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	JOB DESCRIPTION

	TITLE: Operations Manager
	 REGION: London & Bromley

	DATE PREPARED: August 2018
	RESPONSIBLE TO: General Manager


	MAIN PURPOSE
Ensuring the safe and efficient operation of the centre whilst achieving commercial and social objectives. The Operations Manager is key in the delivery of customer service excellence and staff satisfaction.


	SUMMARY OF RESPONSIBILITIES AND DUTIES
The Operations Manager  is expected to assume the following responsibilities plus any other reasonable duties as required:
· Ensure a welcoming, professional and credible customer service orientated presence is delivered at all times 

· Professional and positive management of customer service delivery with regard to customer feedback, complaints and suggestions in order to ensure that NPS are met and maintained 

· Responsible for budgets and driving the team to meet targets in terms of KPI’s, balance score cards and overall profitability

· To lead the centre’s operational procedures and ensure compliance is met and maintained within all areas such as Health and Safety, hygiene, training and development, licencing and policies as well as incidents and accidents

· Co-ordinate the efficient and effective deployment of the team, to meet the financial and operational demands of the centre 

· Assist in the development and management of a well-balanced activity and event programme, therefore increasing financial profitability whilst Assist the GM in the development, communication and implementation of maintenance and technical functions relating to pools, plant and leisure/Halls and Golf operation. 

· Ensure all centre environments are running at optimum performance including air and water treatment systems and plant. Identify faults and recommend safe, rapid and economic solutions. Work with the centre teams to implement and continue to support until satisfactory completion. 

· Monitor expenditure for your area of responsibility, being PPM or service contracts against budget and report on deviations and overspends were appropriate. 

· Work with the General Manager to prioritise R&M items and allocate against budget available. 

· Management of specific activities and initiatives as required, under the direction of the General Manager, including leading on project work as required by Mytime Active

· Adhere to all company policies, such as the Equality and Diversity Policy, Safeguarding policy, Health and Safety procedures, operating procedures, and customer service standards, thereby ensuring a culture of inclusivity at all times

· Maintain your own mandatory qualifications, licensing and CPD/ training requirements and that of the team

· on the social and community agendas

· Prepare and implement reports and procedures on the centre’s operations, events and incidents where necessary as per company policy such as NOP, EAP, COSHH, Risk Assessment etc.

· Ensure that cleaning standards are met and strive to continuously improve upon these

· Deliver and attend all staff inductions and training sessions, including development and performance management of staff where required as well as 1-2-1 reviews. This would include attending regular weekly and monthly meetings

· Carry out team briefings, circulating centre initiatives, procedures and communications whilst ensuring training and qualification compliance is met 


	KNOWLEDGE AND SKILLS
· Understanding of relevant health and safety legislation including knowledge of facility management, best practice and statutory compliance

· Understanding of Leisure services and practical applications within Leisure and/or Golf 

· Excellent verbal communication skills, including the ability to influence and persuade

· Good standard of IT knowledge of Microsoft Office

· Good numerical and written skills

· Commercial acumen and knowledge of service improvement modules such as IIP, ISO, Quest

· Ability to multi-task and work under pressure

· Creative, entrepreneurial and problem solver

· The proven ability to effectively lead, manage, motivate, develop staff and build effective teams. The ability to persuade and influence staff at all levels.

· The ability to analyse technical issues and prepare technical plans. 

· The ability to research, prepare, justify and present project reports. 

· The ability to produce results to demanding deadlines and work on a number of key issues simultaneously. 

· The capability to contribute to the wider strategic development of the organisation, to think analytically and to utilise high level implementation skills.

· Ability to innovate and find creative and practical solutions to complex problems and to exploit new opportunities. 




	EXPERIENCE
· Supervisory experience of working within a customer service environment 

· Experience in financial management and budget preparation, and a proven track record of meeting financial targets 

· The ability to lead, motivate and develop team members in order to meet organizational objectives




	QUALIFICATIONS

Qualification: Essential

· National Pool Lifeguard Qualification and First Aid qualification (training will be available should you be prepared to achieve these as a condition of appointment). 

· Pool Plant Operator’s qualifications (training will be available should you be prepared to achieve these as a condition of appointment). 

· Educated to A level standard or, equivalent qualification or relevant experience.

Qualifications: Desirable

· First line management qualification (Institute of Leadership & management ILM); NVQ in Customer Service 




	SPECIAL REQUIREMENTS

· Is personally credible, can provide examples and referees at senior levels  

· Highly motivated self-starter with resilience and determination and the ability to see jobs through to completion

· Ability to work effectively as part of a team and to build sustainable working relationships with key stakeholders including senior managers 
· Resilience to work under pressure and remain calm and professional and experience of using initiative and creativity to resolve complex problems 
· Commitment to and understanding of equal opportunities issues within a diverse and multicultural environment
· Evidence of a personal commitment to continuing professional development and maintaining an up-to-date professional knowledge sufficient to be a credible and effective source of advice
· Results-driven and motivated

· A solutions-focused team player with a “can-do” attitude

· Engaging and customer service driven

· Flexibility in terms of shift hours and work patterns, also the ability to work across various leisure facilities as necessary 
Please note: 

You will take reasonable care for your health and safety and have regard to other persons who may be affected by the performance of your duties in accordance with the provisions of Health and Safety legislation, Mytime Active’s Health and Safety Policy Statement, associated protocols and health and safety management systems.


	CERTIFICATION


	Employee Signature:

……………………………………………………………………………
Date……………………………………………………………………
I certify that I have read and understand the responsibilities assigned to this position.
	Managers Signature :

……………………………………………………………………………
Date……………………………………………………………………
I certify that this job description is an accurate description of the responsibilities assigned to the position.


The above content is intended to describe the general nature and level of work being performed by the post holder. They do not form part of the contract of employment and are not intended to be an exhaustive list. The post holder may be reasonably required to perform duties other than those given in the job description. 

	Version:  V1/20180807/TA
	PREPARED BY:  Assistant Regional Manager
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