Landmark Trust Property Manager[image: ]

Job Description
	 
Job Title 
	 
Property Manager 

	Department 
	Visitor Operations 

	Location 
	Home-based with regular travel

	Hours 
Salary      
Contract                                                 
	Role dependent  
FTE £28,821 per annum 
Permanent


 
About the Landmark Trust  
The Landmark Trust is one of Britain's leading building conservation charities and with the help of our supporters, we save historically significant buildings from being lost forever. We sensitively restore such 'Landmarks' and offer them a future by making them available for self-catering holidays. 
The lettings income from the 200 extraordinary buildings in our care supports their upkeep, while new building rescues rely on the generosity of donors and organisations such as the National Lottery Heritage Fund. 
About the role 
Our supporters tell us that a Landmark stay is like stepping back in time and provides respite from the pace of everyday life. We’re passionate about providing these unique experiences for our guests, offering warm and inviting spaces brimming with history.  
The Landmark Trust has a network of property managers to oversee special buildings across the country. These cluster managers lead for the successful operation and maintenance of approximately 9 Landmark Trust holiday buildings, delivering service excellence and the highest standards of presentation. They manage a team of housekeepers and look after basic maintenance, compliance testing, and safety.   
Relationships 
	Reports To 
	Area Manager 


	Line reports 
	Housekeeping team and property gardeners where applicable.  

	Works Closely with 
	Regional Property Managers, Head of Visitor Operations, Operations Coordinator, Bookings Manager, Estates, Human Resources, Stores and Furnishings, Finance.  

	Internal relationships 
	Other departments at head office including IT, Health and Safety Advisor and Marketing and Engagement.  

	External Relationships 
	Contractors and regulatory bodies.  
 




What you'll be doing: 
Support your area manager to ensure that your cluster runs to agreed budgets. 
[bookmark: _Int_PQR4pHbm]You will be responsible for the guest operations and facilities management of a cluster of Landmark holiday properties which includes ensuring that your buildings are looked after in any periods of absence.  
You will be a regular presence at the Landmarks in your care ensuring that you are available to be in the field on changeover days.
This is a varied and busy role which will require you to provide practical support at properties, as well as carry out administrative duties. 
You will line manage a team of housekeepers and relief housekeepers. Some Landmarks also have in-house gardeners reporting to property managers. 
[bookmark: _Int_h0OW8sMu]You will be responsible for the external as well as internal presentation of the Landmarks in your care.  
You will support and work collaboratively with your fellow Property Managers to ensure business continuity. 
You will report to an area manager who oversees a large geographical area of the country.
Duties and responsibilities include but are not limited to: 
Quality Standards and Presentation 
· Oversee the highest possible standards of presentation of the buildings and grounds in your care.
· [bookmark: _Int_Iaf9HHNq]Through regular site inspections you will identify and action areas for improvement as well as recognise successful delivery.  
· Monitor H&S standards, implementing H&S procedures, and raising issues with the area manager, health and safety advisor, and/or regional surveyor as needed.  
· Provide information to the area manager and relevant colleagues about issues that may affect the letting or presentation of the property. 
· [bookmark: _Int_NIHp3Dk6]Responsible for ordering of equipment and Stores supplies and monitor stock control.  
 Customer Service 
· Lead for excellent customer service through coaching your team and leading by example.   
· Liaise directly with guests and respond promptly to any issues, including incidents arising out of office hours where appropriate.  
· You will support the guest experience through an out-of-hours telephone response service on a rota basis with the property and area management teams.
· Monitor guest feedback and support the area manager, bookings team, and operations coordinator in responding to any post-visit complaints via email, Survey Monkey, Feefo, or social media. 
 Property & Grounds Maintenance  
· Visit properties regularly to undertake or oversee approved maintenance works to ensure the safe and comfortable opening of Landmark buildings for guests, escalating issues as required.  
· Carry out and record compliance and statutory testing and general servicing to approved ways of working.  
· [bookmark: _Int_Vm2Y6OfY]Report on the quality and condition of furnishings and decor and liaise with the furnishing operations manager to arrange replacement or repair as appropriate. 
· Ensure swift and professional practice relating to building services such as heating, water and power.  
· Undertake required building audits and work with Landmark Trust colleagues to schedule improvement works, and support surveyors with maintenance closures. 
· [bookmark: _Int_wZhaUbbY]Champion and monitor the use of environmental best practice from energy efficiency to waste management. 
· Resolve urgent maintenance issues as soon as possible.   
· [bookmark: _Int_zOnM0J85][bookmark: _Int_nI7F09gb]Appoint and oversee work by third-party contractors, ensuring compliance with Landmark CDM and evidence of appropriate qualifications and insurance certification to carry out works.  
· Ensure purchasing invoices are checked and approved in a timely manner. 
  Team Management and Co-ordination  
· [bookmark: _Int_jzaXuASi]Line manage housekeepers and gardeners.  
· Ensure compliance in all areas of mandatory training.
· Build positive relationships with property staff through regular in-person visits, ensuring they are kept informed of guest feedback and actions arising. 
· Champion and support your team through periods of organisational and operational change.   
· Work in collaboration with your operations colleagues to ensure business continuity by providing cover when needed such as holiday, sickness, or out-of-hours for example. 
· Ensure holiday and or sickness absence is covered where needed. 
· Work with the area manager and head office staff with the coordination of team meetings and visitor open days. 
· Follow approved procedures for management of staff hours and pay.  
· Plan your time and travel to ensure efficiency and cost effectiveness of service. 
Person Specification  
You are passionate about delivering exceptional customer experience and have a critical eye for detail.  
You are highly organised and able to prioritise your own workload.  
You understand how to motivate and delegate, using positive and open communication to keep morale high.  
[bookmark: _Int_GTbnBoLa]You demonstrate a keen sense of personal responsibility for the quality of your work, taking ownership of tasks and seeing them through to a high standard of completion. 
You enjoy working to your own initiative but understand the importance of prompt and proactive collaboration with colleagues to achieve the best outcomes. 
You are always ready to troubleshoot.  
Experience, Skills and Competencies 
To deliver this role successfully you will need:
· experience in a customer operations or similar role. 
· a good understanding of the importance of delivering excellent customer service and the skills to adapt your approach to the needs of the guests. 
· An appreciation of the unique qualities of historic buildings and a commitment to their care and preservation.  
· a working knowledge of relevant Health & Safety procedures, risk assessments and property compliance measures. 
· a full UK driving license and access to a car for regular site visits.  
· experience managing staffing rotas and time sheets.  
· the ability to undertake facilities management and basic maintenance.  
· to understand the benefits of coaching and mentoring for service success.  
· a hands-on approach and willingness to ‘muck-in’ with the team. 
· the ability to think on your feet and calmly resolve issues as they arise. 
· to be confident in using MS Office packages (Word and Excel)  
· to learn internal operating systems  
 
