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JOB DESCRIPTION
Job Title:	Lodge Manager (Reception Manager)
Reports to:	Head of Rooms Division
Reportees:	Lodge Staff
Keble Grade:	5

Overall Purpose of the Role
The Lodge Manager is a visible leader within the College community, responsible for delivering an exceptional front-of-house service that reflects the reputation, values and standards of the College. As the first point of contact for students, staff, alumni and visitors, the Lodge Manager plays a pivotal role in shaping the College’s first and lasting impression—ensuring it is consistently professional, welcoming and secure.
This role combines leadership, operational oversight, and service excellence. The Lodge Manager leads the Lodge team in providing outstanding reception, security, emergency response and guest services, ensuring the Lodge operates to the highest standards of efficiency, safety and hospitality at all times.

Key Responsibilities
Leadership & Team Management
· Provide strong and inspirational leadership to the Lodge team, fostering a culture of professionalism, accountability and service excellence.
· Recruit, train and supervise Lodge staff, ensuring they are confident, skilled and motivated in delivering outstanding service.
· Manage staff rotas and workforce planning, ensuring appropriate and cost-efficient cover 24/7, including during events and absences.
· Administer payroll-related duties accurately, including wages, leave, absence and sickness records. 
· Own the Lodge budget, working closely with the Head of Rooms Division to manage spend, forecasting and efficiencies.
· Conduct regular 1:1 meetings, performance reviews and annual appraisals, maintaining accurate staff training and development records.
· Identify training needs and deliver or arrange training in collaboration with the Deputy Lodge Manager and Head of Rooms Division.
· Ensure the Lodge team sets the tone for a positive College experience through professional conduct, presentation and interaction.
· In collaboration with the Head of Rooms, develop, document and implement service standards and SOP’s covering all operations and escalations.
· Maintain excellent communication across the Lodge and wider College departments to support smooth coordination of services.
· Attend relevant meetings, including Domestic Bursary team meetings, OUSS security briefings and the Head Porters Committee.



Operational Oversight
· Lead the daily running of the Lodge, ensuring it operates as a centre of excellence for reception, communication and security.
· Act as the key point of contact for College security issues, taking responsibility for responding to incidents and liaising with Thames Valley Police and University Security Services when required.
· Oversee the use and management of CCTV and SALTO access control systems in line with College policy and data protection legislation.
· Maintain and develop the College’s key control systems, ensuring accurate and secure handling of physical and electronic keys.
· Ensure all Lodge risk assessments are documented, up to date and embedded in daily working practices.
· Promote and enforce safe working practices in line with Health and Safety requirements.
· Oversee fire safety procedures within the Lodge including weekly testing, alarm response, regular fire drills and operation of the fire control panel.
· Ensure GDPR compliance within Lodge operations, including maintaining Records of Processing Activities (ROPA).
· Oversee the management of student pigeonholes and staff mail systems.
· Act as the College contact for Royal Mail, University Messenger Service and courier providers.
· Ensure compliance with relevant College policies, including GDPR and oversee responsibility for protocol tasks such as flag raising.
· Provide accurate financial and operational data to Accounts, including franking, taxi bookings and till transactions.
· Manage ordering and stock control of College first aid supplies as designated budget holder.

Emergency Management & Security
· Lead and coordinate emergency response from the Lodge, acting confidently and decisively under pressure.
· Train Lodge staff on emergency procedures and maintain readiness for fire, security or medical incidents.
· Monitor Lodge security systems and escalate concerns promptly to protect College people, buildings and assets.
· Act as a trusted guardian of the College environment, maintaining vigilance and safeguarding responsibilities at all times.

Guest Experience & Hospitality
· Ensure the Lodge delivers a consistently high standard of guest service, upholding College values in every interaction.
· Act as the main point of contact for conference guests in the absence of the Conference Team, providing a smooth, professional welcome.
· Resolve guest issues promptly and effectively within agreed complaint resolution limits.
· Maintain strong local knowledge to offer recommendations to visitors and enhance the College's guest experience.
· Support commercial activity by promoting College services and encouraging upselling opportunities where appropriate.
· Coordinate storage and distribution of guest luggage during peak times.
· Build and maintain positive relationships with repeat visitors, conference clients, alumni and partners.
· Ensure the Lodge team are fully briefed on upcoming College events and operational requirements.
· Ensure all additional charges for guest services are accurately recorded and billed.
· Oversee professional display and removal of conference signage.

General
· To be an ambassador of the College, maintain a visible presence across Lodge and guest areas, supporting staff
· Promote a collaborative and healthy working environment.
· Oversee associated operations such as the College gym and term-time meeting room bookings.
· Identify opportunities to improve service, efficient ways of working and cross-department collaboration.
· Understand the student and guest experience and seek feedback to help implement a culture of continuous improvement.
· Undertake other duties as reasonably requested by the Head of Rooms Division.

Authority Limits
· Invoice approval limit: £1,500 (higher values require counter-signature from Head of Rooms)
· Guest complaint resolution authority: Up to the equivalent of 2 nights’ accommodation / £150 / complimentary meal or similar
· Budget responsibility: First Aid supplies
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