JOB DESCRIPTION
ROLE:

Cottage Care Manager - Wales

Salary:

TBC

Full Time:
		

37.5 hours per week (mainly Mon-Fri but will include Sat or
some out of hours cover on a rota basis)

Location:

Mumbles (but will include travel to our other Welsh offices at certain times)

About us:
Established in 1972, Home from Home have been in the tourism business for 48 years. We are the most
experienced agency on the peninsula with the largest portfolio of properties in Mumbles, Gower and
Swansea Marina.
We are one of a group of locally focused brands owned by The Original Cottage Company,
a family-owned business that has grown to be one of the UK’s leading lettings companies.
On a National level we work alongside the other Welsh brands, these are Powells Cottage Holidays ,
Abersoch Holiday Homes , Wales Cottage Holidays and Best of Wales.
REPORTING TO:

General Manager

ROLE SUMMARY:
The management of the Home from Home property portfolio (and other brands in Wales) to high
standards, to achieve the best possible customer feedback, homeowner retention and homeowner
recommendations. To manage the Property Management Services (PMS) staff based in Mumbles,
other PMS staff across Wales and to be part of the Senior Management Team (SMT) in Wales.
The wider parts of the role would include supporting the team in all aspects of business including
recruit new holiday cottages to maintain and manage, and grow the business

S TAY I N S T Y L E O N T H E L L Ŷ N

Home From Home, 101 Newton Road, Mumbles, Swansea, SA3 4BN | T: 01792 360624 | homefromhome.com
We are small group of locally focused brands owned by The Original Cottage Company Limited, which is a family owned private limited company
incorporated in England (registered number 06951692) with a registered address at Bank House, Market Place, Reepham, Norwich, NR10 4JJ. VAT No. 595 2110 44.

KEY RESPONSIBILITIES
Existing Properties
1. Manage the portfolio of properties for Home from Home. These may be marketed by several
other holiday or residential letting agencies, on listing sites, or by homeowners themselves.
2. Co-ordinate all suppliers, cleaners, housekeepers, gardeners, maintenance contractors, laundry services
and others to ensure that properties are presented to a high standard when guests arrive.
3. Ensure that all properties managed meet all legal and company Health and Safety and compliance
requirements
4. Respond to guest queries / complaints as required and ensure that any problems are resolved as soon
as possible, during their holiday whenever possible.
5. Ensure that properties are cleaned and prepared on occasions when a housekeeper or cleaner is
unable to, doing them his/herself or with other members of the team when absolutely necessary or if
no other housekeepers or cleaners are available.
6. Liaise with homeowners regarding the quality/standards of the property and customer feedback,
managing them to ensure that all properties consistently meet the expectations of reasonable customers
7. Provide regular reports to the General Manager on agreed Key Performance Indicators.
8. Deal with homeowners either in the office or at their accommodation
9. Set service level targets annually with the General Manager and review progress regularly.
Lead Generation and Property Recruitment
1. Proactively help generate prospective owner enquiries through a variety of means including
networking, recruitment events and local marketing.
2. Deal with prospective owner enquiries and homeowners and follow-up any queries that may
arise from that enquiry.
3. Give advice and valuations for managing cottages over the phone or in person.
4. Input prospective owner details and dispatch up-to-date owner information packs to enquirers.
5. Maintain an accurate database with regard to enquiries and inspections.
6. Offer consistently high standards of service to gain business through recommendations
Marketing and Administration
1. Assist in setting up and attending home-owner events and marketing, PR and promotion events
2. Generate a positive, proactive attitude in the office with a particular focus on customer care and
high quality workmanship and standards
3. Drive and maintain a high standard of service and work with the team (including housekeepers and
maintenance contractors) and look for ways for staff to maximise their output and improve
customer service
4. Review office processes and ensure that work is done in an efficient and cost effective manner
5. Deal with and make final decision on complaints regarding Cottage Care / PMS services
6. Ensure that all homeowner accounts are correct, and ensure that contractors are paid on time
7. Feed in to the Marketing team on any local opportunities and champion the brand locally and nationally.
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People Management
1. Generate a positive, proactive attitude throughout the team and foster positive staff relations, looking
for ways to maintain good morale and team–working
2. To conduct staff appraisals for the Cottage Care / PMS team and to provide ongoing support, monitoring
of individual and team performance, coaching and feedback
3. To assist the General Manager in any necessary performance management issues
4. To ensure excellent communication throughout the Cottage Care / PMS Team, including communicating
performance – creating awareness and knowledge throughout the team.
IT
1. Take the appropriate part in supporting and coordinating the ICT function, including identifying needs
and gaps to the General Manager
2. Assist with any ICT projects, as required
Health and Safety
1. Take the appropriate part in the implementation of Health and Safety policies and procedures
2. Ensure all other relevant safety and trading regulations are complied with
3. Ensure all health and safety and other relevant regulatory requirements are adequately communicated
to the team
4. Liaise with the HR Advisor where training needs are identified
Team
1. Show awareness of the needs of fellow team members and show them courtesy
2. Communicate effectively with others in the team
3. Work collaboratively with colleagues in order to meet the objectives of the business
General
1. Take the necessary action to ensure the correct implementation of the General Data Protection
Regulations within area of remit
2. In conjunction with the General Manager, manage/assist in any projects, as required
3. Assist colleagues in day to day tasks where service demands are high
4. Attend work with a clean and smart appearance, wearing the appropriate attire
5. Undertake any other tasks that may be reasonably requested
6. Implement the policies and procedures set out in the Employment Handbook

Signed							Date				
(Employee)
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