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Job Title: 		Enquiry and Occupancy Lead
Reporting to: 		Operations Directors
Location:                            Head Office, Holywood and Healthcare Ireland Homes


About the role
Joining Healthcare Ireland Group means becoming part of a forward-thinking care organisation with a long-term commitment to the success and sustainability of every Home. Through continued investment in our people, services and communities, we provide the resources, stability and support needed to deliver exceptional, person-centred care. Residents, families and our team are at the heart of everything we do. We believe in building trusted relationships, continuously improving the way we work and creating environments where people feel supported to grow, thrive and succeed.
Working collaboratively with Home Managers, Regional Managers and the wider operational team, the postholder will analyse occupancy performance, identify opportunities for improvement and implement tailored action plans to maximise admissions and optimise occupancy across their portfolio. Key areas of focus include:
1. Increasing enquiry volumes through proactive relationship building, networking and community engagement.
2. Improving enquiry-to-admission conversion through an outstanding resident and family journey and effective enquiry management.
3. Supporting the optimisation of occupancy and room pricing in partnership with the Operations Director and Home Managers.
Recognising that every Home serves a unique community, the Enquiry & Occupancy Lead will develop a detailed understanding of local markets, referral pathways, demographics, competitor activity and customer needs to create bespoke occupancy plans that support the long-term success of each Home.
Whilst reporting to the Operations Director, the Enquiry & Occupancy Lead will work closely with Regional Managers, Home Managers and key external stakeholders to deliver sustainable occupancy growth while ensuring all activity reflects Healthcare Ireland Group's values and commitment to exceptional resident care.
OUR HOMES PROVIDE AN ENVIRONMENT WHERE INDIVIDUALITY IS EMPHASISED AND THE PRIVACY
AND DIGNITY OF ALL OUR RESIDENTS IS RECOGNISED

Duties and Responsibilities
Key Responsibilities
Occupancy & Enquiry Management
· Drive occupancy across assigned focus homes, delivering agreed occupancy and admissions targets.
· Lead the enquiry journey, ensuring every prospective resident and family receives a responsive, compassionate and professional service.
· Monitor enquiry conversion rates and admissions activity, identifying opportunities to improve performance.
· Develop and implement regional occupancy plans aligned with business objectives.
· Ensure vacant rooms are proactively marketed and enquiries progressed efficiently.
· Maintain accurate enquiry pipelines and admissions records using internal systems.

Admissions & Customer Experience
· Oversee the admissions journey from initial enquiry through assessment and admission.
· Support Homes to provide a seamless and positive experience for residents and families.
· Promote a person-centred approach throughout every stage of the enquiry and admissions process.
· Resolve barriers to admission wherever possible through collaborative working with operational and clinical teams.
· Ensure prospective residents receive timely communication and regular updates throughout their journey.

Relationship Management
· Build and maintain effective relationships with:
· Hospitals
· Community healthcare professionals
· Social Workers
· Integrated Care Teams
· Commissioners
· GP Practices
· Charitable organisations
· Community groups
· Private referrers
· Develop local referral networks to increase awareness of Healthcare Ireland Group services.
· Represent the organisation at networking events, professional meetings and community engagement activities.
· Promote Healthcare Ireland Group as the provider of choice across the region.

Home Support
· Work closely with Home Managers to understand occupancy challenges and develop tailored improvement plans.
· Support homes in responding to enquiries, arranging visits and converting enquiries into admissions.
· Identify opportunities to improve the enquiry and admissions experience across the portfolio.
· Share best practice between Homes to improve occupancy performance.

Performance & Reporting
· Monitor occupancy levels, enquiry volumes, conversion rates and admissions activity.
· Analyse market trends, competitor activity and referral patterns.
· Produce regular occupancy forecasts and performance reports.
· Use data and KPIs to identify opportunities for continuous improvement.
· Present regional updates and recommendations to senior leadership.

Leadership
· Develop capability through relationships, contributing to performance reviews and ongoing development.
· Promote a culture focused on excellent customer service, collaboration and continuous improvement.
· Support recruitment, induction and development of team members.

Marketing & Community Engagement
· Ensure homes maximise opportunities through digital marketing, local events and community engagement.
· Encourage positive relationships with local communities and professional networks.
· Identify innovative approaches to increase enquiries and occupancy.

Compliance & Governance
· Ensure all enquiry and admissions activity complies with company policies, regulatory requirements and data protection legislation.
· Maintain accurate records and documentation.
· Promote ethical, transparent and resident-focused occupancy practices.
· Support organisational compliance with safeguarding, infection prevention and health and safety requirements.





Person Specification
Essential
· Experience in occupancy, business development, admissions, customer relationship management or commercial performance.
· Proven ability in relationship building and service excellence.
· Excellent communication and interpersonal skills.
· Strong organisational and planning abilities.
· Experience analysing performance data and producing reports.
· Ability to build productive relationships with internal and external stakeholders.
· Commercial awareness combined with a resident-centred approach.
· Excellent IT skills including Microsoft Office.
· Full UK driving licence with willingness to travel across the region.

Desirable
· Experience within health or social care.
· Knowledge of care home admissions processes.
· Understanding of health and social care referral pathways.
· Knowledge of Trust and private funding routes.
· Marketing or customer service experience.

What You'll Bring
· You'll be an enthusiastic relationship builder who is passionate about helping residents and families find the right care at the right time.
· You'll be confident working independently across a geographical region while collaborating closely with operational colleagues to achieve shared goals. You'll understand the importance of balancing commercial performance with compassion, ensuring every interaction reflects Healthcare Ireland Group's values.
· You'll use insight, data and local market knowledge to identify opportunities, remove barriers to admission and continuously improve occupancy performance. Most importantly, you'll recognise that every enquiry represents an individual or family making one of the most important decisions of their lives, and you'll ensure that experience is supportive, professional and reassuring from beginning to end.

Additional Information
· This is a field-based position requiring regular travel across an assigned portfolio of homes.
· Occasional evening and weekend working may be required to support events or meet the needs of prospective residents and families.
· A discretionary bonus may be available based on occupancy performance.
· The postholder will be expected to comply with all Healthcare Ireland Group policies, including safeguarding, health and safety, infection prevention and control, confidentiality and data protection.
· Duties may reasonably be amended following consultation to meet the changing needs of the organisation.
· Disclosure and Barring Service - you will need to complete an Enhanced Access NI disclosure. Access NI is a branch of the Department of Justice. Their role is to process applications from members of the public who require a criminal record check for employment purposes. Healthcare Ireland require 3 forms of ID to process this check. 
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