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JOB DESCRIPTION 
 
Job Title: Guest Services Supervisor  

Department: Guest Services  

Reports to: Guest Services Manager 

Location: Blenheim Palace 

 
Summary of 
role: 

The purpose of this role is to support the leading of the day and evening guest 
offer, and to drive guest experience scores and commercial revenues throughout 
the year. To mentor and support the Guest Services team, ensuring that all 
systems are in place to deliver a five-star experience. 
 
 

Tasks & 
Responsibilities: 

Planning 

• To work with the Guest Services Manager and Deputy Guest Services 
Manager to ensure every aspect of the visitor journey is of the highest 
standards of presentation and service 

• To conduct and log a check of facilities each day as used, reporting any 
faults immediately 

• To have an excellent understanding of systems including tills, tablets, 
audio guides and annual pass process 

• To work to a budget, helping to compile the monthly team rotas to fit 
business needs, using the appropriate time and attendance system.  

• To convert budgeted levels of donated tickets to reach set monthly gift 
aid targets   

• To be fully aware of customer and client confidentiality   

• To maintain standards of Health and Safety in accordance with 
employer’s instructions and current legislation  

• Any additional duties considered to be appropriate by your Line 
Manager  

• Working with the Health and Safety department ensure all Risk 
Assessments and Method Statements are completed  
 

The Team 

• To mentor and motivate the Guest Services Team (Palace Hosts and 
Palace Guides), working to agreed KPIs to develop the team, enhance 
customer satisfaction and maximise revenues, working in the team on a 
daily basis 

• To assist in the recruitment and development of an enthusiastic team, 
working with them to deliver both the daily guest offer and a varied 
program of additional experiences 

• To support with performance reviews, coordinating team training as 
required   

• To work with the Customer Services Team to ensure all calls, emails and 
social media questions are resolved positively 

• Work with the Guest Services Manager to employ a flexible pool of staff 
to work as and when required 
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• To work with the Event & Hospitality Manager, and The Keeper of House 
& Collections to support executing large events 

• To hold regular team meetings and daily briefings to develop a strong 
guest focussed culture 
 

Business 

• Deliver high standards of personal performance, hygiene and 
appearance 

• Comply with all Company & client policies, procedures and statutory 
regulations including Human Resources, site rules, Health & Safety, 
safe working practices, hygiene, cleanliness, and fire. This will include 
your awareness of any specific hazards in your workplace 

• Participate in any necessary training and team meetings as required to 
complete job responsibilities 

• Report any customer complaints or compliments and take remedial 
action 

• Report immediately any incidents or accidents, fire, theft, loss, damage, 
unfit food/drink or other irregularities and take such action as may be 
appropriate 

• Cover in other areas during periods of holidays and sickness 

• Carry out any other duties deemed necessary by your line manager 

• Complete apprenticeship coursework in line with the Chartered 
Management Degree Apprenticeship 

 
 Staff Skills & 
Knowledge: 

• Excellent teamwork 

• Excellent communicator 

• Self-motivated 

• Well organized with attention to detail 

• Good time management and prioritisation 

• Positive attitude to flexible working arrangements   
 

 
Our Culture: At Blenheim, we are passionate about providing an environment for our 

employees to develop their skills, try new ways of learning and encouraging 
their talents to flourish. Our Blenheim Behaviours are shared by all and are an 
important aspect of joining the Blenheim Team.  

• Relish a New Challenge Everyday  

• Keep Our Promises  

• Show Honesty with Kindness 

• Share a Sense of Belonging  

• Make History 
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Introduction 

The Open University’s Chartered Manager Degree 
Apprenticeship provides apprentices with higher level 
leadership and management skills, core competencies 
and desired behaviours to become a more effective 
manager. Apprentices will receive high quality higher 
education learning from The Open University’s  
triple-accredited Business School and will apply  
their newly acquired knowledge and skills into  
their working environment.  

A Chartered Manager is someone who can take 
responsibility for people, projects, operations 
and/or services, to deliver long term organisational 
success. They have professional recognition of 
their ability to deliver impact, behave ethically and 
demonstrate their commitment to continual  
learning and development.

