JOB DESCRIPTION

	JOB TITLE
	Salary
	Post No.


£39,774

	
	
	


	REPORTS TO
	DIVISION

	TBC
	Waltham Forest Services LTD (Servicestore)


This is a very exciting opportunity to join an exciting, fast paced and forward thinking company. Waltham Forest Services Ltd is a local authority own trading company and has established itself as a leading service provider in a range of disciplines. 

We provide services to residents, commercial organisations and London Borough of Waltham Forest.
We are looking for an experienced and enthusiastic candidate with an excellent understanding of managing a busy test centre environment. 
	JOB PURPOSE


Reporting to Operations Lead, you will be responsible for managing up to 12 test coordinators ensuring the test centre remains covid secure and functioning at optimum levels..
Your team will perform a range of functions from providing advice and information, sign posting, maintaining order to collecting and collating test kits and results. You will have a strong customer care background and experience of managing large teams carrying out multi-disciplined functions. Reporting to Operations Lead, you will ensure that the services provided are ahceive the agreed service standards. You will also be responsible for developing reporting tools to demonstrate performance against KPI’s.

Effective prioritization and project management skills are pivotal to the success of this role. You will keep the team’s workload flowing whilst integrating an customer first approach, which will include developing a system to monitor satisfaction rates. You will also be responsible for ensuring the service is fully compliant with statutory and health & safety requirements.
	MAIN RESPONSIBILITIES/DUTIES


1) Support the Operations Lead with reporting and service development
2) To develop, review and implement robust processes, which are underpinned by putting the safety of test centre attendees and support staff at its core
3) To track, monitor and report on all key deliverables as set by the Operations Lead
4) Evaluate operational practices with due regard to risk, statutory requirements and best practice to help improve service delivery and to help drive continuous improvement.

5) To liaise with the Telecommunications and ICT regarding the provision of telecommunications and I.T. services and equipment as required
6) Plan and organise work to ensure the delivery of those aspects of the service for which you are responsible. This includes planning daily activities and tasks for Coordinators, including staff briefings
7) Develop work flows and measures which put health and safety at the forefront ensuring full compliance with HSE and other government body guidelines
8) Responsible for liaising with the internal and external stakeholders encouraging participation in stakeholder engagement events
9) Support the Operations Lead and deputise where required 
10) Collate, process and analyse complex information. Ensure all required records and information are maintained correctly
11) Provide detailed analysis to Operations Lead on service improvement measures

12) Develop solutions to repetitive failures and all other problems that adversely affect operations. These problems include capacity, quality, cost or regulatory compliance issues

13) Develop and oversea staff training plans to ensure skills and resilliance within the workforce are increased in line with service delivery objectives 
14) Provide authoritative advice, guidance and support to colleagues, customers and stakeholders. Respond to and investigate enquiries / escalated complaints
15) Establish mentoring for the team, setting and monitoring targets and objectives and balancing skills with on-going training and development to ensure a fully effective team
16) Support partnership agreements and partnership working within area of responsibility.
17) Quality check documents, decisions and testing packs to ensure work meets the required standard
18) Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	Responsible for:

	12-14 Coordinators
	


	No job profile can cover every issue which may arise within the post at various times and the job holder is expected to carry out other duties from time to time.


Date:  09/12/2020
PERSON SPECIFICATION

	Technical Operations Service Manager 
	

	
	

	Requirements
	
	Essential/Desirable

	Education and experience
	Degree or equivalent 
	D

	
	Experience of managing a large team in a highly sensitive work setting
	E

	
	Experience of developing processes which are then implemented across a large service areas
	E

	
	Excellent knowledge of building management, and repair projects


	E

	
	Understanding of working in a health screening faccility
	D

	
	Project management experience
	E

	
	Ability to resolve complex issues and respond quickly to an unpredictable work environment 
	E

	
	
	

	
	
	

	Knowledge, skills and abilities
	
	

	
	Able to write up reports and briefings
	E

	
	Good oral and written communications and interpersonal skills.


	E

	
	Able to lead multidisciplinary teams through clear guidance and leadership

	E

	
	Working knowledge of delivering services to residents

	E

	
	Ability to ensure that services are delivered within an Equal Opportunities / Diversity  framework.
	E

	
	Ability to ensure that Waltham Forest services Ltd Health & Safety, Customer Care and Communications policies are understood and applied as appropriate for this job level  
	E

	
	
	

	Other Requirements
	Work out of hours, including weekends and evening
	E

	
	Work out of hours as part of an on-call rota
	E

	
	Provide cross service support and cover as required
	E

	
	In possession of a any British driving licence or recognized overseas licence
	D
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