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	Post Title
	Operational Manager (Service specific) 

	Post Level
	Operational Management Team Level 1

	Service Area
	Operational Systems Delivery Manager

	Grade
	Grade 10

	Post Level Descriptor

	Reports to a senior manager and may manage an operational area. Responsible for plans for the assigned area, budget and staff. 
Will be a role model and ensure staff are living the organisational values of:

Aspire to be better

Enable others

Deliver on promises

	Purpose of the Post

	· To manage a number of small to medium team of employees following the Council’s HR policies and processes.
· To ensure the team aware of Council services available and able to sign post customers as required.
· To account for a medium budget.
· Schedule and allocate work for the team(s) on a medium to long term basis
· Plan events and/or projects over the medium to long term
· Contribute to the development of longer term plans and projects.
· Responsible for the day to day use and maintenance of equipment used by the team.
· Responsible for stock control and the ordering of goods/supplies.
· To ensure regular two way communication and engagement with the team
· To take responsibility for the Health and Wellbeing of the team.

· To ensure the team maintain high performance and are clear on objectives through one to one supervision and the IPR process. Encouraging personal development, flexibility and responsibility
· To ensure self and team have the highest regard for customer service whilst understanding the need to effectively manage the demand for services
· To always portray a positive image of the Council to employees and customers and deliver on promises
· To ensure the team aware of Council services available and able to sign post customers as required.

· To fulfil responsibilities as a corporate parent

· Ensure the team’s work location meets general health and safety standards and is presentable at all times and to ensure the team are aware of health and safety responsibilities
· To take a proactive approach to self-development and keep an up to date working knowledge of best practice associated with the area of work.

· To be responsible for the overall performance of the team and all associated Human Resource related matters.

· To embrace opportunities for change and to encourage new ways of working including the use of technology

	Service Specific Tasks

	· Ensure the Housing Property and Construction Operational Systems Support Team meets performance requirements and delivers agreed objectives 
· Lead on the  planning, prioritisation, and implementation of ICT projects and activities 
· Ensure that tasks relating to Housing Property and Construction operational systems are resourced and managed appropriately so that they are delivered on time and to budget 
· Embed structural and cultural business change and service improvement, through collaboration and implementation of service strategies and plans

· Provide well-informed advice on areas of expertise to colleagues, customers and other stakeholders
· Work closely with stakeholders to ensure the Service embraces and actively utilises the evolving system environment
· Ensure that the system environment is appropriately tested, supported, and maintained to provide continuity to a range of operational teams

· Identify solutions and recommend appropriate approaches and solutions to meet business requirements  

· Liaise with the 3rd party support service desks, predominantly InterNETalia (Accuserv), to ensure stakeholders receive a streamlined service
· Contribute to the development and delivery of a Service Level Agreement with InterNETalia which provides service definitions, standards and performance indicators, and provide associated reports and statistics
· Maintain appropriate up to date professional certifications to support the Housing Property and Construction’s business requirement by attending relevant training and other associated activities, including system user forums



	Performance Standards

	· The need to adhere to Council’s Policies and specifically the Equal Opportunities Policy, Health & Safety Policy and the Code of Conduct

· The need to comply with the Freedom of Information Act 2000 in relation to the management of Council records and information

· The need to comply with the Data Protection 1998 and the principles enshrined within it in respect of personal information held by the Council
· The need to observe and implement the Authority’s information governance policies and procedures, including the security of information assets and data.
· Willing to carry out a similar job role in other service areas as required.
· Demonstrates flexibility in their approach to work

· Creates an environment which enables individuals to speak up and challenge.



	Competency Requirements

	Engaging People  - Level 2

Proactively listening and conveying information/ideas in a variety of ways to engage people and stay connected.

Delivering On Or Promises Level 2

Creating the right environment for teams and individuals to perform at their best, ensuring performance is monitored, evaluated and prioritised effectively.

Delivering On Customer Outcomes Level 2

Delivering a customer focused service across the team.

Enabling Change Level 2

Creating and enabling an environment that encourages the acceptance of change within teams.

Aspiring To Be Better Level 2

Enabling the right environment for teams and individuals to show high levels of self awareness to perform at their best.

Working Together Level 2

Promoting collaborative relationships with others to deliver an excellent customer focused service.




	Person Specification

	Responsible To

	Customer Interface and Service Improvement Manager

	Responsible For

	Operational Systems Analyst
Operational Systems Specialist
Operational Systems Support Officer


	Factor
	Essential
	Desirable
	Assessment means

	Skills, Knowledge and experience 
	Experience of managing team/s to develop and deliver systems and technology that support operational services
Significant experience of working in an ICT support environment
Experience of working with 3rd party organisations to deliver objectives

Experience of managing people

Experience of budget management

Experience of managing change

Ability lead on the development and delivery projects

Ability to establish effective working relationships with a diverse range of stakeholders

Ability to lead and manage a team
Ability to work to deadlines and manage multiple priorities

Ability to use relevant knowledge in order to develop solutions or deal with issues 

Ability to work proactively and independently covering a range of complex tasks

Excellent verbal and written communication skills

Excellent organisational skills

Excellent interpersonal skills, including negotiation and influencing
Committed to the principles of equality and diversity

Committed to the principles of GDPR
	Experience of working in Local Government environment

Experience of working in the housing and construction sector

Experience of managing SLAs

	

	Qualifications and Training
	Qualified to degree level with relevant experience or equivalent significant experience in a relevant field.

Evidence of a commitment continuous personal development
	PRINCE 2 qualification or similar

	

	Special Requirements
	Able to work outside normal working hours

Able to work flexibly across different sites
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