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	Job Title:
	General Manager

	Location:
	Plymouth

	Line Manager:
	Operations Director 

	Company Overview
	GRIP UK Ltd own and operate the UK chain of Climbing Hangar bouldering walls with sites in Liverpool, London and Plymouth with two more due to open in 2019 
With national expansion underway - and significant business-to-business and technology market opportunities - we’re at an exciting stage in our journey to becoming the UK’s No.1 climbing community and are looking for exceptional individuals to go on the journey with us.
We believe that life is a series of adventures, that it’s easier to get better together, that we should strive to deliver the unexpected. And above all, we believe that leaving the ground for fun is a route to a life well lived …
… and we believe that applies as much to the service we provide to our customers as it does to the way we run our business and work with our teams.

	Role Overview:
	As an ambitious General Manager, you will need to combine strong leisure sector commercial, financial and operational experience, and hands-on team management skills.

With sales and profitability KPI’s alongside service KPI’s, the successful candidate will intuitively understand the importance of attracting and retaining loyal climbing customers and delivering exceptional levels of customer service whilst also, maximising in-centre sales without negatively impacting customer experience and maintaining inspirational levels of team motivation and customer engagement.  All to be achieved within a tightly controlled cost structure requiring entrepreneurial flair and leadership.
Supported by a central operations, retail and marketing team, the you will be expected to effectively implement our market-leading customer engagement strategy to ensure that our customers not only rave-out-loud about our walls and our staff but also, about their fellow climbers.

In other words, you will play a fundamental role in establishing The Climbing Hangar as the UK’s leading climbing community, delivering a first-class climbing experience as well as encouraging customers to learn, socialise and help others achieve their goals. 

As General Manager, you’ll be afforded considerable operational and financial control to deliver and refine our approach to meet the needs of your customers. Equally, you can expect significant involvement with budget and target setting and, as ‘a manager with the freedom to manage,' a corresponding level of commercial, financial and operational freedom.

But with that freedom comes significant responsibility for success. This is not a role for the faint hearted or those who fear the level of accountability this level of freedom brings - and given this, the key requirements we’re looking for in candidates are: 

· Leisure sector operational experience of building, organising and motivating a diverse team of individuals to achieve demanding financial and non-financial performance targets
· Can drive a P&L and fastidiously avoids short term wins that harm the business.  You can use this data to drive your decisions and the energy of the team. Not scared of a calculated risk
· Entrepreneurially driven with sound commercial business development and sales skills
· Sees change as a positive, thrives off high growth businesses and loves the challenge of doing more with less, wants to grow with us

	General Responsibilities
	As an ambitious leisure sector professional with the skill, energy and determination to drive and profitably grow the business, you’ll relish the chance to be a mini MD thriving on earned autonomy, driving the commercial success of your centre to new heights and meeting and exceeding stretching agreed targets.

With a natural sense of calm and humble leadership, you’ll not only thrive on managing and controlling the systems, processes and people required to achieve your financial targets but will happily jump on the front desk, lead a class and make a great latte.  You will be as happy driving a spreadsheet as you will measuring critical customer KPIs
· New customer acquisition and conversion to members

· Retention and satisfaction of PAYG and members
· Facility cleanliness
· Local community engagement

	Specific Responsibilities
	This is an extremely varied and hands-on leadership role, so whilst supported by your Operations Director, retail and marketing team, you’ll readily lead by example and get involved in every aspect day-to-day centre operations including, but not limited to:
· 12-month financial and calendar planning
· Centre financial performance analysis and reporting
· Centre staff scheduling, management and payroll
· Reception desk, café and retail shop till, card and cash reconciliation
· Delivery of outstanding customer engagement and service – being proactive in providing help and support, and prompt in replying to customer email, social media or phone queries
· Ensuring that customers receive the exceptional level of experience our vision demands - across all Crew touch points
· Effectively briefing, managing and training Deputy Manager’s and Crew – including appraisals and personal development
· Effectively scheduling, managing and facilitating group bookings and events – including return on investment analysis
· Constant business, product and service improvement.
· Effective face-to-face product and service promotion and sales
· Effective management of the centre café and retail provision
· Robust staff, customer and contractor health, safety and hygiene management, including first aid


	Candidate Profile
	With a genuine interest in hospitality and leisure, you must be excited to learn about the bouldering scene and you’ll have a successful record of management experience and:

· Be passionate about customer service and be entrepreneurial in the way you manage 
· Have a proven track record in driving sales and coordinating local marketing activity as well as of recruiting and / or managing a successful team
· Ideally have experience as a Business / General Manager overseeing all business areas within leisure or hospitality and/or have substantial experience in a team leadership operational function

	
	Essential
	Desirable

	Qualifications

	· Relevant experience

· Promotion in your last role
· Glowing references

· Disclosure & Barring Service (DBS) check required to work with children & vulnerable adults
	· Supervisor / Manager Health & Safety Certified

	Experience
	· As a leisure and / or other relevant industry team leader, deputy manager or manager with relevant experience of;

· Team leadership / management

· Centre operations accountability

· Financial performance management

· Of delivering exceptional - and profitable - levels of customer satisfaction and experience whilst implementing significant process changes within an established team.
· Competent in the art of achieving results through others
· … and proven track record of achievement within a performance orientated environment including the organisational ability to implement, manage and monitor corrective action plans
	· Demonstrable Profit & Loss Accountability

· Budget Setting / Control Experience



	Skills
	· Team development and mentoring and experienced staff relationship building and appraisals
· Commercial B2B business development / sales
· Comfortable using a range of packages including; MS Office 365, CRM databases and staff scheduling software 
	· Demonstrable project planning & completion skills



	Attributes
	· Able to think creatively about ways to continuously attract and engage customers 

· A positive and relaxed manager with the ability to spot and develop staff’s skills and capabilities

· An effective project manager with the drive to see projects through to completion

· Commercial drive and skillset

· Passionate about customer experience 

· Analytical, attention to detail and organised.
	

	GRIP UK Ltd

	GRIP UK Ltd is a young, entrepreneurial organisation whose success is built on the foundation of our team’s passion and contributions. We believe in strong leadership, taking chances and that all ideas deserve to be heard.

We are ambitious and hardworking, prizing teamwork, flexibility and loyalty. We expect our employees to live well outside of work and bring our values of authenticity, expertise, inclusivity, responsibility and trustworthiness and we strive to make sure everyone finds fun in their job every day.  As one of the Hangar team you can expect regular reviews, training opportunities a competitive wage, flexi-time where possible, 28 days holiday entitlement, a great annual party and recognition for a job well done.

We believe that life is a series of adventures, that it’s easier to get better together, that we should strive to deliver the unexpected. And above all, we believe that leaving the ground for fun is a route to a life well lived. Join us and help deliver the Hangar experience for our customers and our team.
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