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Job Description

	Job title:
	Commercial business & Receptions Operations Manager

	Department/School:
	Campus Services

	Grade:
	7

	Location:
	University of Bath



	Job purpose

	To lead the delivery, coordination and continuous improvement of the departments year-round student receptions services, ensuring a consistent, high-quality experience for resident students across all Residence Experience reception locations. The role is responsible for overseeing arrivals, departures, enquiries, accommodation access and key customer touchpoints, ensuring services are customer-focused, efficient and responsive to student needs.

Equally, the post holder will lead the planning, coordination and delivery of the department's summer commercial accommodation, events, conferences and summer school operations, maximising income, occupancy and customer satisfaction through effective client relationship management, guest accommodation allocation, event delivery, safeguarding compliance, financial administration, budget management and commercial forecasting.

Leading high-performing receptions, guest experience and events teams, the post holder will be responsible to the Residence Experience Manager and support the Head of Campus Services Commercial Operations to drive service excellence, business growth and operational efficiency through effective stakeholder engagement, strong leadership and continuous improvement, while ensuring compliance with University policies, regulatory requirements and financial controls.




	Source and nature of management provided 

	The post holder reports to the Residence Experience Manager, with a dotted-line reporting relationship to the Head of Campus Services Commercial Operations for matters relating to commercial performance, sales, events and business development.



	Staff management responsibility

	City Experience Manager 
Campus Experience Manager 
Campus Services Commercial Business Coordinator



	Special conditions 

	The post holder will be required to work flexibly, including evenings and weekends, particularly during the commercial period (June to September), as part of the Duty Manager rota. Time Off in Lieu (TOIL) will be provided and should be taken in agreement with the line manager and operational requirements..



	Main duties and responsibilities 

	Events Sales, Planning & Commercial Operations


	1
	Lead the management of the commercial sales pipeline, analysing enquiries, contracted business and market trends to maximise revenue opportunities, optimise occupancy, support rate setting, and produce accurate forecasts and budget projections.

	2
	Monitor commercial performance, market intelligence and competitor activity to identify growth opportunities, inform pricing strategies, support business development activity and maximise profitability.

	3
	Oversee accommodation availability and inventory management, working with ResLife Allocations and Estates to maintain accurate occupancy information, identify potential impacts on capacity, and ensure availability and rates are accurately reflected across Opera, bedstock systems and online sales channels.

	4
	Act as the key liaison between Campus Services Commercial Operations and operational stakeholders, developing effective relationships across University departments and external partners to ensure the successful planning and delivery of events, conferences and commercial activity.

	5
	Lead the end-to-end planning and coordination of Summer Schools, conferences and events, including bookings, allocations, safeguarding requirements, financial administration and operational delivery, ensuring an excellent client and delegate experience while achieving commercial objectives.

	6
	Develop and maintain effective client relationships, managing expectations, coordinating cross-functional support services, and ensuring events are delivered safely, efficiently and to the highest standards of customer service.

	7
	Review and continuously improve conference and event management processes, maintaining accurate event documentation and itineraries, communicating changes to stakeholders, and identifying opportunities to increase efficiency and support business growth.

	Student & Guest Experience

	1
	Ensure appropriate safeguarding, accessibility and welfare arrangements are in place, including the implementation and regular review of safeguarding procedures, PEEPs and other measures to support the safety and wellbeing of students, guests and delegates.

	2
	Oversee the delivery of a consistent, high-quality student, guest and delegate experience across all Residence Experience reception, city and campus operations, ensuring excellent customer service, effective enquiry management and seamless arrivals and departures.

	3
	Work collaboratively with Marketing and Communications colleagues to promote Residence Experience services, support University recruitment and engagement activities – such as Open days - , and ensure promotional materials, websites and third-party platforms remain accurate and up to date.

	4
	Lead the planning and delivery of student and guest arrivals, departures, accommodation access and key collection processes, ensuring efficient operations and a positive customer experience throughout the guest journey.

	5
	Ensure clear, accurate and timely communication with students, guests and delegates from initial enquiry through to departure, maintaining effective communication procedures, up-to-date information across all channels, and prompt responses to enquiries..

	6
	Monitor customer feedback and complaints, ensuring they are managed promptly and effectively, identifying trends and implementing improvements to enhance the student, guest and delegate experience.

	7
	Oversee the delivery and performance of the University switchboard service, ensuring effective enquiry management, service quality and a positive customer experience.

	People Leadership & Resource Management

	1
	Lead the recruitment, induction, training and performance of core and casual reception, events and groups staff, ensuring teams are effectively resourced, engaged and equipped to deliver consistently high standards of customer service across commercial and student-term operations.

	2
	Provide leadership to the Residence Experience Guest and Events operations Teams in line with departmental culture, priorities and objectives. Contextualising, engaging and generating buy-in and change as required. Understand department and team culture, working to shift as required.