The Chartered Manager Degree Apprenticeship  
is for new and existing staff. Job roles include,  
but are not limited to:

• Manager

• Senior Manager

• Head of Department

• Operations Manager

The Open University’s Chartered Manager  
Degree Apprenticeship:

• Develops understanding of organisations  
and their key functions and processes

• Explores wider considerations such as 
environments, organisational strategy, markets 
and processes; and how all these work together

• Facilitates learning in the workplace as a  
Chartered Manager Degree Apprentice

• Equips apprentices with a wide range of graduate 
and professional skills, which they can use to 
enhance their performance in the workplace  
and develop their career.

Key areas covered are:

• Introduction to business and management

• What motivates people to work?

• How to assess financial soundness of a business

• What attracts customers?

• How economic crises affect businesses

• Ethical challenges in business and management

• Understanding business functions (covering 
operations, human relations, finance, marketing)

• Exploring economic and political contexts

• Responding to global business challenges

• Fostering long-term value creation

• Introducing strategy

• Analysing your environment

• Strategic choices

• Collaborative analysis

• Strategy implementation

• Where next for strategy

 

Chartered Manager Degree Apprenticeship

Level

This degree apprenticeship standard is at Level 6.

Programme Duration

The typical duration for this apprenticeship is 3-4 
years, but will depend on previous experience. 

Entry Requirements

The Open University has no formal entry 
requirements for the programme, although the 
employer may have their own selection criteria.

Apprentices are required to have gained 
functional skills in English and maths level 2 
before completing the programme.
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Chartered Manager Degree Apprenticeship

Stage 1 (120 credits)

Apprentices will gain an introduction to the essential 
disciplines of business and management, investigating 
the question ‘What is a business?’ and exploring the 
functions of human resource management,  
marketing, accounting and finance. 

At this stage, apprentices will also receive  
guidance and support to aid their development  
as a Chartered Manager Degree Apprentice  
within their employment context.

Modules:

• An introduction to business  
and management

• Professional practice 1:  
Effectiveness and integrity 

Stages 2 and 3 (240 credits)

Taking a highly practical approach grounded in  
their own experience, apprentices will develop their 
understanding of business organisations and how  
their functions are interrelated, including the areas of 
human resources, marketing, accounting and finance, 
and operations management. Apprentices will also focus 
on the fascinating world of organisational strategy and 
develop their project management skills.

Throughout Stages 2 and 3, apprentices will continue  
to receive support and guidance in learning within  
their employment context, finishing the final year  
of study with a work-based project

Modules:

• Shaping business opportunities

• Professional practice 2:  
Developing effective work relationships*

• Strategic management

• Professional practice 3:  
Delivering results for the organisation*

What qualifications are included 
within the apprenticeship?

*Indicative module title.

How is the apprenticeship 
programme structured? 

The programme is delivered over three stages, with a combination of tutor-supported 
study modules and professional practice modules (work-based learning).

BA (Hons) degree  
in Management  
Practice, awarded by  
The Open University

Functional skills  
in English and maths  
Level 2, if not  
previously achieved
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Chartered Manager Degree Apprentices will gain:

• A thorough understanding of the theoretical and  
work-based knowledge relevant to the application  
of business management in theory and practice 

• The ability to reflect on experiences of business  
management practices to produce and apply new  
understanding and skills in the workplace

• An ability to recognise and deal with key  
individual and stakeholder differences in business 
management and the issues arising from  
such diversity

• A thorough understanding of the operations, 
structures, cultures and functioning of organisations 
and the complex nature of their key business 
functions and processes

• A broad range of important business and graduate 
skills, which they can bring to their employment in 
business management more widely

• Comprehensive support and guidance to develop as  
an independent learner, undertaking a programme  
of academic and professional skill development 

Knowledge, skills 
and behaviours
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The learning outcomes of the Chartered Manager Degree  
Apprenticeship fall within four important categories. 

