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JOB DESCRIPTION & PERSON SPECIFICATION
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	ROLE:	
	Commercial and Patient Catering Manager

	REPORTS TO:
	Head of People, Culture and Support Services 

	PAY BAND:
	Level 5 - £37,344 to £47,120

	LOCATION:
	Based across all Hospice café sites



PURPOSE OF ROLE:
The purpose of the role is to provide a balance of strategic and operational leadership for all Hospice Isle of Man’s catering services, including the provision of high-quality meals and refreshments to patients and their families and two fundraising cafés located across different sites, plus Hospice’s Care for a Drink coffee van.
The postholder will be an experienced, commercially minded and people-focused catering leader who is motivated to enhance the experience of patients, families, volunteers and visitors through exceptional food provision whilst driving the commercial success of Hospice’s catering operation. 
The postholder will maximise catering-related income generation opportunities, deliver sustainable fundraising profit to support Hospice care, and ensure that all services operate to the highest standards of food quality, safety, compliance and customer service.





KEY DUTIES – what you will do:
Strategic Leadership
· Develop and implement a catering strategy that supports Hospice priorities, enhances patient and family’s experience at Hospice and maximises commercial income.
· Identify, evaluate and deliver new catering-related income generation opportunities, e.g. other café sites, corporate catering
· Monitor emerging trends within catering, hospitality and retail environments to ensure Hospice remains competitive and relevant.
· Provide professional advice and recommendations to senior leaders regarding commercial catering operations, food service developments and investment opportunities.
Commercial and Financial Performance
· Lead the operation of the two Hospice cafés to achieve agreed financial and fundraising targets.
· Develop pricing strategies and menus that balance accessibility, customer value and profitability.
· Monitor sales, margins, stock control, labour costs and waste to maximise financial performance.
· Produce regular performance reports and recommendations for improvement.
· Identify opportunities for increasing footfall, spend per customer and overall café revenue.
· Work collaboratively with income generation, retail and marketing teams to promote café services and develop campaigns that support income generation.
Patient and Family Catering Services
· Ensure the delivery of exceptional meal experiences for patients and families, recognising the important role food plays in comfort, wellbeing and quality of life.
· Develop attractive, varied and appetising menus that meet a wide range of dietary, cultural and personal preferences.
· Work collaboratively with clinical teams to support patients with specialist nutritional requirements.
· Ensure food presentation, choice and service standards consistently reflect Hospice values and expectations.
· Seek feedback from patients, families and staff to continuously improve the catering experience.
Menu Development and Food Innovation
· Lead menu planning and development across all catering services.
· Introduce creative, seasonal and cost-effective menu options that work across our sites
· Ensure menus remain commercially attractive within the cafés while meeting the nutritional and wellbeing needs of patients and families.
· Review product performance and adapt offerings to maximise customer satisfaction and commercial return.
· Promote local sourcing and sustainable catering practices where appropriate.


People Leadership and Culture
· Lead, motivate and develop the catering team across all sites.
· Create a one-team culture where staff support one another, share expertise and work collaboratively to achieve service objectives.
· Manage recruitment, induction, performance management, attendance, succession planning and workforce development.
· Ensure staff receive appropriate training and development opportunities.
· Encourage innovation, ownership and continuous improvement within teams.
· Promote employee engagement, wellbeing and recognition.
· Build workforce flexibility and resilience through cross-training and effective resource planning.
Governance, Compliance and Food Safety
· Ensure compliance with all food hygiene, health and safety, environmental health and statutory requirements, including full compliance with Natasha’s Law requirements
· Maintain robust policies, procedures, records and audit processes.
· Lead food safety inspections, audits and quality assurance activities.
· Ensure all required certifications, training records and compliance documentation remain current.
· Investigate incidents, complaints or compliance issues and implement corrective actions.
· Act as the responsible lead for food safety management systems across Hospice catering operations.
Operational Management
· Oversee day-to-day catering operations across all sites, ensuring teams are working effectively and efficiently
· Take a practical approach to covering the team, stepping in where required to cover across shift patterns, particularly during days off, leave or peak times
· Ensure appropriate stock management, procurement and supplier relationships.
· Oversee the maintenance and servicing of catering equipment with responsibility for appointing and liaising with external contractors as required to achieve this
· Monitor service standards and customer satisfaction.
· Manage catering budgets and resources effectively.
· Ensure effective contingency planning to maintain service continuity.
Undertake any other duties as requested by Hospice. 
Health and Safety 
Hospice Isle of Man is dedicated to the health safety and welfare of all its staff and volunteers.  All employees will be responsible for their own health, safety and welfare, and that of others who may be affected by their actions or omissions, and for identifying and reporting any possible risks or near misses to a responsible manager. All employees will be required to observe appropriate legislation and codes of practice in connection with their role and will be provided with training and support to do so.
As a Line Manager, the postholder will also be required to pro-actively minimise health and safety risks for their team, investigating and resolving any health and safety incidents that occur.
This job description is not meant to be exhaustive and you may be asked to carry out other reasonable duties.  It will be reviewed on a regular basis and adapted as required to reflect the changing needs of the service.  
Person Specification:  What we need you to bring
	Qualifications:
	Is it essential or desirable
	How we will assess

