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Job Description

	Job title:
	ResLife Operations Manager

	Department/School:
	Campus Services

	Grade:
	6

	Location:
	University of Bath, Claverton Down Campus



	Job purpose

	
Reporting to the ResLife Operations Manager the post-holder will take responsibility for and manage the cleaning and portering operations of a group of residences. They will ensure that procedures regarding financial control, Health & Safety, management of physical resources and staffing are carried out within university guidelines. They will maintain customer care and service standards and have an awareness of product knowledge and procurement. 

The role runs two distinct operations, that of student accommodation during the academic year and a hotel operation during the summer months including the planning required in the preceding months.

It is a key element of this role to work alongside managers of other residences both on campus and in the city, to develop a more flexible and closely working team by improving communication and understanding of the operation. During the busy vacation months this will include the management of all the commercial accommodation, acting as the duty manager for the ResLife Operations department at weekends.




	Source and nature of management provided 

	
The post will report to the ResLife Operations Manager, who will provide general guidance and planning.




	Staff management responsibility

	
Direct staff management of the Reslife Building Coordinators. Responsible for the overall management of all operational teams in their area.
Duty manager for all accommodation at weekends as operationally required as part of 5 out 7 contract.




	Special conditions 

	
Post holder will have a 5 days out of 7 contract to cover weekend operations throughout the summer months and on a rota throughout the rest of the year as required.






	
Main duties and responsibilities 

	Customer Service & Student Experience You will have overall operational accountability for the areas you manage including all operational procedures and implementation.

1. Follow up on local customer feedback complaints and comments to ensure service recovery through clear direction to supervisors.
2. Provide line manager with initial response to local customer feedback and formal complaints.
3. Liaise with the experience team regarding investigation and response of escalated/formal complaints, attend regular meetings with key stakeholders, deputising for Reslife Operations Support Manager in their absence.
4. Ensure accurate data is kept of all cleaning and porterage activities and systems to ensure the service delivery is robust and can be statistically analysed.

Finance
5. Financial control of your areas of responsibility including payroll costs for all staff including summer casual staff, furniture and equipment, cleaning materials, uniform and cleaning services
6. Working to and assisting in setting budgets, controlling labour costs and overheads in line with all University and Department financial guidelines.
7. Provide monthly reports to line manager of payroll costs v budget and during the summer months payroll ratios v cost of business.
8. Accountable for ordering goods for your area of responsibility, goods receiving, resolving any discrepancies (returns, credit notes, incorrect items) and establishing and monitoring stock levels and stock count.

Staff Leadership & Management
9. Under the direction of your Line Manager, manage staff performance  within operational area of responsibility through conducting the initial investigation meetings under the  relevant policies. 
10. Responsible for recruiting staff within the team, working with the Campus Services HR Team for recruitment, induction and training of a large number of hourly paid staff each summer, ensuring sufficient staff are employed to service the business.
11. Responsible for scheduling compliance training for your team e.g. Health & Safety/Environment/Safeguarding.
12. Responsible for holding regular meetings with direct reports and 1-1s following up on any actions identifies and for ensuring all SDPR’s are completed, clear objectives set and training needs identified for your team in line with the department’s annual plan and long term aims.
13. Attract and retain high quality staff through appropriate recognition, development and promotion opportunities.
14. Ensure the continuing development of staff through assessment of needs and a robust Staff Development Review programme, and by using internal/external support as appropriate.
15. To work in accordance with the University’s Dignity & Respect Policy, promoting equality and diversity in your work.
16. To undertake continuous personal and professional development, and to support it for any staff you manage through effective use of the University’s SDPR scheme and staff development opportunities.

Commercial Business
17. Working with other managers responsible for the planning and achieving of successful turnaround of accommodation from student departure to commercial business, working closely with all stakeholders.
18. Using the reports available for managing the summer business (Opera) plan resource management to service the commercial business, producing rotas for all staff including the casual team and working with other Team Leaders where necessary to problem solve. 