1. Knowledge and understanding
By the end of the programme, apprentices will be able to:

• Demonstrate a systematic, extensive and comparative knowledge  
and understanding of business management as a whole and its  
links to specific business functions, organisational culture, operations 
and strategy, as well as an ability to recognise the potential  
uncertainty, ambiguity and limits of that knowledge and its impact on 
professional practice.

• Demonstrate an extensive knowledge and critical understanding of 
the established concepts, theories and principles and a number of 
advanced and emerging issues at the forefront of, and as appropriate 
to, organisational strategy. These include: managing change, project 
management, financial strategy, marketing strategy, innovation and 
digital technology, and management of human resources and other 
organisational relationships.

2. Cognitive skills

By the end of the apprenticeship, apprentices will be able to:

• Identify information needs and systematically gather, evaluate,  
critically analyse and interpret ideas, concepts and qualitative and 
quantitative data and information from a wide range of evaluated 
sources, including current research and scholarly and/or professional 
literature, as appropriate to business management.

• Demonstrate a comprehensive knowledge of, familiarity with, and 
ability to deploy essential and advanced materials, in addition to 
established techniques of analysis and enquiry.

• Apply a conceptual understanding of business management to devise 
and sustain arguments, take decisions and/or to solve problems, using 
ideas and techniques, some of which are at the forefront of professional 
practice in business management.

• Apply the methods and techniques that they have learned to review, 
consolidate and extend their knowledge and understanding, and to 
initiate and carry out projects within an organisation.

Chartered Manager Degree Apprenticeship
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3. Practical and professional skills
By the end of the apprenticeship, apprentices will be able to:

• Critically engage with practical and professional skills and ethical and 
business/commercial issues with respect to the values, ethics and 
governance of their business context and the Chartered Management 
Institute’s Professional Code of Conduct and Practice.

• Demonstrate an ability to regularly review current and future personal 
development and career options, and demonstrate resilience and 
determination when managing difficult situations, including effectively 
articulating and evidencing their skills in a range of ways.

• Demonstrate the ability to learn from feedback and reflect on the 
development of both technical and non-technical aspects of their learning, 
including seeking ways to improve performance as an independent  
learner and being open to new ways of working, new management 
theories and new opportunities underpinned by commercial acumen and 
sound judgement.

• Demonstrate an ability to be flexible to the needs of the business context 
and demonstrate creativity, innovation and an entrepreneurial approach 
when seeking solutions to business needs. 

4. Transferable skills
By the end of the apprenticeship, apprentices will be able to:

• Demonstrate an understanding of different forms of communication 
(written, verbal, non-verbal and digital) and how to apply them 
appropriately within different contexts, including how to maintain 
personal presence and present to large groups, as well as awareness 
of interpersonal skills of effective listening, influencing techniques, 
negotiating and persuasion.

• Demonstrate an understanding of approaches to innovation and digital 
technologies and their impact on organisations, including their impact on 
data and knowledge management for analysing business decision-making, 
and how their application can be used for organisational improvement  
and development.

• Demonstrate a selection and application of more advanced quantitative 
skills relevant to a variety of information encountered in the professional 
context of business management.

• Demonstrate skills in managing time, setting goals, prioritising activities 
and undertaking forward planning in a business environment with a focus 
on outcomes.

• Demonstrate an ability to work with others to achieve joint outcomes, 
including developing teams and supporting and using coaching and 
mentoring approaches, and influencing and/or leading as appropriate, 
as well as understanding how emotional and social intelligence, active 
listening and open questioning can facilitate effective work practices.

Chartered Manager Degree Apprenticeship
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Programme components
The apprenticeship is made up of the  
following seven components:

1. The Initial assessment will be undertaken by a 
Programme Delivery Manager. They will review 
apprentices’ current level of knowledge, work 
experience and job competencies as well as 
previous qualifications and maths and English  
skills. This is used to tailor individual learning  
plans to help apprentices make the most  
of the apprenticeship. 

2. Tutor-supported study modules will build 
understanding of the key theories, skills and 
competencies in taking apprentices’ leadership 
and management skills to a higher level. Academic 
Tutors will facilitate study, support learning and 
feedback, and mark module assessments.

