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Job Description 
General Assistant

Job Title:			General Assistant
Reports to:			General Manager
Department/Function:	Leisure & Tourism
Location: 			High Force Hotel & Waterfall, County Durham
Hours:				Seasonal 

Purpose of Job
To deliver consistently excellent customer service at High Force Hotel & Waterfall, helping both new and returning guests feel welcome, well looked after and keen to visit again. Based predominantly at High Force Hotel, the General Assistant plays an important part in the day-to-day operation of our busy bar, restaurant and reception, as well as supporting our distinctive experience-led events.
This is a varied and interesting role for someone who enjoys meeting people, takes pride in thoughtful service and likes being part of a close-knit team. From welcoming overnight guests and serving breakfast or dinner to supporting stargazing and dark skies themed nights, the role offers the opportunity to contribute to memorable experiences in a distinctive setting. As a small team, we work together across all areas of the business, with a shared commitment to providing warm, attentive and consistently excellent service.
Key Tasks and Responsibilities
1. Guest Experience & Customer Service
· Provide a friendly, professional and welcoming service to new and returning guests and visitors.
· Take time to understand guests’ needs, respond helpfully to enquiries and provide clear information about the hotel and its experiences.
· Deliver consistent standards of customer service across every part of the guest journey.
· Raise guest concerns promptly with the appropriate colleague and support their resolution.
2. Bar & Restaurant Service
· Work on the busy hotel bar, serving drinks and looking after guests in line with service standards and training.
· Support the restaurant team during breakfast and dinner services, including welcoming guests, taking orders, serving food and drinks, and clearing and preparing tables.
· Work closely with kitchen and front-of-house colleagues to support smooth, attentive and efficient service.
· Help keep bar, restaurant and guest areas clean, tidy, well presented and ready for service.
3. Reception, Reservations & Guest Enquiries
· Welcome and check in hotel guests, helping them settle in and understand the facilities and services available.
· Take bookings and bedroom reservations, recording details accurately and following the hotel’s booking procedures.
· Support guests with enquiries in person, by telephone and by email.
· Respond to emails promptly, courteously and accurately, referring enquiries to colleagues where necessary.
· Communicate booking details, guest requests and relevant information clearly to the wider team.
4. Stargazing, Dark Skies Nights & Events
· Support the delivery of experience-led activities, including stargazing events and dark skies themed nights.
· Assist with event preparation, welcoming guests, associated hospitality and the smooth running of the guest experience.
· Work with colleagues and event specialists to help guests feel informed, comfortable and well looked after.
· Support the wider events programme and busy seasonal periods, including Christmas.
5. Visitor Attraction & Flexible Operational Support
· Sell admission tickets and ice creams, and support visitor service at High Force Waterfall as required.
· Work flexibly across the different areas of High Force to meet the needs of the business.
· Occasionally support Raby Castle, Park and Gardens if required.
· Adapt positively to changing priorities and support colleagues during busy periods.
6. Team Contribution
· Work positively as part of a small team, recognising that everyone contributes to the overall guest experience.
· Demonstrate a friendly, cooperative and reliable approach, with a willingness to help across all areas of the business.
· Take pride in personal presentation, the working environment and the quality of service delivered.
· Be willing to learn new skills, follow direction and contribute to improvements in guest service.
Skills Required:
· Strong customer service and interpersonal skills, with an ability to build a rapport with guests and visitors.
· Clear verbal and written communication, including a courteous telephone manner and professional email responses.
· Good organisation and attention to detail when taking bookings and handling guest requests.
· Ability to work calmly and effectively in a busy environment.
· Flexibility, adaptability and a willingness to support colleagues across a varied range of tasks.
Key Requirements:
Qualifications:
No specific formal qualification is stipulated for this role.
Knowledge/Experience:
Applicants should demonstrate a keen interest in customer service, a willingness to learn and a commitment to delivering excellent service consistently. No specific previous experience requirement is stipulated.
Other:
· An outgoing, friendly and approachable personality.
· A genuine interest in looking after people and creating positive guest experiences.
· Reliability, pride in work and a cooperative attitude.
· Availability to work weekends and holidays is a strong advantage, as these are among the busiest periods.
Employment basis: Casual hours, as and when required; set days and hours may be available.
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