
 

 

 

 

Hospitality 
Concierge 
Role Profile 

 
 
The Estates team provide an exceptionally high quality service to our residents.  As 
an Estates Worker (24/7 Concierge) you will be expected to meet the daily 
challenges that come with dealing with the public, maintaining building and grounds, 
security services whilst continually providing a safe environment in which the 
residents can enjoy life.  Residents are at the heart of what we do and the Estates 
team therefore enjoy day to day contact with older people, have patience and 
excellent communication skills to reassure and assist as required.  The Estates team 
work flexibly and assist other team members on a variety of tasks when needed.     
 
 
 
 
Role purpose: 
Reporting to the Senior Concierge and the Manager, the Concierge will ensure that 
residents, colleagues and visitors can live and work in a safe environment with an on-call 
service when required.   
 

 
 
 
Hours of work: 
The Concierge will provide a 24/7 service on a rota working 12 hour shifts, which covers 
both nights and weekends.  Flexibility is therefore required with working hours which will be 
stated on the job advert.  
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Duties 

1. Welcome residents, customers and visitors upon entrance and act as the point of 
reference for residents, customers & visitors who need assistance or information and 
attend to their requirements within reason. 

2. Understand client’s needs and provide them with personalised solutions by suggesting 
activities and facilities provided at TCQ.  

3. To proactively manage a safe and secure environment for residents, colleagues and 
visitors, by providing a 24/7 service.   

4. To work with other members of the Estates team to provide a high quality estates service 
that includes security, maintenance and gardening tasks.   

5. To work in line with the Trust’s policies and procedures and health and safety legislation.   

6. To undertake all other duties as and when reasonably requested. 

Main Tasks - General 

1. Maintain a safe and secure estates environment by monitoring, reporting and recording 
any estates services concerns including those of a safety nature via the Trust’s 
maintenance and incident reporting systems. 

2. Action and prioritise jobs/tasks logged against the Worxhub systems which will include 
the cleaning and the maintaining of any of the Trust assets/equipment.  

3. Respond to site emergencies including incidents involving the utility services, extreme 
weather or environmental disasters. This will require co-ordinating the appropriate 
response and emergency procedures, which may require additional hours of cover.   

4. Assist with the management of contractors including, directing them as necessary to 
ensure their standards meet those expected by the Trust and the HSE whilst on site.  

5. Respond appropriately to any queries from a resident, colleague or visitors, re-directing 
the queries where necessary.   

6. Assist with the estates waste management systems by ensuring regular and ad-hoc 
waste and recycling collections have been meet and all waste and recycling areas are 
kept clean and tidy.   

7. Assist if required with site events and activities this may involve the movement or re-
arrangement of furniture and equipment.     

8. Assist if required with the distribution of internal and external post and communications.   

9. Drive any of the Trusts’ vehicles including if required the mini-bus (providing qualified to 
do so).  

10. Travel to and work across all our sites as required, some of which have large grounds 
with multiple buildings. This may include long periods of lone working. 
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Main Tasks – Porter and Security     

11. Manage site safety & security including checking and issuing of security passes to 
contractors and visitors to assist with monitoring access to our buildings and grounds.   

12. Monitor and operate CCTV screens, systems and recordings, retrieving data when 
required (within the rules of the Data Protection Act). 

13. Act as a Fire marshal in the event of fire alarm activations, liaising with external agencies 

and directing residents, colleagues and visitors accordingly.   

14. To maintain the Trusts mini-bus services in the absence of the usual nominated driver 

(providing qualified to do so).  

15. Assist with the collection and delivery of dirty and clean laundry across all sites.   

16. Routinely check, test, replace and re-program residents’ pendants (or batteries) with 
professional assistance where required.    

17. To become a competent PAT tester and carry out scheduled testing.  

18. Assist with implementing infection control measures during an outbreak. 

19. To carry out the Apartment checklist for new residents moving onto site. 

20. To take guest bookings and process payments on the Concierge till. 

21. To clean the floors on a Night shift in communal areas using the Numatic scrubbing 
machine. 

22. Undertake / Assist with, when directed small maintenance requests and grounds repairs. 

23. Upkeep of records (keys, fobs, fire, etc). 

24. Split function when on duty, one day doing clean work and the next day dirty work. 

25. Use and assist with the Reception till. 
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Person specification 
The skills, knowledge, qualifications and experience listed here are requirements of the role and 
are assessed at different stages of our recruitment and selection process.  Use this information 
to help you complete the ‘further information’ section of the application form. 

Skills  
Communication 
Clear written and verbal communication skills.  The ability to listen, to follow and understand 

instructions.  Attention to detail. 

Thinking  Style 
A logical and rational approach to resolving problems and making decisions.  Good use of 

initiative and intuition.  Flexible and adaptable in style – covering colleagues when necessary.  

Drive and motivation.  Evidence of interest to learn and succeed. 

Working with others 
Demonstrates strong client focus - prioritises residents’ needs and requests.  A welcoming and 
approachable style.  Able to build positive working relationships with residents, team members 
and external visitors. 

Well-being and Values 
Demonstrates values of respect, trust and calmness.  Has an understanding of older people’s 

needs and a commitment to the safety, care and well-being of residents.  Ability to show 

empathy. 

Time management 
Organising skills – being able to plan ahead, meet deadlines.  Conducts tasks in a structured 
and logical way.  Factoring in the unexpected! 

Qualifications Essential Desirable 

Achieved, or prepared to undertake NVQ level 2 (or equivalent) in 
support services in a care environment   

  

GCSE Maths and English Language (or equivalent)          

Clean, current driving licence (D1. Category) or PCV, with minibus 
driving experience 

           

Experience Essential Desirable 

Providing a security service   

Working across multiple sites with large buildings   

Working with older people preferably within a care environment   

Previous experience in the Hospitality service   

Carrying out a range of practical tasks including basic 
maintenance, security and gardening 

  

Knowledge Essential Desirable 

Basic health and safety, first aid, fire procedures and manual 
handling 

  

Additional information  
 Duties must be carried out in compliance with St Monica Trust’s Equality and Diversity Opportunities 

Policy. 

 This role profile contains the principal accountabilities relating to this post and does not describe in 
detail all the duties required to carry them out.  There will from time to time be a variation of duties 
depending on residents’ and units’ needs. 

 This post is exempt from the Rehabilitation of Offenders Act 1974 and this means that any criminal 
conviction, including spent convictions, must be made known at the time of the application. 

 


