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Glasgow




	Position:
	Hospitality Representative

	Job Family/
Grade/Level:
	Catering/Grade 1/CAT1

	Purpose
	To work as part of a team to deliver a first class customer service experience within a busy location


	Summary 
of Role:
	Reporting to the Hospitality Services Team Leader the main duties and responsibilities are:

· The delivery of a professional service to customers

· Ensuring you work within the standards, procedures and methods as detailed in the service manual or as directed by your team leader
· To assist customers wherever possible
· Undertake housekeeping and cleaning duties as directed by the Team Leader
· To attend any team meetings and training as required
· Support the busy operation by performing tasks as instructed by the Team Leader
· The efficient handling of payments for goods and services i.e. cash/credit card and operation of a computerised system
· Operate at all times within the current food safety and Health and Safety at work legislation
· Any other duties as required and appropriate to the post and in line with business demands
Note: - This is a summary of the role and may be altered to reflect the changing needs of the business.


	CRITERIA
	ESSENTIAL
	DESIRABLE
	EVIDENCE

	Education, Qualifications 
and Training
	
	· Working towards English, Maths and another at standard grade (credit level) and/or equivalent Vocational Qualification.
	( Application Form

( Certificates


	Skills
	· Ability to prepare, present and serve food to internal and external customers in accordance with health and hygiene procedures
· Ability to use and clean industrial kitchen equipment e.g. mechanical cutters and fryers
· Ability to keep basic records such as store sheets and temperature charts in accordance with health and safety procedures
· Ability to organise daily work routines and co-ordinate and instruct team members in food preparation
· Capacity for understanding and following straightforward instruction.
	· Ability to use an electronic till
· Cash handling experience.

	( Application Form

( References

( Interview

( Assessment

	Knowledge
	· Food hygiene awareness.
	· Knowledge of stock ordering.
	( Application Form

( References

( Interview

( Assessment

	Other


	· Shows an enthusiastic and positive manner

· Has an ability to work alone or as part of a team

· Demonstrates a flexible approach to the needs of the business

· Prioritises the needs of the customer
· Can demonstrate the ability to deal with confidential matters where appropriate. 
	
	( Interview



	COMPETENCIES
	COMMUNICATING (L1)
	SELF-DEVELOPMENT (L1)
	EVIDENCE 

	Core Area:

Personal Effectiveness
	· Speaks clearly and calmly, and is tactful

· Good listener

· Makes sure that people have understood, and they know to pass the message on to others

· Sorts out information appropriately, and writes, or inputs, it correctly.
	· Knows what results need to be achieved, and how to achieve them

· Keeps up-to-date with any changes in the skills and knowledge needed

· Joins in with any training required.


	( Application Form

( References

( Interview

	COMPETENCIES
	CUSTOMER ORIENTATION (L1)
	CUSTOMER ORIENTATION (L1)
	EVIDENCE

	Core Area:

Providing Excellent Customer Service 
	· Treats customers fairly and consistently

· Provides a professional, polite and high quality service.
	· Spots mistakes or problems and apologises for them.
	( Application Form

( References

( Interview

	COMPETENCIES
	ATTITUDE (L1)
	ATTITUDE (L1)
	EVIDENCE

	Core Area:

Managing Change
	· Happy to be told about new ideas and ways of working
· Tries hard to do things the new way, when things change.
	· Does not mind being interrupted in the middle of a task.
	( Application Form

( References

( Interview

	COMPETENCIES
	MOTIVATION (L1)
	MOTIVATION (L1)
	EVIDENCE

	Core Area:

Delivering Results
	· Keen to do things, and to do them well

· Works well, even when time is short or things are difficult

· Does not mind being told when has done something wrong.
	· Does not mind being told when has done something wrong.
	( Application Form

( References

( Interview
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