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Job Title:

Assistant General Manager – Residence Inn
Reports to:

General Manager

Department:

Operations

Pay Status:

Exempt
Scope of Responsibilities:
Responsible for supporting the General Manager in managing the overall success of the Residence Inn and meeting or exceeding planned objectives for revenue and profit, and ensuring guest satisfaction and product quality standards are met. The AGM should be knowledgeable and properly trained in all facets of the hotel operations, including front office, housekeeping, maintenance, sales, accounting, revenue management and human resources.  

The AGM is expected to identify opportunities for enhancing and improving the operating model set forth by senior management.  The AGM should submit their recommendations and findings in a comprehensive analysis.  The analysis should include the following: an objective, cost associated (if any), ROI (Return on Investment), timeline for implementation, resources (tools) required to measure results and accountability.  AGM is required to manage all areas of the hotels in accordance within brand and company standards to achieve a friendly atmosphere of superior guest service and product quality. AGM should provide exemplary performance for staff to follow in regards to service and team/brand culture.
Facility/Back House Management:
The AGM is directly responsible for managing the physical facility and its assets at the Residence Inn.  AGM will work directly with maintenance and housekeeping to ensure all guest rooms, grounds and facility equipment are managed effectively, properly maintained and repaired in a timely manner.  The AGM is responsible for identifying opportunities to enhance the department’s performance and maintain brand and BFHG’s standards.

· Ensure departments are properly staffed and trained

· Develop operating structure to effectively manage operational requirements

· Implement procurement system to effectively monitor inventory and cost efficiencies

· Empowers hotel staff to deliver guest service by encouraging and rewarding responsive guest assistance.

· Accountable for managing monthly projects and operating cost.

· Responsible for presenting year-end department operating budget.

· AGM is expected to assist GM in presenting year-end capital improvement - outlining scope of work, minimum of three competitive bids and analysis for recommended project.

· Work directly with approved outside vendors to ensure scope of work completed properly, timely and within approved bid.
Safety and Security

· Knows local health and safety codes and regulations that apply to the hotel.
· Recognizes and corrects potential safety hazards in hotel such as broken doors or railings, fire hazards, etc.

· Ensure all maintenance personnel are operating with proper equipment and utilizing proper procedures outlined by OSHA.
· Management of key safety guidelines to ensure all guests and staff are secure (ie key system).
Front Desk Operation:
AGM will work directly with Front Office Supervisor to ensure all associates are achieving brand and company standards.  It is imperative our front office operations present a warm and inviting environment for all of our guests.  Furthermore, the AGM must ensure all transactions are properly accounted for and recorded.

· Greet and register guests

· Develop and implement standard operating procedures for the operations of the front desk department.

· Coordinate front-office activities of hotel and resolve problems

· Ensure all group transactions are properly implemented and managed according to contractual terms.

· Manage and supervise Front Office Supervisor to ensure brand and company standards are achieved.

· Administer the MOD program for the property. 

Quality Assurance:
AGM will support the General Manager to ensure all hotels and their respected departments are operating within brand and Biltmore Farms standards.  AGM will conduct department audits utilizing approved documents and submit analysis and recommendations to the respected department head. AGM will perform daily, weekly, monthly and quarterly audits including but not limited to the following disciplines:

· Guest Rooms

· Hotel Facilities

· Personnel Files

· Customer Service

· Training Programs including, but not limited to:
1. Residence Inn Hotel Standards

2. Brand Requirements

3. OSHA Standards

· Front Office Operations/Audit

Financial Performance:
The AGM plays a significant role in helping the organization achieve its stated financial objectives.  The AGM is responsible for supporting senior management in developing a comprehensive annual budget and strategic plan. The AGM is expected to assist the GM in the implementation of the approved business plan and provide leadership to ensure its success.  As the AGM, you will be directly involved in supporting the General Manager in managing the profit and loss statements and all financial disciplines associated with this financial resource.  The AGM assumes direct responsibility for managing the company’s account receivables and performs a significant role in authorizing all account payables.  The financial duties of an AGM includes but not limited to the following disciplines:
· Meets or exceeds budgeted profit margins for the Residence Inn
· Supports GM to prepare and manage annual budget for specific departments that accurately reflects the hotel’s business plan.

· Anticipates revenue/cost deficiency and manages the timing of discretionary expenditures to stabilize cash flow.

· Analyzes financial and operating information on an ongoing basis to adjust business plans, labor requirements and operating cost.

· Ensures hotel staff is trained in financial control procedures for cash, vouchers, inventories and receivables, and these procedures are implemented.

· Translates business plans into action and manages those actions towards achievement of revenue and cost objectives.

· Supports GM in approving all invoices for the Residence Inn
· Analyzes bi-weekly payroll summary to ensure accuracy, accountability and verification of hours worked.

· Directly responsible for managing the company’s account receivables and ensuring all accounts are current and accurate.  GM will utilize internal resources to ensure all receivables are documented properly and processed in accordance with BFH Standard Operating Procedures.

Hotel Operations/Sales:
The AGM plays a significant role increasing revenues and managing the hotel’s operations.  It is the responsibility for the AGM to work in conjunction with the GM, Revenue Manager and Front Office Supervisor to develop and execute a revenue strategy enabling the hotels to maximize their revenues potential.  The AGM will actively participate in enhancing hotel sales through direct internal/external sales, development and execution of front desk selling and hotel marketing.

The AGM is expected to assist the GM in effectively managing all disciplines and ensuring they perform within the brand and BFHG standards.  The AGM is responsible to compliment the operations of each hotel and assist each department when applicable to prevent any interruption of business.
· Ensure each department is properly staffed and trained

· Develop operating structure to effectively manage operational requirements

· Accountable for managing monthly projects and operating cost

· Perform “Manager on Duty” responsibility

· Manage daily cash intake and banking responsibility

· Directly responsible for managing “petty cash”

· Manages the review and execution of the ‘Daily Report” 

· Assist Revenue Manager in reviewing “Daily Report”

· Develop and conducts in-house training initiatives designed to enhance hotel operations, customer service and front desk sales

· Complete annual performance review on all direct reports

· Personally demonstrate a commitment to customer service by responding to all guests needs.

· Ensures hotel standards contribute to the delivery of strong and consistent customer service

Human Resources:
· Conduct interviews, orientations, training, performance planning and evaluation and pay/reward programs to maintain a quality workforce.

· Ensures all hotel employees know hotel objectives

· Helps to develop management talent by acting as a mentor for direct reports

· Ensures training objectives and development plans are completed and executed

· Develop and nurture an integrative work environment that fosters associate development.
· Coaching and counseling of department managers and employees to ensure high performance levels are maintained and staff development is top of mind. 
QUALIFICATIONS:

Skills Needed:

· Be able to multi-task and meet deadlines

· Maintain flexible working hours and be available as on-call when needed

· Be professional in all dealings with guests and co-workers

· Be able to identify problems and create and implement solutions quickly

· Be able to anticipate guest and employee needs and respond quickly

· Dress and image must be professional at all times

· Must have good verbal and written communication skills

Education

Four-year degree preferred.

Experience

Five to ten years prior hotel experience preferred.