3. Work-based learning modules guide apprentices in 
applying and evidencing their academic knowledge 
to their working practices. This often involves 
apprentices reflecting on their role and learning 
within the workplace. These modules are facilitated 
by Practice Tutors, who support learning and 
feedback, as well as mark the module assessments.

4. The summative portfolio records work based 
learning evidence, demonstrating apprentices’ 
application of the knowledge, skills and behaviours 
they have learnt. Apprentices will record how 
they have practically applied their newly acquired 
knowledge and skills in the workplace, as well  
as the feedback they receive from line managers, 
peers and direct reports.

5. The workplace project is undertaken as part of 
apprentices’ normal work. It is a business-related 
project demonstrating the application of the skills 
and knowledge learnt during their apprenticeship.

6. The BA (Hons) degree in Management Practice is 
awarded by The Open University.

7. The end-point assessment is carried out by an 
independent assessment organisation chosen  
by the employer and determines whether 
apprentices have successfully met the learning 
requirements of the Chartered Manager Degree 
Apprenticeship programme.

How is the apprenticeship  
programme delivered?
Using The Open University’s tried-and-trusted 
educational technology, the programme is delivered 
flexibly around apprentices’ personal lives and the 
demands of the organisation. 

The tutor-supported online learning is both varied 
and interactive, with multiple rich media formats that 
engage and enthuse apprentices on their journey. 
Learning can be accessed 24/7 on computers, tablets 
and mobile devices, so apprentices can study at 
home, work and on the move. Online forums and 
discussion groups allow apprentices to learn from 
different industries and backgrounds.

As part of an apprentice’s study schedule, the 
government requires that at least 20 per cent of an 
apprentice’s working week is dedicated to off-the-
job study. The Open University’s flexible learning 
approach makes it a lot easier for employers to 
effectively manage this, while minimising the impact 
on productivity in the workplace.

Travel costs and expenses are also minimised,  
as apprentices will not need to attend as many  
classroom workshops.

For each study module, there will be a number 
of face-to-face tutorials that all apprentices are 
recommended to attend. For those who are unable 
to make it, there will be a flexible online alternative. 
Practice tutors will also visit apprentices and their 
workplace supervisors around four times per year. 
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What support will  
apprentices receive?

A degree apprenticeship can be hard work and takes a lot of  
commitment, but The Open University has the experience  
and support to help apprentices succeed.  

The Open University has nearly 50 years’ experience in making  
sure knowledge sticks in the minds of busy working adults.  
Currently 4 in 10 of all UK part-time undergraduate students  
are studying with The Open University and 76 per cent of  
Open University students are learning while in employment.

Apprentices and the employer will be supported by the  
following key people from The Open University:

• Practice Tutor – Helps to integrate learning into the workplace  
across the entire programme and supports the delivery of the  
work-based learning modules. Apprentices and their line  
managers will be visited by a practice tutor at least four  
times per year.

• Academic Tutor – Facilitates learning within the knowledge  
modules at each stage of the qualification through personalised 
tuition, student support and feedback. 

• Programme Delivery Manager – Supports the employer to  
deliver apprenticeship programmes, which meet business  
needs and are to agreed financial and performance targets.  
Also provides the employer with regular  
management information. 

On top of the above, The Open University  
also provides the following support:

• Access to the Student Support team, with a dedicated 
apprenticeships advice line

• Disability and accessibility support (21,000 people with  
disabilities studied with The Open University in 2014/15)

• Access to an online library, containing a world-class collection  
of high quality academic and professional resources 

Introducing 
the individual 
learning plan 
The Open University will help 
apprentices produce and maintain an 
individual learning plan, tailored to 
their specific needs and career goals. 
 
The individual learning plan is a useful 
way for apprentices to collate and 
track information, including details 
of all their learning and relevant 
workplace training, and helps them 
plan their workload to complete tasks 
in line with their development goals. 

The Open University  |  09
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Modules overview 
Apprentices will undertake three tutor-supported study modules and three 
work-based learning modules during the apprenticeship programme.