	· Relevant professional qualification in Catering, Hospitality Management, Food Service Management or related discipline.
	E


	A&I/D

	· Level 3 Food Safety qualification (or willingness to obtain within a specified timeframe).
	E
	A&I/D

	· Evidence of continuing professional development.
	E
	A&I

	· Advanced Food Safety qualification.
	D
	A&I/D

	· Management or leadership qualification.
	D
	A&I/D

	· Qualification or training relating to nutrition or dietetics.
	D

	A&I

	Experience:

	· Significant experience leading catering, hospitality or food service operations.
	E
	A&I

	· Experience of managing budgets and delivering commercial performance targets.
	E
	A&I

	· Experience of developing menus and food offers for different customer groups.
	E
	A&I

	· Experience of successfully leading, motivating and managing teams.
	E
	I

	· Experience of performance management and staff development.
	E
	I

	· Experience of implementing food safety systems and maintaining regulatory compliance.
	E
	A&I

	· Experience of managing suppliers and procurement arrangements.
	E
	A&I

	· Experience within healthcare environment.
	D
	A&I

	· Experience of managing income-generating hospitality or retail operations.
	D
	A&I

	· Experience of delivering service improvement initiatives.
	D
	I

	Skills/Competencies:

	· Strong commercial awareness and business acumen.
	E
	A&I

	· Excellent financial management and budget monitoring skills.
	E
	I

	· Sound knowledge of food hygiene, health and safety legislation and compliance requirements.
	E
	A&I

	· Strong leadership and people management skills.
	E
	I

	· Excellent communication and interpersonal skills.
	E
	A&I

	· Ability to review data and identify opportunities for improvement.
	E
	I

	· Ability to balance commercial objectives with exceptional customer and patient experiences.
	E
	I

	· Strong organisational and problem-solving skills.
	E
	I

	· Competent use of Microsoft Office and relevant business systems.
	E
	A&I

	· Knowledge of palliative care environments and person-centred service delivery.
	D
	A&I

	· Knowledge of or an interest in nutritional requirements for individuals with specific medical conditions.
	D
	I

	· Knowledge of hospitality and retail sector trends.
	D
	I

	Personal Qualities/Behaviours:

	· Compassionate and values-driven leader.
	E
	I

	· Commercially focused and results orientated.
	E
	A&I

	· Enthusiastic and proactive approach.
	E
	I

	· Customer and patient centred.
	E
	A&I

	· Creative and innovative thinker.
	E
	I

	· Resilient and adaptable.
	E
	I

	· Collaborative and inclusive leadership style.
	E
	I

	· Strong personal integrity and professionalism.
	E
	I

	· Commitment to continuous improvement.
	E
	I

	· Ability to inspire confidence and motivate others.
	E
	I

	· Motivated by the potential to generate income which drives patient care.
	E
	I

	· Willing to demonstrate behaviours at work that are in accordance with Hospice’s values to: Act with Compassion
               Be Collaborative
               Commit to the Cause
	E
	I

	Other:

	· Ability to travel to and work flexibly across Hospice café and coffee van sites.
	E
	I

	· Ability to work some evenings and weekends to support operational needs and events.
	E
	I

	· Commitment to Hospice Isle of Man's values and mission.
	E
	I



	How we will assess you

	A   Application & CV
	I   During your interview
	D   When you produce   
       your documents
	T   Test to assess your 
     practical competence
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