

	Position:
	Assistant Area Operations Manager

	Job Family/
Grade/Level:
	Community Facility User Support/Grade 5/CFUS5b

	Purpose:
	To monitor, co-ordinate and support the Facilities Management Team under the direction of the Area Operations Manager

	Summary 
of Role:
	Reporting to  the Area Operations Manager the main duties and responsibilities are:

· To encourage a flexible approach from all staff to achieve an operational service that represents quality, value for money and customer focused service delivery.

· Plan and organise Facilities staff

· To be conversant with and operate at all times within the current Health & Safety at Work legislation

· To regularly appraise staff on a formal and informal basis

· To co-operate with the introduction of new procedures and/or new equipment/ technology

· To carry out on and off the job training as part of the overall strategy to improve service and develop staff

· To ensure that the quality of services is within the parameters of the organisations quality initiatives and budgets

· To advise the Area Operations Manager of any significant changes to the circumstances of clients or staff in their area or responsibility and resolve customer enquiries

· To be responsible for staff supervision and to arrange short term relief cover when staff are absent from duty

· To assist in the recruitment and development of staff

· To effectively manage in line with the current policies including absence, grievance and disciplinary and budgetary control  

· To liaise with clients and attend regular review meetings as required.

· Any other duties appropriate to the post and in line with the needs of the Department
· Co-operating with the introduction of new procedures and/or new equipment/technology associated with the role
Note: - This is a summary of the role and may be altered to reflect the changing needs of the business.


	CRITERIA
	ESSENTIAL
	DESIRABLE
	EVIDENCE

	Education, Qualifications 
and Training
	
	· Appropriate SVQ level 3 and/or HNC or equivalent professional qualification

· Specialist training in discipline with relevant accreditation, as appropriate.
	( Application Form

( Certificates


	Skills
	· Ability to monitor service/facilities performance and initiate any corrective action
· Can plan and organise the work of the team, allocating tasks, giving instruction as appropriate and control performance
· Can collect information, compile and submit reports ensuring procedures are adhered to and recorded accurately within timescale
· Ability to lead team and carry out delegated supervisory duties in respect of recruitment, training and disciplinary issues 
· Work carried out to budget and plans within defined standards
· Ability to set up technical equipment and resolve issues. 
	
	( Application Form

( References

( Interview

( Assessment

	Knowledge 
	· Ability to receive and resolve customer queries and complaints, referring serious issues as necessary
· Can assess the work situation and implement relevant safety and security measures
· In depth knowledge of work area 
· Knowledge of Glasgow City Council procedures including people supervision and Health and Safety.
	· Knowledge of discipline and absence management within Glasgow City Council’s procedural framework.
	( Application Form

( References

( Interview

( Assessment


	COMPETENCIES
	SELF-DEVELOPMENT (L2)
	DECISION MAKING (L1)
	EVIDENCE 

	Core Area:

Personal Effectiveness
	· Asks people for feedback, and develop where you need to, based on what they say

· Keeps up to date with the latest issues, trends and advances

· Asks your manager for chances to learn

· Uses what you have learned, to help Glasgow City Council meet its aims

· Gives other people advice, based on what you know.
	· Ability to find out what information is needed, source it and to make the right decisions based on this

· Bases decisions on what you understand and assume about the information you have

· You ask other people for their opinions
· Knows when to refer to manager
· Knows what else could happen if does not do something on time.
	( Application Form

( References

( Interview




	CRITERIA
	ESSENTIAL
	DESIRABLE
	EVIDENCE

	Knowledge
Continued 
	· Assist in budget control of the team’s work  and identify actual/ potential problems
· Can meet with customers/partners to review service delivery, derive suggestions and resolve problems
· Awareness of the work of Glasgow City Council. 
	
	( Application Form

( References

( Interview

( Assessment

	Other


	· Shows an enthusiastic and positive manner

· Has an ability to work alone or as part of a team

· Demonstrates a flexible approach to the needs of the business

· Prioritises the needs of the customer
· Can demonstrate the ability to deal with confidential matters where appropriate. 
	
	( Interview



	COMPETENCIES
	COMMUNICATION (L2)
	COMMUNICATION (L2)
	EVIDENCE

	Core Area:

Personal Effectiveness 
	· Shares relevant and important information on time, with your team

· Chooses the best way of communicating (such as writing or face to face), and use the right words for your audience and situation.
	· Explains why decisions have been made and use examples to support them
· Gives a good impression of Glasgow City Council when dealing with non-employees.
	( Application Form

( References

( Interview



	COMPETENCIES
	CUSTOMER ORIENTATION (L2)
	FORWARD THINKING (L1)
	EVIDENCE

	Core Area:

Providing Excellent Customer Service


	· Follows up customers requests, to make sure actions are taken and issues resolved

· Measures customer satisfaction to find out what needs to be improved

· Changes the way you do things, to meet the needs of each customer

· Delivers more than you promised, and try to exceed expectations.
	· Finds out what other people need by asking questions that cannot be answered with just a ‘yes’ or a ‘no’

· Acts on own initiative to sort out difficult situations or problems without having to be asked

· Looks at a number of different options when trying to sort out a problem

· Likes to hear about      different ideas, keen to do well, and goes the ‘extra mile’ for people.
	( Application Form

( References

( Interview



	COMPETENCIES
	TAKES INITIATIVE (L1)
	TAKES INITIATIVE (L1)
	EVIDENCE

	Core Area:

Leadership


	· Tries to meet targets without anyone reminding or pushing you to do so 

· Happy to take responsibility for things, and to be held to account by other people

· Tries hard to make things better.
	· Able to do things on own, especially when there are no managers around

· Works in the best way, acting as a role model, so that other people can see how they should do things.
	( Application Form

( References

( Interview




	COMPETENCIES
	MOTIVATION (L2)
	PLANNING (L1)
	EVIDENCE

	Core Area:

Delivering Results
	· Knows how you affect and influence other people

· Creates a good team spirit and motivate other people

· Keeps problems in perspective

· Deals with both the difficult and boring aspects of your job, and do not put things off.


	· Organises work by thinking about deadlines, promises, and how important the different tasks are

· Prepares in good time, for any future work you need to do
· Is realistic about the time needed to do a job, and will tell other people immediately if you cannot do something

· Asks for help when needs to
· Only misses deadlines because of circumstances beyond own control.
	( Application Form

( References

( Interview
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