Stage 1
Modules Type Credits Summary Assessment

An introduction 
to business and 
management

Tutor-
supported 
study

60 Consists of the following topics:

• Introduction to business and management
• What motivates people to work
• How to assess financial soundness of a business
• What attracts customers
• How economic crises affect businesses
• Ethical challenges in business and management

Five tutor-marked 
assignments

Professional 
practice 1: 
Effectiveness 
and integrity

Work-based 
learning

60 Consists of the following topics:

• Demonstrating a number of management  
ideas and frameworks (e.g. communication  
and team work skills)

• Recognising how apprentices behave and engage  
with others and the implications of these  
relationships within their work context

• Exploring how the employer engages with and  
responds to internal and external stakeholders,  
and the organisation’s wider environment

• Making use of management ideas to identify viable  
directions for improving apprentices’ work practice

Three tutor-marked 
assignments

Stage 2

Modules Type Credits Summary Assessment

Shaping business 
opportunities

Tutor-
supported 
study

60 Consists of the following topics:

• Understanding business functions (covering operations, 
human relations, finance, marketing)

• Exploring economic and political contexts
• Responding to global business challenges
• Fostering long-term value creation

Three tutor-marked 
assignments

One end-of-module 
assessment

One interactive 
computer-marked 
assessment

Professional 
practice 2: 
Developing 
effective work
relationships*

Work-based 
learning

60 • Builds on the study and outcomes of  
the first work-based learning module. 

• Develops skills to assist in preparation for a  
work-based learning project, which apprentices will 
undertake in the third stage of their studies.  

• Supports learning through work based activities,  
some which apprentices may do as part of their job,  
but in some cases, these will be new activities they  
undertake to enhance their work-based learning.

• Supports the collection of evidence of learning to  
contribute to apprentices’ module assessments  
and development of their portfolios. 

Will include 
assignments marked 
by the practice tutor, 
who will also provide 
feedback, and may 
include an end-of-
module assessment

*Indicative module title, content and assessment.

Chartered Manager Degree Apprenticeship

10  |  The Open University



1. Knowledge and skills assessment
Apprentices’ knowledge and skills are regularly  
assessed throughout the apprenticeship:

1. Tutor assessment of study modules

2. Practice tutor assessment of work-based  
learning modules

3. Summative portfolio demonstration of  
learning and development activities and  
their application in the workplace

4. Employer review and feedback

2. Behavioural assessment
Apprentices must record feedback from tutors,  
line managers, peers and direct reports throughout 
the programme to provide evidence of workplace 
behaviours and development, which will be  
compared against the requirements of the 
apprenticeships standard.

3. Gateway process
To successfully gain the Open University BA (Hons) 
degree in Management Practice, apprentices must 
complete all assessment for the degree’s modules, 
including a work-based project in Stage 3. To move  
to the End-Point assessment (see below), apprentices 
must have achieved the BA (Hons) Management  
Practice.  

4. End-Point assessment
The final assessment is made up of the  
following components:

• Review of the apprentice’s portfolio of work
• Review of the apprentice’s work based project 
• A presentation and interview  

The assessor should be selected by the  
employer in advance of the assessment.

Stage 3

Modules Type Credits Summary Assessment

Strategic 
management

Tutor-
supported 
study

60 Consists of the following topics:

• Introducing strategy
• Analysing your environment
• Strategic choices
• Collaborative analysis
• Strategy implementation
• Where next for strategy

Six tutor-marked 
assignments

Examination

Professional 
practice 3: 
Delivering 
results for the 
organisation*

Work-based 
learning

60 • Builds on the study and outcomes of the first  
work-based learning module. 

• Develops skills to assist in preparation for a  
work-based learning project, which apprentices  
will undertake in the third stage of their studies.  

• Supports learning through work based activities, some  
which apprentices may do as part of their job, but in 
some cases, these will be new activities they undertake 
to enhance their work-based learning.

• Supports the collection of evidence of learning to  
contribute to apprentices’ module assessments and 
development of their portfolios. 

Will include 
assignments marked 
by the practice tutor, 
who will also provide 
feedback, and may 
include an end-of-
module assessment

Assessments
The apprenticeship is complete when all of the following assessments have taken place.

Chartered Manager Degree Apprenticeship
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