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JOB DESCRIPTION

| JOB TITLE: | Night Duty Manager
| REPORTING TO: \ Assistant Operation Manager
| LOCATION: | QVSR
HOURS OF WORK: 42 hours weekly. You will be scheduled to work from

8pm to 8am, and on a 4 on and 4 off rota bases. This
will involve evening, bank holiday and weekend
working.

ROLE OVERVIEW

The Night Duty Manager is responsible for the safe, effective and efficient operation of
QVSR accommodation throughout the night. The post holder will act as the person in
charge of the building during the night shift, providing leadership, oversight and
support to staff and residents.

The role has primary responsibility for maintaining health, safety, security and
emergency procedures during the night, while ensuring that residents receive a high
standard of service and support in an environment that promotes their wellbeing,
quality of life, dignity and independence.

The post holder will act as a key point of contact for residents, staff, visitors,
contractors and external agencies during the night and will ensure that all operational
issues, incidents and concerns are appropriately managed, recorded and escalated.
The role also requires the post holder to maintain effective working relationships with
QVSR staff, residents and relevant external stakeholders, ensuring continuity of
service between shifts.

KEY ACCOUNTABILITIES & RESPONSIBILITIES:

1. Leadership, Management & Overall Night-Time Operations

e Provide appropriate leadership, direction and supervision to staff working
during the night and ensure that all required duties and activities are completed
to the expected standard.

e Be the responsible person in charge of the QVSR building throughout the night
shift, ensuring the safe and effective operation of the service.

e Ensure effective communication and handover between shifts, including
reviewing handover notes and ensuring that all outstanding actions are
appropriately followed up.

e To ensure the coffee shop is open from 9:00pm to 11pm on a daily basis.

e CCTV monitoring inside and around the building is crucial, this also includes
the car park to ensure no unauthorised parking or access.
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e Ensure all resident visitors are signed via Reception iPad and are issued with
Visitor card. Visits can only take place until 10pm. Visitor must vacant the
premises by 10pm.

e Ensure the building is properly secured in accordance with QVSR procedures
by 11pm, and that robust & strict access control is maintained throughout the
night.

e Ensure that only authorised personnel are present within the QVSR premises
during the night.

o Complete the duty manager checklist and highlight any areas of concern to the
relevant managers.

e Receive and sign for deliveries e.g. bread, milk etc.

e Ensure that the reception desk is always manned and that the reception area is
kept cleaned and appears welcoming at all times.

o Cover reception responsibilities in the absence of the Assistant Night Duty
Manager, where required.

e Ensure no sleeping policy is strictly followed throughout the night- it is
imperative that night staff are awake even during their break time in case of
any emergency.

e Respond to emergency situations and take the lead in dealing with external
agencies / authorities.

o Ensure that all elements of customer care, cleaning, and quality control are
evident in every operational situation (catering, reception, maintenance,
welfare) during the shift.

e Undertake any other duties or operational responsibilities reasonably
commensurate with the role, as directed by the Operations Manager or
Assistant Operations Manager.

2. Health, Safety, Security & Emergency Management

e Maintain overall responsibility for health, safety and security arrangements
during the night shift, in accordance with QVSR policies, procedures and
relevant legislation.

e Act as the first point of contact for emergencies and take appropriate
immediate action to protect residents, staff, visitors and the premises.

e Lead the response to emergency situations and liaise effectively with external
agencies and emergency services where required.

e Conduct regular night-time building inspections and fire/security walks,
identifying and addressing potential risks, hazards or breaches of procedure.

e Ensure all health and safety concerns, incidents, accidents, hazards and
irregularities are appropriately documented, reported and escalated.

e Ensure maintenance issues, faults or other building-related concerns are
reported promptly through the appropriate helpdesk system and reported
appropriately.

e Ensure that all staff comply with QVSR health and safety policies and
procedures.

e Carry out relevant First Aid responsibilities within the scope of training and
organisational procedures.
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3. Resident Welfare, Safeguarding & Customer Care

e Build and maintain positive, professional and respectful relationships with
residents, promoting their dignity, wellbeing, quality of life and independence.

o Create a safe, welcoming and supportive environment that is conducive to
residents' welfare and independence.

