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	Function:
	Operations and HR

	Position:  
	Service Excellence Manager

	Job holder:
	

	Date (in job since):
	

	Immediate manager 
(N+1 Job title and name):
	Head of Operations

	Additional reporting line to:
	Head of HR

	Position location:
	Ascot Racecourse

	

	1.  Purpose of the Job 

	· To lead and champion service excellence across all F&B operations at Ascot Racecourse, ensuring exceptional guest experiences during Racedays, Conference & Events
· Drive continuous improvement in service delivery, staff training and customer satisfaction
· Hands-on management and collaboration with the Operations team to drive guest satisfaction  
· Analysis of guest feedback to ensure we are striving for best-in-class Guest Service and continuous improvement 
· Innovative approach to coaching and training service teams

	

	2. 	Dimensions

	Characteristics
For Sodexo Live!
	
· Over 3300 casual workers during Royal Ascot with 60% direct staff  
· Circa £35m of revenue
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	3. 	Organization Chart 

	








	4.  Context and Focus 

	
· Maintaining consistent service across a diverse portfolio of F&B Offers
Ensuring a uniformly high standard of guest experience in each area that has its own team, service style and customer profile. Have awareness of the different size of areas, concepts and staff skill levels and work to minimise inconsistencies in service, monitoring, tailoring training and displaying strong leadership
· Balancing operational demands with exceptional guest experience
Understand the pressure to meet financial targets, staff scheduling constraints and logistical challenges and find workable and innovative solutions to ensure staff are engaged and well equipped
· Adapting to changes in guest expectations and market trends
Trends in the hospitality industry are fast evolving. Anticipating and responding to shifting customer preferences, technology advances and external factors like regulations, requires agility and forward-thinking




	5.  Main Assignments 

	
Lead Guest Experience: 
· Champion a culture of outstanding guest service across all assigned areas, ensuring every guest interaction is positive and memorable
· Own the standards of service excellence and regularly review to ensure they are consistent with guest expectations and the current offers
Training & Development: 
· Use the framework of the Ascot Academy to define service standards and develop programmes that enable standards to be applied across all roles
· Work closely with the operational and staffing teams to design and deliver impactful training that addresses guest satisfaction and upselling techniques 
· Use training techniques to create training plans and programmes for casual workers, based on business needs
· Develop a clear development pathway for our casual workers, across multiple departments, driving an increase in organic talent growth
Venue Oversight: 
· Ongoing review and audit to assess service standards, cleanliness, compliance and overall guest experience
Team Leadership: 
· Work closely with the operations teams to coach, motivate and mentor teams to ensure they are engaged and committed to delivering positive service 
Guest Feedback Management: 
· Monitor and analyse guest feedback through surveys, reviews, and direct communications; respond proactively to issues and complaints
Process Improvement: 
· Develop and implement standard operating procedures and best practices that enhance guest experiences and operational efficiency
· Keep abreast of contemporary approaches to staff training and utilise technology advancement where appropriate



Reporting: 
· Provide regular reports on guest experience metrics, trends and improvement initiatives to senior management
Stakeholder Collaboration: 
· Work closely with HR, Operations, Marketing, Culinary and Finance teams to align guest experience strategies with business goals





	6.  Accountabilities 

	· Achieve a year-on-year reduction in guest complaints and service-related incidents across the venue through proactive staff training and process improvements
· Ensure compliance with brand service standards and operational procedures across the venue, through regular audits and staff coaching
· Implement and report monthly on guest experience initiatives that contribute to a measurable uplift in venue revenue, linked to enhanced service quality and upselling
· Ensure consistency of design and delivery of training and development programmes and align to the Sodexo Live! Academy brand guidelines
· Work collaboratively with the Head of Operations and the Head of HR to ensure standards are reviewed regularly



	7.  Person Specification 

	Essential
· Proven experience (3+ years) in guest experience, hospitality management, or customer service roles, ideally in a large venue or hotel
· Strong leadership skills with experience managing and motivating diverse teams
· Excellent communication and interpersonal skills, capable of building rapport with guests and staff alike
· Ability to analyse data and feedback to identify trends and implement effective solutions
· Proactive problem solver with a hands-on approach and the ability to work independently across multiple sites
· Flexibility to travel to other Sodexo venues and work some evenings & weekends as required
· Passion for hospitality and a deep commitment to delivering outstanding customer service




	8.  Management Approval – To be completed by document owner

	Version:    1.0                                                                           Date: Nov 2025
Document Owner: Karen Cmela

	9.  Employee Approval – To be completed by employee

	Employee Name:                                                                  Date: 



	





Service Excellence Manager


Head of Retail


Head of Beverage


Head of Hospitality


Head of
 Planning


Catering Services Director


Head of Operations


Head of HR
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