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Further Particulars for Applicants 




	Residential and Business Services



Residential and Business Services administers and manages approximately 4,200 catered and self catered student residential places over 13 sites in St Andrews. The department is the largest operational unit in the University, employing approximately 400 staff in a variety of different roles.
In addition to running the residences during term time, Residential and Business Services:

· runs the cafes in Gateway, the Physics building, the Medical Sciences building, the Library, and the bistro at David Russell Apartments;

· provides conference, hospitality and catering services at the University;

· services events such as receptions, buffets, formal dinners and weddings;  

· provides accommodation for groups and holiday makers during the summer; 

· co-ordinates the hospitality for Graduation ceremonies twice per year.

The job description for this role is attached below.

	Job Description




	Job Title: 
Retail Cafe Manager
School/Unit: Residential and Business Services
Reporting to: Deputy Director 
Responsible for: Retail Catering teams  

Job Family: Managerial, Specialist & Administrative

	Working Hours: Full Time/36.25 hrs per week
Grade/Salary Range:  £26,495 - £31,604 per annum
Reference No: AD2083ML
Start Date:  As soon as possible



	Main Purpose of Role


To ensure effective and sustainable retail activities are carried out within catering outlets, facilitating revenue generation through hands-on support of marketing initiatives and projects, and to support and develop a retail culture throughout the University.

The remit of the role should focus on embedding retailing disciplines and practices into relevant University operations through training, sharing best practice and coaching, and requires an in-depth understanding of operations and retail activities to implement workable solutions that add value to individual outlets.

	Key Duties and Responsibilities


1. Management of all retail catering outlets

2. Ensuring retail display and merchandising standards are implemented, understood and maintained

3. Ensuring effective use of marketing and retail tools (sales boards, style guide, promotional tool kits etc) to achieve financial performance

4. Developing a rolling marketing activity plan to deliver tangible revenue generation and financial contribution.

5. Full participation in corporate promotions such as Healthy Eating, Fairtrade, etc.

6. Agreeing a calendar of relevant promotional activities to drive participation and sales for the outlets

7. Regular reporting and review with Central Management team

8. Overseeing and implementing front of house incentive schemes
9. Planning and mobilisation of new or refurbished sites, to take full responsibility for the planning and implementation of these when they occur

  General

· Manage all retail catering activities in accordance with departmental and University objectives

· Understand and comply with all University policies and procedures and ensure the daily implementation of these in the day to day operations

2.  Customer Service and Service Delivery

· Ensure that the highest standard of food quality, presentation and service are achieved and maintained at all times in retail operations
· Build and maintain good customer relations and address and successfully resolve customer-related complaints

· Promote a professional image of the University at all times
· Motivate team to deliver excellence in customer service
· Provide a suitable feedback mechanism so that customers can provide regular feedback on the café services and actions taken from these results
3.  Service Development 
· Provide innovation in the service offering to customers and be proactive with service development and changes to meet customer needs

· Ensure regular monitoring of menus for variety and cost and to provide innovative ideas for retail menu planning
· Demonstrate quality front of house standards for food display, through appropriate operational support materials, eg packaging, labelling, signage, planograms, light equipment, customer service measurement systems etc
· Facilitate, roll out and effect customer participation in customer satisfaction surveys or programmes and ensure effective reporting and use of results.(Eg; Mystery Guest, mobile feedback pods and Focus Groups)

· Assist the Retail teams with creation of retail marketing proposals including sales propositions, customer research details and maintain library of food photography, case studies and presentations
· Plan and organise theme days and promotional events, including maximizing the value of any specific promotions agreed with approved suppliers
· Ensure café services are keeping up to date with technology and that suitable EPOS systems and social media are used to promote the café services

4. Staff Management

· Motivate and involve staff in the retail teams in delivering service excellence in food and customer service

· Undertake effective manpower planning, by compiling and implementing staff work schedules and duty rotas

· Record and manage staff time-keeping and complete monthly timesheets

· Carry out PDR appraisals for staff on an annual basis, evaluating and reviewing team performance with each member of the team

· Induct all new staff including relief staff as per induction requirements

· Meet an annually agreed level of staff satisfaction within the catering service, in line with University standards and RBS objectives, evidenced through feedback mechanisms 
· Manage the time and tasks of self and team effectively to maximise efficiency and productivity

· Maintain good communications and working relationships with management team, customers and all staff 
· Attend Management Meetings when required, and holding regular meetings with operational teams
· identify staff training needs and carry out training relevant to new procedures, processes and equipment

