
Job Description 

Edinburgh International Film Festival 2018 

 

TITLE:   GUEST SERVICES COORDINATOR 

 

Department:   Guest Services 

Reports to:   Guest Services Manager 

Direct Reports: Shared supervision of 2 Guest Services Volunteers 

Status:   Full time, fixed term contract 

No. of posts:  2 

Dates:    Monday 09 April to Friday 8 or Friday 15 July 2018 

Duration:   13-14 Weeks 

 

 

Purpose of the role 

Working with the Guest Services Manager, the Guest Services Coordinators are 

responsible for managing and delivering accommodation, travel and associated 

logistical arrangements for filmmaker, industry and press guests from all over the 

world, efficiently and within budget. They also manage guest schedules, facilitate 

hospitality and networking arrangements and provide a variety of other services as 

required, including but not limited to arranging tickets, translators and babysitters 

if required. The Guest Services Coordinators will be responsible for managing the 

department’s interactions with official EIFF hotels, as directed by the Guest 

Services Manager. 

 

EIFF Guest Services Team 

Guest Services is a close-knit team, working in regular collaboration with each 

other. They are responsible for all arrangements supporting the Festival’s many 

visiting filmmaker, industry and press guests. The team works hard to ensure that 

all guests of the Festival are well looked after over the course of their visit and are 

able to maximise all networking opportunities and make the most of their stay in 

Edinburgh. Led by the Guest Services Manager, the team includes three Guest 

Services Coordinators, the Senior Guest Drivers Coordinator, Guest Drivers 

Coordinator and the Guest Drivers. There are also two Guest Services Interns and a 

number of volunteer positions within this team. Additionally, four Jury 

Coordinators, a Hospitality Coordinator and further volunteers work alongside 

Guest Services, led by the Projects Manager. 

 

Working to the highest level of film industry standards, responsibilities include 

booking travel and accommodation, planning hospitality and networking 

arrangements, and liaising closely with filmmakers, talent agents, publicists, sales 

agents, distributors and other film industry professionals. The department works 

closely with and informs other key areas of the Festival including Programming, 

Development, Industry, Education, Press and Finance while also managing 

relationships with external partners and other stakeholders. 

 



Records and systems are kept fully up to date in a fast-changing environment and 

all relevant departments are kept abreast of changes, while budgets are constantly 

monitored to achieve the highest levels of financial control. In 2017 the team 

managed arrangements for 800 industry, filmmaker and press guests. 

 

Principal duties and responsibilities 

1. Manage all guest services relating to industry programme guests, as directed by 

the Guest Services Manager. 

2. As directed by the Guest Services Manager, manage department interactions 

with official EIFF hotels to ensure all rooming deadlines are met, minimum 

collateral costs are incurred and administrative requirements are met. 

3. Supervise the department’s Guest Services Volunteers. Provide training, 

support and monitor output to ensure they are effective and confident in their 

role. Together with the other Guest Services Coordinators, manage volunteer 

schedules and allocate tasks. 

4. Manage travel and accommodation bookings for an agreed number of 

filmmaker, industry and press guests as directed by the Guest Services 

Manager. 

5. Work within EIFF’s purchasing systems to make sure all financial records are 

accurate and up-to-date.  

6. Liaise with EIFF Programming, Development, Industry, Education, Press and 

Finance teams ensuring information is passed to each department in a timely 

and ordered fashion. 

7. Liaise with the Development department on any sponsored or externally 

supported activity including cultural funding support. 

8. As advised by the Guest Services Manager, assist with the organisation of 

hospitality offerings, excursions and events prior to the arrival of the 

Hospitality Coordinator.  

9. Produce and disseminate individual schedules and timetables for visiting guests. 

10. Ensure EIFF Festival Management Platform (FMP) is accurately and promptly 

completed in order that guest arrangements can be tracked and that the 

database can be relied upon by other departments at all times. 

11. Be prepared to be on duty for long and often unsociable hours during the 

festival, sometimes from 9am through to the small hours. 

12. Liaise with the Senior Guest Drivers Coordinator and the Hospitality Coordinator 

to arrange car pickups and ensure networking invitations are arranged for each 

guest. 

13. Where directed by the Guest Services Manager, work with the Jury Coordinators 

to make sure they have all relevant information about each juror where 

required. 

14. Work out of the office, assisting guests with orientation in Edinburgh, making 

sure they make the most of networking activities, sightseeing opportunities, 

and ensuring their prompt arrival for Q&As and other activities.  

