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Job title: Night Porter 

	Location: Partnership Hotels 

	Profession:  People, Health & Wellbeing

	Reports to: Guest Service Manager 


	People Management: No
Assignment Management: Yes


	Partnership Level: Partnership level 9
	Manager’s Partnership level: Partnership level 8


	Number of direct reports: 0

	Partnership level(s) of direct reports: None




	About the John Lewis Partnership
The Partnership is the UK’s largest employee-owned business and home to our two well-loved retail brands - John Lewis & Partners and Waitrose & Partners, as well as expanding into new areas beyond retail.
We aren’t an ordinary business though. The Partnership is different because everyone who works here isn’t just an employee. We are Partners, with a shared responsibility for our success, and we share the rewards when we’re successful. 
Everything we do is powered by our unique purpose: Working in Partnership for a happier world. Our Purpose inspires our principles, drives our decisions and acts as our guide, so that everything we do contributes to Happier People, Happier Business and a Happier World. 



	Critical purpose of the role
The primary purpose of this role is to contribute as a vital member of the hotel team, ensuring an exceptional guest experience through the provision of leading customer service and a secure environment for guests, members, and staff during the night. This role also adds value to the efficient and profitable operation of the hotel, supporting the achievement of business and personal objectives, as well as those of the team and the hotel



	Primary Outcomes & Accountabilities
Being a brand ambassador who provides a consistently outstanding customer experience.
· Shares knowledge and expertise with colleagues to develop department and hotel performance.
· Demonstrates flexibility to support across other areas of the hotel and departments when required.
· To be a brand ambassador by being a warm and friendly Partner who provides a consistently outstanding customer experience that is unrivalled in the marketplace. 
· To meet all legislative requirements for your home department and other areas of the hotel that you may work across. 
· Deliver agreed key performance measures for your department.
· To resolve customer queries or complaints at the first point of contact.
· Where applicable, achieve sales targets by actively promoting the hotel offer and upselling where possible.
· Offer advice and recommendations based on guest requirements.
· Carry out stock control processes to manage wastage and minimise loss.  
· Identify and communicate opportunities for continuous improvement and greater efficiency
·  Providing security services across the estate
· Resolving guest queries 
· Working with the maintenance team to resolve Reactive maintenance issues 
· Clearing and cleaning duties across the estate, including clearance and set up of events.
· Handing over to relevant teams 
· Comfortable with lone working 
· Check - in and check out of late arrivals and early departures 
· Locking and securing estate outbuildings and offices 
· Reacting to and resetting building alarms where required 

Act in accordance with the Partnership’s purpose and democratic principles, constructively participating in co-ownership, and demonstrating to customers and each other that it is a better way of doing business. Share your knowledge, experiences, ideas and opinion to improve the Partnership, speaking honestly and frequently.
Invest in your personal and professional development to achieve your potential, by doing more, doing better, or doing differently. Continuously engage with and actively contribute to your Profession
Appreciate what different life experiences bring to the Partnership and the value this adds to unbiased and smarter decision making.
	Measures of success
· Manager, team and guest feedback 




	Skills 
· PC skills 
	Confident PC user, Google Suites, email, Excel, Microsoft Office. Hotel booking software desirable

	· Communication Skills 
	Excellent and professional verbal communication skills, ability to communicate to guests and team at all levels.  

	· Physical and mental dexterity 
	The role can be both physically and mentally demanding and requires an appropriate level of fitness and practical dexterity.


	· Flexible and adaptable 
	Ability to adjust and be flexible to changing situations. You will be an active part of hotel operation from Security, Housekeeping and Catering.  

	· Working under pressure & Lone working  
	Ability to remain calm under pressure to problem solve guest queries and complaints. Ability to react with decisive action. Often working alone you will be able to deescalate any problems that arise



	Qualifications & Experience (where applicable) 

	Essential
· UK Drivers License 
· Experience of lone working environment 
· First aid 
· Duty managing and building security 
· PC & IT Skills 

	Desirable
· Knowledge and/ or experience of working within a hotel environment, Basic maintenance skills, Willing to gain new competencies and skills through training.
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