· Ensure that all staff strictly adhere to the appropriate dress codes
5.  Health and Safety, Compliance and Quality Assurance

· Ensure that the highest standard of food quality, presentation, safety and service are achieved and maintained at all times in retail outlets

· Ensure supervisors check supplies are of specified quality and comply with procurement or contractual arrangements 

· Maintain a high standard of hygiene and safety in respect of premises, staff and food handling by ensuring that all staff members attend the relevant hygiene and safety training

· Ensure food preparation, storage and dining areas adhere to the Food Safety Act, the Food Hygiene Regulations and any other relevant legislation - particularly HACCP
· Manage and implement procedures and practices in Fire Safety, Health and Safety, COSHH and First Aid, and all other relevant safety procedures, including competing, maintaining and reviewing risk assessments, policies and practices, as they relate to kitchen, catering and dining areas
· Where retail operations share building facilities, work alongside other building users to ensure a consistent and integrated approach to health and safety matters relating to the premises
6.  Financial and operational performance
· To ensure that saffron is being fully utilised within the retail business and is being used for all ordering, stocktaking and providing nutritional information to customers
· To ensure that the correct financial procedures are followed as laid down by the University
· Ensure performance against targets is monitored, reported and any variance investigated and acted on in a timely manner.
· Monitor the monthly accounts with the Catering Manager to ensure financial performance is achieved 

· Ensure that all financial weekly / monthly returns are submitted at the appropriate times in the correct format
· To work within the limits of the required budget and RBS objectives, maximise use of resources 
· Ensure procedures for the correct storage and security of stock in units are followed 
· To attend regular progress meetings with Management and hold similar meetings as required 
· Provide management with necessary information on the individual units’ performances, preparing brief overview reports as and when required 
7. Procurement
· Ensure the University receives best value from its established national, regional and local procurement contracts by discussing and negotiating retail promotions, promotional materials and retail or other value discounts which will enhance customer experience and financial return

· Wherever possible, incorporate environmental and social considerations into the products purchased and the services provided
· To develop relationships and liaise with suppliers to ensure that goods and services meet the agreed specifications and delivery schedules 
· To lead and be involved in any tender processes for the cafes
8.  Any other duties as required by the Deputy Director
Special Requirements: 

Post holder is required to

· work 5 days out of 7 including work at weekends and outwith normal working hours
· work as appropriate to the operational need of the department, including providing cover during periods of absence of other senior staff

· relocate at the request of the management
· note that operations change and some adjustments to hours may occasionally be invited

Please note that this job description is not exhaustive, and the role holder may be required to undertake other relevant duties commensurate with the grading of the post.  Activities may be subject to amendment over time as the role develops and/or priorities and requirements evolve.  

Please note that this job description is not exhaustive, and the role holder may be required to undertake other relevant duties commensurate with the grading of the post.  Activities may be subject to amendment over time as the role develops and/or priorities and requirements evolve.  

	Person Specification 


This section details the attributes e.g. skills, knowledge/qualifications and competencies which are required in order to undertake the full remit of this post.  

	Attributes 
	Essential
	Desirable 
	Means of Assessment

(i.e. application form, interview, test, presentation etc)



	Education & Qualifications 

(technical, professional, academic qualifications and training required) 


	Qualification in Retail Management or equivalent

Experience in large contract or small multi-site business


	
	Application form

	Experience & Knowledge

(examples of specific experience and knowledge sought) 


	Food service/catering or retail operational  experience within a commercial environment

Strong retail orientation – experienced in point of sale display
	Understanding of profit and loss account management, budget management

Experience in retail marketing

	Application, OPQ 32, interview

	Competencies & Skills

(e.g. effective communication skills, initiative, flexibility, leadership etc)   


	A passion for service and quality

Excellent customer and people management skills and the ability to communicate appropriately at all levels of the business

Flexibility and ability to work on own initiative

Professionalism 

Hands-on operator  with the ability to lead by example through operational excellence

Eye for detail


	An excellent knowledge of Food Hygiene including HACCP

Ability to suggest and implement improvements and positive changes


	Application, OPQ 32, interview, references

	Other Attributes/Abilities 

(if applicable) 


	
	
	


Essential Criteria – requirements without which a candidate would not be able to undertake the full remit of the role.  Applicants who have not clearly demonstrated in their application that they possess the essential requirements will normally be rejected at the short listing stage. 

Desirable Criteria – requirements which would be useful for the candidate to hold.  When short listing, these criteria will be considered when more than one applicant meets the essential requirements.  

