
 

 

 

TOWER HILL SPORTS  
 
Job Title: Director of Customer Relations/Operations/Facility Management Team  
Location:   Lexington, KY         
Status:   Full-time 
 
 
ABOUT THE COMPANY 
 
Tower Hill Sports Indoor Soccer Complex is a world-class, community-focused soccer and sports center with more 
than 40,000 sq.ft. of training space for athletes under 165’ high ceilings. 
Now newly under construction is Tower Hill Sports 2.0 Indoor Sports Complex.  This will add to the growing 
demand for indoor space here in Lexington, KY.  This facility is more than 43,000 sq.ft. and will present the same 
image as our first facility,  
 
Tower Hill Sports will provide the community with superior individual & small group training, league and 
tournament opportunities primarily focused on soccer.  Our team has developed an extraordinary model for player 
development that will be delivered to athletes by our professional coaching staff.  Tower Hill Sports is committed 
to creating the most advanced athletic training facility around. 
 
 
POSITION SUMMARY: 
 
The following provides a detailed description for the position of The Director of Customer Relations/Operations.  
Actual duties performed may vary.  This position supports the work of Tower Hill Sports.  The Director of Customer 
Relations/Operations will ensure all guests receive a five-star concierge level of customer service.  The employee 
will exhibit an ability to achieve the financial targets for the facility, primarily through yearly scheduling/planning.  
The employee will demonstrate an aptitude and command of all companywide policies and initiatives to ensure 
the integrity of the Tower Hill Sports Brand is maintained.   
As a leader, the Director of Customer Relations/Operations will be expected to act with the utmost integrity, 
deliver world class service to guests at all times, achieve exceptional results; act as a role model for Tower Hill 
Sports values, and bring a high energy can-do attitude to work every day.   
The Facility Management position entails a working knowledge of facility operations and ability to perform each 
aspect efficiently.  
 
 
ESSENTIAL DUTIES AND PRIMARY RESPONSIBILITIES: 
 
The Director of Customer Relations/Operations will report to the General Manager, Chris Allen, and the Owner.  
This position requires: 
 

 A working knowledge of facility operations and ability to perform each aspect efficiently 
 Demonstrate a working knowledge of all standard operating procedures and policies that pertain to the facility 
 On-site manager to interact with customers during game days 
 Ability to open and close the facility, daily 
 Ability to create a “team” environment amongst staff to achieve common goals 
 Ability to understand, learn, and utilize various computer-based systems, including the web-based scheduling 

software  
 Provides development and leadership where and when necessary 
 May plan and coordinate special events 

 
 



 

 

FACILITY MANAGEMENT TEAM TASKS INCLUDE, BUT ARE NOT LIMITED TO:  
 

 Determine facility staffing needs, schedule all employees 
 Manage and coordinate all adult and youth league play 
 Manage and coordinate all referees for all adult and youth league play  
 Manage facility staff including train and schedule staff 
 Scheduling of any long-term or short-term field rentals, through discussion with GM 
 Manage and coordinate TOCA studio schedules and trainers, through discussion with GM 
 Manage and coordinate outside vendors 
 Manage and coordinate field equipment changes/needs daily 
 Maintain manuals for housekeeping, operations, and maintenance 
 Maintain logs for maintenance of equipment 
 Monitor inventory and order supplies when required 
 Complete special projects and daily assignments as directed by the General Manager 
 Adhere to yearly budgets 
 Correspond with prospective groups 
 Maintain awareness of the guests, community, trends, and facility offerings 
 Record all incidents during league play as to ensure a safe facility 
 Must have conflict resolution skills 
 Must have positive attitude and be able to motivate staff in a positive manner and promote team spirit 
 Be self-motivated and have strong organizational and management skills 
 Excellent interpersonal, problem solving and negotiating skills 
 Possess strong leadership abilities 
 Excellent written and verbal communication skills 
 Must have a high level of professionalism, honesty, integrity, and work ethic 
 Always exhibit a superior sense of customer service 
 Solid computer skills including word, excel, power point and outlook, audio/visual 
 Must be able to work flexible schedules including nights, weekends, and holidays  

 
 
FACILITY OPERATIONS/MAINTENANCE TASKS INCLUDE, BUT ARE NOT LIMITED TO:  
 

 Manage and coordinate independent contractors  
 Maintain overall appearance and cleanliness of the facility – walk through facility daily  
 Maintain, repair, upgrade, and order equipment when necessary 
 Inventory, organize, and stock closets, toolboxes, and maintenance areas 
 Coordinate cleaning schedule around daily activities 
 Have knowledge of building internals (sprinkler systems, HVAC systems, alarm systems, etc.) 
 Manage utilities (lights, temperature controls, heaters, etc.) 
 Maintain playing/turf surfaces 
 Schedule and perform maintenance on facility equipment 
 Coordinate with directors on facility repairs to avoid conflicts 
 Contract maintenance with outside vendors when necessary 
 Handle inspections (fire, sprinkler, restaurant, etc.) 
 Monitor overall appearance and cleanliness of the building 
 Monitor all walkways and outside landscaping 
 Line fields for evolving programming, movement of goals/equipment/nets 
 Keep inventory of supplies and equipment as well as maintenance logs 
 Ensure all required paperwork is accurate and up to date 

 
 
 
 



 

 

MINIMUM QUALIFICATIONS: 
 

 A bachelor’s degree in related field preferred or equivalent combination of education and experience.  Master’s 
degree is preferred  

 Previous professional experience in marketing and/or sales is preferred 
 Excellent personal computer skills and experience with standard business software 
 Must have strong interpersonal, public relations and communication skills, including the ability to make 

presentations and handle media inquiries 
 Ability to read, analyze, and interpret common business-related documents.  Ability to respond, verbally and in 

writing, to common inquiries or complaints from customers or members of the business community.  Ability to 
effectively present information to upper management and to members of the business community. 

 
 
 
WORKING ENVIRONMENT AND PHYSICAL DEMANDS:  
 

 The physical demands described here are representative of those that must be met by an employee to 
successfully perform the essential functions of this job.  Reasonable accommodations may be made to enable 
individuals with disabilities to perform the essential functions 

 While performing the duties of this job, the employee is regularly required to use a computer for extended 
periods of time and be able to communicate using a computer and phone/smart device 

 The employee frequently is required to sit and reach, and must be able to move around the work environment  
 Position duties require daily standing, walking, sitting, lifting, bending, squatting, and reaching 

 
 
 
LANGUAGE SKILLS:  
 

 Ability to read, analyze, and interpret common business-related documents.  Ability to respond, verbally and in 
writing, to common inquiries or complaints from customers or members of the business community.  Ability to 
effectively present information to upper management and to members of the business community 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


