Customer and Facilities Manager 
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Evaluation: 534 points
Grade: N7
Reference: PP260


Reports to: Museum Manager
Direct reports: Staff and resources as allocated




Purpose
To ensure the efficient and effective development and management of museum facilities, staff and other resources in accordance with NEM’s Policies and Procedures. To develop high quality customer services. 
Main Duties
The following list is typical of the level of duties which the post holder will be expected to perform. It is not necessarily exhaustive and other duties of a similar type and level may be required from time to time.
 
1. To identify customer requirements, contribute to the development of customer service policies and practices, ensuring delivery of high quality customer services. 
2. To be responsible for the management of all allocated resources and to develop and maintain accurate recording systems to assist in this purpose. Including responsibility for overall building and facilities maintenance and security. 
3. To build good employee relations and working relationships, maintain effective communications with all staff, customers and clients to ensure the delivery of services in accordance with customer service standards, policies and procedures. 
4. To employ effective people management practices in accordance with the NEM’s policies and procedures ensuring staff resources are deployed, managed and developed in accordance with service delivery demands. 
5. To promote the service and contribute to marketing strategies on an ongoing basis. 
6. To contribute to financial, workforce (including learning and development plans) and service planning and development giving due regard to customer demand and statutory or legislative changes affecting the organisation. 
7. To maintain strict budgetary control and monitoring ensuring that all services are delivered within budget and in accordance with NEM’S financial regulations. 
8. To analyse information, undertake research, produce reports, financial and other business information as required by the Senior Management Team and participate in meetings and working groups as required. 
9. To undertake projects and assignments as required, including investigating and/or resolving serious or complex customer complaints in accordance with recognised policy and practice. 
10. To actively promote and implement the Council’s Equality Policy in all aspects of employment and service delivery.
11. To assist in maintaining a healthy, safe and secure environment and to act in accordance with NEM Health and Safety Policies and Procedures.
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