e Respond appropriately to residents' concerns, requests and complaints,
ensuring that matters are documented, followed up and communicated to the
Welfare Manager, with the Operations Manager copied into relevant
correspondence.

e Ensure that all aspects of resident welfare and customer care are maintained to
the required organisational standards.

e Support and participate in resident activities and events where required.

o Promote QVSR by creating a positive, professional and welcoming impression
for residents, visitors and other stakeholders.

e Ensure that all visitors are appropriately registered through the reception iPad
and issued with the relevant visitor identification.

o Ensure visitor arrangements and permitted visiting times are adhered to and
that visitors leave the premises within the required timeframe.

e Maintain effective professional relationships with QVSR staff, residents and
other stakeholders.

4. Financial & Resident Account Responsibilities

e Ensure the till float is checked and reconciled at the beginning of each shift as
part of the handover process, with any discrepancies accurately recorded and
reported.

e Ensure Service Charge payments are processed accurately through the
relevant database/account system.

e Provide residents with appropriate payment receipts and ensure all
transactions are accurately recorded on the relevant bed card/account.

e Ensure all relevant financial transactions are correctly cashed out and
reconciled at the end of the shift.

o Complete monthly checks of resident accounts following the application of
Housing Benefit payments to ensure that payments received correspond with
the applicable four-week charges.

e |dentify, document and report any account discrepancies to the Welfare
Manager and relevant management personnel.

e Prepare weekly financial/operational summary information and highlight any
discrepancies for review by the Operations, Welfare and Finance Managers.

5. Communication, Administration & Reporting

e Prepare accurate daily night reports, ensuring that significant events, incidents,
actions and concerns are clearly documented.

e Ensure all relevant information is recorded accurately and communicated
during shift handovers.
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e Answer and appropriately forward incoming calls and messages to the relevant
department.

e Ensure telephone and email messages contain sufficient information, including
the caller's name, contact details and a clear description of the message or
request.

e Ensure all maintenance issues and faults are accurately recorded on the
helpdesk system and escalated where appropriate.

e Prepare weekly summary reports for the Operations Manager, Welfare
Manager and Finance Manager, ensuring they are available by Monday
morning.

e Ensure all incidents, complaints, health and safety concerns, security matters
and other significant occurrences are documented and communicated to the
appropriate manager.

e Maintain accurate and confidential records in accordance with QVSR policies
and procedures.

6. Staff Conduct & Compliance

e Ensure personal conduct, professional standards and service delivery are
consistent with QVSR policies and procedures.

o Comply with the organisation's dress code and professional presentation
standards.

e Ensure all duties are undertaken in accordance with relevant company policies,
procedures, legislation and regulatory requirements.

o Take reasonable care of your own health and safety and that of others who
may be affected by your actions or omissions.

o Comply with the requirements of the Health and Safety at Work etc. Act 1974,
together with all relevant QVSR health and safety policies and procedures.

e Maintain confidentiality and handle resident, staff and organisational
information appropriately and in accordance with organisational requirements
and applicable legislation.

7. General Conditions

e This job description is intended to provide a clear indication of the principal
duties and responsibilities associated with the post. It is not intended to be
exhaustive.

e The post holder may be required to undertake additional duties that are
reasonably commensurate with the level and responsibilities of the role.

e QVSR reserves the right to review and amend this job description periodically
to reflect changes in operational, organisational or service requirements.

e Any significant changes to the role will be discussed with the post holder as
appropriate.

e The post holder is expected to work collaboratively with colleagues and
contribute positively to the overall effectiveness and quality of the QVSR
service.

o Undertake any other duties reasonably commensurate with the post, as
directed by the Operations Manager or Assistant Operations Manager.

o Participate in ad-hoc projects or operational initiatives where required.
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e Maintain a flexible and professional approach to the duties and responsibilities
of the role.

8. Essential Requirements

o Experience of night working

e Good communication and interpersonal skills

e Planning and staff co-ordination experience

o Ability to solve problems and use own initiative

e Ability to work under pressure and prioritise a busy workload

e Strong organisational skills

o Aflexible, reliable and conscientious approach to work, with the ability to work
effectively as part of a team

o Ability to use Word, Excel and MS Outlook

e Good time management

o Attention to detail.
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