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Job Description

	Job title:
	Head of Residential Operations 

	Department:
	Campus services

	Grade:
	8

	Location:
	University of Bath 



	Job Purpose

	
The Head of Residential Operations provides strategic leadership and oversight of all operational, financial and service‑delivery aspects of Reslife Operations at the University. The role ensures that Reslife Operations delivers a consistently high‑quality, safe, compliant and financially sustainable service for students and commercial guests. The post holder leads the operational direction of the service, using data, performance insight, financial analysis and sector benchmarking to drive continuous improvement, efficiency and innovation.

This role sets the strategic framework for service standards, KPIs, SLAs, workforce planning and long‑term operational development. It ensures that Residential Operations contributes meaningfully to the University’s wider student experience, sustainability commitments and commercial objectives. The post holder collaborates closely with Estates, HR, Finance, the SU, and senior Campus Services colleagues to ensure a cohesive, future‑focused approach to residential service delivery.





	Source and nature of management provided 

	Head of Campus Services Facilities



	Staff management responsibility

	Direct staff management of two Residential Services Managers, responsible for the overall management of the team of supervisors, domestic staff and porters in the area. 

Responsible for all Reslife Operations both on and off campus.



	Special conditions 

	The duties of the post require the post holder to be flexible in terms of hours of work to respond to the operational requirements of the department. During the summer months in particular, evening and weekend work is often required and the postholder will be an active member of the duty management team over this busy period.







	Main duties and responsibilities 

	1
	Strategic Leadership & Direction

· Lead the strategic development of Residential Operations, ensuring alignment with University and Campus Services priorities.
· Use data analysis, financial modelling, KPI performance, customer insight and trend analysis to inform decision‑making and operational direction.
· Identify and drive opportunities for innovation, efficiency and commercial growth, looking beyond the sector for best practice.
· Translate University and departmental priorities into clear, actionable operational plans for the Residential Operations team.
· Collaborate with management and contractors to ensure the delivery of accommodation services, making recommendations for continuous, innovative improvement and commercial opportunities. Looking to, and beyond, the sector to influence recommendations and suggestions and recommendations.


	2
	Performance, Data & Quality Assurance

· Own the development, monitoring and reporting of KPIs, SLAs and quality standards across all residential services.
· Oversee the collection, analysis and interpretation of operational data, including occupancy, cost performance, labour utilisation, customer feedback, H&S compliance and environmental metrics.
· Produce regular management information reports, highlighting risks, opportunities and performance trends.
· Ensure compliance with the UUK Code of Practice, ISO standards, and University policies.


	3
	Financial & Resource Leadership

· Lead the forecasting, management and monitoring of the Residential Operations budget, ensuring financial targets are met.
· Oversee payroll modelling, workforce planning and long‑term resource strategies.
· Identify cost‑saving opportunities and efficiency improvements through data‑led analysis.
· Approve annual operational and business plans submitted by G7 managers.
· Deliver financial success through annual planning and management of budget throughout the financial year. Give direction to Team Leaders and their Deputies to produce, implement and monitor annual operating plans and business plans.
· Take ownership of the forecasting and management of the team’s payroll, ensuring sufficient staffing to service the business.


	4
	Operational Oversight & Risk Management

· Provide high‑level oversight of operational delivery across all campuses, ensuring consistency, compliance and service excellence.
· Lead on risk identification, mitigation and reporting, including H&S, staffing, service continuity and reputational risks.
· Oversee serious incident investigations and ensure actions are completed.
· Ensure effective planning of maintenance, refurbishment and condition surveys in partnership with Campus Infrastructure.
· Agree KPI’s and produce SLA’s, ensuring they are consistently achieved and reported on. Making recommendations on opportunities to improve services offered and KPI’s and SLAs to Head of Campus Services Facilities




	5
	Stakeholder & Partnership Leadership

· Act as the senior operational contact for Campus Infrastructure, HR, SU, Marketing & Comms, and other University departments.
· Ensure effective communication of service changes, initiatives and performance outcomes to stakeholders.
· Represent Residential Operations on committees, working groups and strategic projects.

	6
	Staff Leadership and Management

· Provide strategic direction, coaching and support to Campus Residential Services Managers (G7).
· Ensure G7 managers are empowered to lead people, manage HR processes and deliver day‑to‑day operations effectively.
· Maintain oversight of staffing structures, succession planning and workforce 
capability. 
· Embed a culture of Generous Leadership into the department


	7
	General

· Review products and services  through analysis of staff and customer feedback, new trends and supplier pricing to introduce and develop new, innovative, products, services and concepts to the relevant accommodation.
· Ensure engagement with the SU and/or Hall reps to ensure effective communication with the student body. 
· Investigate disputes regarding fines or complaints about services and in matters of damage to residences property. Working with senior colleagues in the Campus Services team in contributing to, and assisting in, matters of student welfare and discipline that occur within the residences.
· Take ownership and lead on the H&S, EDI and Sustainability responsibilities of the department.

	You will from time to time be required to undertake other duties of a similar nature as reasonably required by your line manager.



























Person Specification

	Criteria

	Essential
· Significant experience in senior operational leadership within accommodation, hospitality or facilities management.
· Demonstrable experience of using data, KPIs and financial analysis to drive operational performance.
· Strong strategic planning and business planning capability.
· Extensive experience in budget management and financial forecasting.
· Strong stakeholder management and influencing skills.
· IOSH or equivalent H&S qualification.
· Proven ability to lead large, diverse teams through managers.
· Excellent written and verbal communication skills, including report writing.




	
Desirable
· Degree‑level education.
· Experience of leading multi‑site operations.
· Experience with ISO9001, ISO14001 or similar quality frameworks.
· Experience in commercial accommodation operations.





















	Delivering the Experience
Campus Services has identified a set of effective behaviours or ‘acts’ which we value and have found to be consistent with high performance. Part of the selection process for this post will be to assess whether candidates have demonstrably exhibited these ‘acts’ previously. 

	Striving for Excellence:
Planning and organising workloads to ensure that deadlines are met within resource constraints.  Producing a high standard of work and consistently meeting objectives.   

	Providing Outstanding Service:
Willing and able to provide a professional, friendly and quality service to students, staff, commercial customers, visitors and suppliers. Displaying a positive ‘can-do’ attitude and tailoring the service to suit differing customer needs. 

	Problem Solving:
Able to remain calm under pressure and use initiative to overcome issues. Being proactive to ensure problems are not repeated and able to make suggestions on how we can improve. 

	Being Adaptable & Flexible:
Being open to new ideas and ways of working. Able to respond to shifting priorities and support colleagues when required. 

	Doing the Right Thing:
Being aware of how your behaviour impacts others. Showing respect and tolerance, being open and honest. Supporting environmental and fair-trade campaigns within has. 

	Caring:
Having a genuine desire to support others well-being. Being kind and compassionate to colleagues and customers. 

	Teamwork
Building effective working relationships. Working co-operatively with a wide range of inter-personal skills.   

	Developing self and others:
Showing commitment to own development. Seeking and accepting feedback.    
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