	Other Information  


We encourage applicants to apply online at www.vacancies.st-andrews.ac.uk/welcome.aspx, however if you are unable to do this, please call +44 (0)1334 462571 for a paper application form.  

For all applications, please quote ref:  AD2083ML
This role does not meet the minimum requirements set by the UKVI to enable sponsorship of migrant workers.  Further information can be found at https://www.st-andrews.ac.uk/staff/policy/immigration/
The University is committed to equality for all, demonstrated through our working on diversity awards (ECU Athena SWAN/Race Charters; Carer Positive; LGBT Charter; and Stonewall).  More details can be found at http://www.st-andrews.ac.uk/hr/edi/diversityawards/.
The University is committed to equality of opportunity.

The University of St Andrews is a charity registered in Scotland (No SC013532).
	Obligations as an Employee   


You have a duty to carry out your work in a safe manner in order not to endanger yourself or anyone else by your acts or omissions.   

You are required to comply with the University health and safety policy as it relates to your work activities, and to take appropriate action in case of an emergency.
You are required to undertake the Information Security Essentials computer-based training course and adhere to its principles alongside related University Policy and Regulations.
You are responsible for applying the University’s equality and diversity policies and principles in your own area of responsibility and in your general conduct.

You have a responsibility to promote high levels of customer care within your own area of work/activities.

You should be adaptable to change, and be willing to acquire new skills and knowledge as applicable to the needs of the role.  

You may, with reasonable notice, be required to work within other Schools/Units within the University of St Andrews.

You have the responsibility to engage with the University’s commitment to Environmental Sustainability in order to reduce its waste, energy consumption and carbon footprint.
	The University & Town 




Founded in the early 15th century, St Andrews is Scotland’s first university and the third oldest in the English speaking world. 

Situated on the east coast of Scotland and framed by countryside, beaches and cliffs, the town of St Andrews was once the centre of the nation’s political and religious life.

Today it is known around the world as the ‘Home of Golf’ and a vibrant academic town with a distinctively cosmopolitan feel where students and university staff account for more than 30% of the local population.

The University of St Andrews is a diverse and international community of over 10,500, comprising students and staff of over 120 nationalities. It has 8,800 students, just over 6,600 of them undergraduates, and employs approximately 2,540 staff - made up of c. 1,190 in the academic job families and c 1,350 in the non-academic job families.

St Andrews has approximately 50,000 living graduates, among them former Scottish First Minister Alex Salmond and the novelist Fay Weldon. In the last 90 years, the University has conferred around 1000 honorary degrees; notable recipients include Benjamin Franklin, Rudyard Kipling, Alexander Fleming, Iris Murdoch, James Black, Elizabeth Blackadder, Tim Berners-Lee and Hillary Clinton.   

The University is one of Europe’s most research intensive seats of learning. It is the top rated university in Scotland for teaching quality and student satisfaction. In the Research Excellence Framework (REF) 2014 the University was ranked top in Scotland for quality of research output and one of the UK’s top 20 research universities.

St Andrews is consistently held to be one of the United Kingdom’s top ten universities in university league tables compiled by The Times and The Sunday Times, The Guardian and The Complete University Guide. In the 2014/15 Times and Sunday Times Good University Guide, St Andrews is ranked 3rd in the UK, behind only Oxbridge. The same guide has named St Andrews its Scottish University of the Year in 2013 and 2014. The University has eight times been named the top multi-faculty university in the UK in the National Student Survey – a direct reflection of the quality of teaching, assessment and facilities. In international and world rankings St Andrews scores highly for teaching quality, research, international outlook and citations. In the 2014 Times Higher Education World Rankings St Andrews is 14th in the world for International Outlook, 33rd for research and teaching in Arts and Humanities and 81st for Citations. It is ranked 111th overall in the Times Higher Rankings and 88th in the QS University World Rankings. 

Its international reputation for delivering high quality teaching and research and student satisfaction make it one of the most sought after destinations for prospective students from the UK, Europe and overseas. In 2012 the University received on average 12 applications per place. St Andrews has highly challenging academic entry requirements to attract only the most academically potent students in the Arts, Sciences, Medicine and Divinity. 

The University is closely integrated with the town. The Main Library, many academic Schools and Service Units are located centrally, while the growth in research-active sciences and medicine has been accommodated at the North Haugh on the western edge of St Andrews.

As the University enters its seventh century, it is pursuing a varied programme of capital investment, including the refurbishment of its Main Library and a major investment in its collections, the opening of a research library, the development of a major arts centre, the refurbishment of the Students’ Union, and the development of a wind-farm and green energy centre to offset energy costs.