This position is home-based, with regular travel around the property cluster and occasionally to Head Office in Maidenhead and other locations. 
You will be provided with office equipment to carry out your duties.  
You will need a flexible approach to your working hours including being part of the on-call rota.
See below for Terms of Employment and department structure.  


TERMS OF EMPLOYMENT
CONTRACT DURATION  
This is a permanent position. 
LOCATION  
[bookmark: _Int_6ZN3b1ds]This position will be home-based with regular travel required to properties in the cluster.  
SALARY  
Full time £28,821 per annum (pro rata for part time), paid monthly in arrears. Overtime is not payable unless pre-agreed. Employees will be reimbursed for reasonable expenses incurred on behalf of the organisation. Salary will be prorated to hours worked. Staff receive additional paid compensation for on-call duty.  
WORKING HOURS  
35 hours per week (or pro rata depending on cluster) to include some weekend and out of hours cover. Time off in Lieu is awarded for approved working time in excess of 35 hours. Working days for managers contracted to work less than a standard week will be confirmed in advance of employment. 
All property managers will work Mondays and Fridays.   
HOLIDAYS  
The holiday entitlement is 25 days per annum plus statutory holidays, increasing to 30 days per annum after 10 years’ service. This will be pro-rated depending on the proportion of full-time hours that you work.   
SICK PAY  
[bookmark: _Int_HlUN76c1]You will receive full basic pay during any sickness absence up to 20 days in any 12-month period.  The Statutory Sick Pay will be included in this sick pay.  This will be prorated depending on the proportion of full-time hours that you work.  Where absence exceeds seven consecutive calendar days and in certain other circumstances, a doctor’s certificate will be required.   
PENSION SCHEME  
Provided you meet the requirements, you will be auto enrolled into Landmark’s pension scheme.   
MEDICAL HEALTH  
Private health insurance, currently with BUPA, can be provided when you have been with Landmark for a year.  This is prorated for part time workers. 
NOTICE  
[bookmark: _Int_4yOyBjhk]The appointment is subject to satisfactory completion of an initial six-month probationary period, though this period may be extended if more time is needed to assess suitability for employment (for new employees to Landmark only).  During this period, the post will be subject to a week’s notice on either side.  A minimum period of three months' notice in writing on either side applies after the end of the probationary period.  
HEALTH & SAFETY  
[bookmark: _Int_GIes0njW][bookmark: _Int_LUmgCM5a]All staff are expected to observe all health and safety at work regulations as set out by Landmark in accordance with statutory requirements.  
CONTRACT  
[bookmark: _Int_ifV4yWdU]The successful applicant will be required to sign Landmark’s Contract of Employment.  
The purpose of this information is solely to help prospective employees to understand the details of Landmark’s Conditions of Employment.  It is not an offer of employment and does not form part of the Contract of Employment or the Job   

Operations Department Structure:  
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