	3
	Oversee rota management and casual staffing arrangements, ensuring resources are deployed efficiently, labour costs are closely monitored and controlled, and staffing levels remain aligned with operational demand and budgetary requirements.

	Finance & Financial Compliance

	1
	Ensure the timely and accurate raising of client deposit and final payment invoices through the Agresso finance system, maintaining compliance with financial procedures, supporting effective income collection, and ensuring financial records are kept up to date.

	2
	Ensure all financial procedures, controls and processes relating to Event operations are consistently followed, maintaining compliance with organisational policies, financial regulations and data protection requirements, while supporting accurate reporting, invoicing and audit readiness.

	3
	Generate contracts for all commercial business and ensure that clients are fully aware of all costs that they will incur during their event and supply final account to client within one week of the event finishing.

	General

	1
	Ensure barriers, risks and opportunities are identified and consistently shared with the Residence Experience Manager

	2
	To deputise at meetings for the Residence Experience Manager, as and when necessary, on matters relating to student & Guest Experience events and intake arrangements

	3
	Contribute to achieving the Campus Services departmental objectives 

	4
	Continually consider broad departmental and University sustainability (financial, social and environmental) as central to all projects, decisions, recommendations and activities.

	5
	Maintain good practice in line with University policies and procedures, particularly relating to Equality & Diversity, Health & Safety and environmental issues.

	From time to time you may be asked to assist in the facilitation of CPD activities.  This will form part of your substantive role and you will not receive additional payment for these activities. 
You will from time to time be required to undertake other duties of a similar nature as reasonably required by your line manager. 
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Person Specification


	Criteria:  Qualifications and Training
	Essential
	Desirable

	
	
	

	Educated to degree level or equivalent with substantial experience or possessing equivalent learning/work experience
	√
	√

	
	
	




	Criteria:  Knowledge and Experience
	Essential
	Desirable

	Demonstrable experience of managing sales and events operations within a hotel, conference centre, higher education or similar hospitality environment.
	
√
	


	Demonstrable experience of leading, training, managing and developing staff
	√
	

	Experience of working within a Higher Education Institution
	
	√

	Demonstrable experience of managing priorities
	√
	

	Experience of managing change 
	
	√

	Demonstrable experience of managing complex client requests and large scale  event operations while minimising impact on the wider university community.

	√

	

	Experience of developing effective relationships with internal departments, external clients and delegates to support collaborative working and successful service delivery.

	√

	

	Demonstrable experience of managing financial processes, including budgeting, forecasting, invoicing and financial monitoring.

	√

	

	Demonstrable experience of using a range of hotel, accommodation, booking and event management systems to support operational delivery, resource allocation and customer service.

	√

	

	Experience of raising and processing purchase orders and invoices accurately, in accordance with financial procedures and controls.
	√

	

	Experience in using Microsoft Office and business systems to improve efficiency, solve problems and support operational delivery.
	√

	




	Criteria: Skills and Aptitudes
	Essential
	Desirable

	Demonstrable experience of line managing and developing operational teams to deliver effective services, high performance and excellent customer experiences.
	√

	

	Strong problem-solving skills, with the ability to identify solutions, resolve issues effectively and adapt to changing operational demands.
	√
	

	Excellent verbal and written communication skills
	√

	

	Good organisational and self-management skills
	√

	

	The ability to work within and contribute to a team
	√

	

	Ability to manage expectations and workloads
	√

	







	   
Effective Behaviours Framework- Delivering the Experience

Campus Services has identified a set of effective behaviours or ‘acts’ which we value and have found to be consistent with high performance. Part of the selection process for this post will be to assess whether candidates have demonstrably exhibited these ‘acts’ previously. 


	Striving for Excellence:
Planning and organising workloads to ensure that deadlines are met within resource constraints.  Producing a high standard of work and consistently meeting objectives.  
  

	Providing Outstanding Service:
Willing and able to provide a professional, friendly and quality service to students, staff, commercial customers, visitors and suppliers. Displaying a positive ‘can-do’ attitude and tailoring the service to suit differing customer needs. 
  

	Problem Solving:
Able to remain calm under pressure and use initiative to overcome issues. Being proactive to ensure problems are not repeated and able to make suggestions on how we can improve. 
  

	Being Adaptable & Flexible:
Being open to new ideas and ways of working. Able to respond to shifting priorities and support colleagues when required.  


	Doing the Right Thing:
Being aware of how your behaviour impacts others. Showing respect and tolerance, being open and honest. Supporting environmental and fair-trade campaigns within Campus Services. 


	Caring:
Having a genuine desire to support others well-being. Being kind and compassionate to colleagues and customers. 


	Teamwork
Building effective working relationships. Working co-operatively with a wide range of inter-personal skills.   


	Developing self and others:
Showing commitment to own development. Seeking and accepting feedback.    
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