15. Assist the Guest Services Manager in supporting the Guest Services Interns. This 

includes providing training and support, allocating tasks and monitoring their 

output to ensure they are effective and confident in their role.  



16. When required by the Guest Services Manager, represent the department at the 

EIFF morning meeting (during EIFF), making sure that all relevant and accurate 

paperwork is provided. 

17. After the Festival ends, and as advised by the Guest Services Manager and 

Projects Manager, produce detailed reports including financial records of guest 

activity. 

 

General responsibilities 

18. Communicate effectively with colleagues and departments across the Festival 

to share information, achieve deadlines and promote a positive working 

environment. 

19. Attend meetings and provide progress and financial reports as required. 

20. Participate in the selection, induction and appraisal of any people you manage, 

as required. 

21. Work with the Office Administrator and IT consultants to set-up workstations 

for people you supervise, as required.  

22. Always act in accordance with EIFF policies and procedures, as outlined in the 

induction manual and by your manager. 

23. Minimise the CMI’s environmental impact wherever possible and adhere to the 

company’s Environmental Policy. This will include: 

 recycling; 

 switching off lights, computers, monitors and equipment when not in use; 

 helping to reduce paper waste by minimising printing/copying and reducing 

water usage; 

 reporting faults and heating/cooling concerns promptly; 

 minimising carbon footprint when travelling. 

24. Where the role includes the ordering and use of supplies or equipment the post 

holder will consider the environmental impact of purchases. 

25. On completion of your role, complete a staff report form as requested by the 

Recruitment Manager. 

26. Contribute to the successful delivery of EIFF. 

 

Additional Information 

 The role is based at the CMI’s offices at Filmhouse on Lothian Road in 

Edinburgh. 

 The appointment requires flexibility over hours of work. Normal working hours 

are 9am to 5.30pm Monday to Friday but weekend and evening work will be 

required for which no additional remuneration is payable.  

 

 

PERSON SPECIFICATION 

Successful candidates will have experience of managing relationships with guests, 

clients and other stakeholders, as well as exceptional administrative skills and a 

working knowledge of the film industry infrastructure. You will be highly organised 

with meticulous attention to detail and the ability to efficiently manage large 

quantities of data, which is subject to frequent change at short notice. You will 

also be calm under pressure and have excellent customer service and 



communication skills. Languages are an advantage and a personable nature is key, 

as well as a willingness to work long and often unsociable hours in line with the 

requirements of the role. 

 

Essential (E) or desirable (D) requirements 

 

Experience 

Significant experience of administrative work    E 

Working to strict deadlines       E 

IT experience, including email, spreadsheets and databases  E 

Managing relationships with guests, clients and other stakeholders E 

Customer service        E 

Collaboration with other internal teams     D 

Talent handling        D 

Managing people        D 

Mentoring people        D 

Managing a project or activity      D 

Working in a film or event related environment    D 

 

Knowledge 

Knowledge of film industry infrastructure     E 

Relevant technical knowledge e.g., film formats     D 

Knowledge of Filemaker Pro       D 

Knowledge of world geography to ensure optimum travel routes  D 

Knowledge of Edinburgh and surrounding areas    D 

 

Skills and abilities 

Excellent organisational skills and attention to detail   E 

Excellent communication and customer care skills    E 

Team working and ability to motivate others    E 

Excellent English, written and verbal communication   E 

Other languages        D 

 

Personal attributes and attitudes 

Detail-oriented, administrative type      E 

Takes pride in exceptional data management    E 

Ability to be flexible and respond to changing priorities    E 

Endurance for repetitive tasks and heavy workload    E 

Functions well under pressure      E 

Positive attitude        E 

Integrity         E 

Interest in films and film industry      E 

 

Competencies 

 

Managing Work 

 Quickly determines tasks and resources 



 Schedules work 

 Develops time lines 

 Co-ordinates resources 

 Ensure effective completion of work through use of own and others time 

 

Change Management 

 Challenges assumptions 

 Recognises organisational opportunities 

 Thinks expansively 

 Encourages and rewards innovation 

 

Valuing Diversity 

 Actively values others contributions and treats people fairly 

 Creates an environment that appreciates diversity 

 Challenges unfair behaviours and practices both internal and external 

 

Decision Making 

 Makes effective decisions which balance the varying demands of interested 

bodies and cost management 

 Understands risk/opportunity balance 

 Develops and considers alternative solutions 

 

Teamwork 

 Actively collaborates through communicating fully and openly, while 

showing respect for others 

 Communicates fully and openly 

 Balances all needs 

 Facilitates goal accomplishment 

 Ensures necessary team support and infrastructure in place 
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