We do our utmost to ensure that here is no unjustified discrimination in the recruitment, retention, training and development of staff on the basis of their age, sexuality, religion or belief, race, gender or disabilities.
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