Student Business
19. Manage residential first line student support issues including student discipline process and breaches of Reslife code of conduct and escalate more formal disciplinary matters as required. Conduct investigation meetings with students and implement fines for non-compliance of Residential Rules.
20. Provide support for students who need extra help to gain the most from their experience of living in University accommodation. To include conducting PEEPS meetings with vulnerable students in accordance with the University PEEPS: Personal Emergency Evacuation Plans webpage guidance. Provide feedback to line manager of any concerns regarding student behaviour or welfare.
21. Through the Halls Reps system and visiting kitchen groups provide information and monitor the satisfaction of the students, taking ideas for improvements to the line manager
22. Responsible for instigating the student Shared Living Agreements with households and overseeing this process in each of their groups of residences. Acting as an escalation point for the coordinators where there are concerns/issues.

Health & safety/Environment
23. Responsible for ensuring compliance by staff to current Health & Safety requirements including ensuring all reports have the correct PPE, are trained on COSHH, risk assessments, accessibility and equality impact assessments are completed, actions completed and reviewed and up-to-date and that fire safety measures put in place by the University are adhered to. 
24. Ensure that staff are provided with appropriate equipment and materials to carry out their duties in a safe and productive manner ensuring all equipment and materials are compliant with current Health and Safety guidelines, Climate Action Framework and University policies and procedures.
25. Under the direction of the ResLife Operations Manager, ensure the completion and delivery of UUK code compliance audits in areas of responsibility, following up on any actions required as a result of the audits and flagging any themes or concerns to senior manager.                 
26. Responsible for performing regular audits and implementing actions raised, for producing and reviewing all risk assessments for the area and for investigating and implementing remedial action or escalating serious/RIDDOR incidents.
27. Contribute towards reducing the University’s impact on the environment and            support actions associated with the Climate Action Framework by ensuring            sustainability is considered in all event planning, travel and work carried out            Drive services in line with departmental objectives and University sustainability policies (financial, social and environmental) ensuring that sustainability is central to running of all operations and striving to make positive sustainable change as regards to all projects, decisions, recommendations and activities.
28. Ensure the encouragement of minimal energy consumption e.g. water and electricity; maximising the recycling opportunities for waste and attending training courses on environmental awareness as and when required.
29. Ensuring that surplus furniture and other redundant equipment is removed from buildings, repaired if possible and/or recycled or otherwise disposed of. Aid in a campus wide furniture reuse project with the emphasis on retaining as little as possible on the campus long-term with minimal wastage.

Facilities
30. Responsible for monitoring maintenance/Campus Infrastructure SLA’s, ensuring work is completed within set timescales.
31. To assist the line manager with the facilities management of the residences, which will involve frequent walking tours of the residences to identify and report damages, defects and maintenance issues to the Campus Infrastructure department. Reporting issues that may be required to be considered for budgeting purposes to the line manager.
32. Ensure that staff are reporting maintenance issues to the Campus Infrastructure team in a timely fashion and that progress is tracked. Escalating areas of concern to pre-empt potential service issues.
33. Collaborate with the wider Campus Services Facilities team so that other services (ResLife, mail services, landscaping, cleaning and portering) can be best operationalised for project delivery and success.

Equality and Diversity
34. Deliver actions form the Equality and Diversity audits in liaison with the line manager


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



















ResLife Operations Team Leader - Person Specification

	Criteria:  Qualifications and Training
	Essential
	Desirable

	Qualifications
	
	

	Educated to A level or equivalent qualification or experience
	· 
	

	IOSH Managing Safety
	
	ü

	Educated to NVQ Level 3 or equivalent Management qualification 
	
	ü


	Criteria:  Knowledge and Experience
	Essential
	Desirable

	Excellent written and oral communication skills including the ability to write action plans
	· 
	

	Significant hands on operational experience in student accommodation or hotel accommodation roles
	· 
	

	Financial and budgetary management experience
	· 
	

	Prior practical staff management and development experience
	· 
	

	Experience in room booking systems e.g. Opera, Room Service
	
	ü

	IT literacy e.g. excel spreadsheets
	· 
	

	Proven ability to manage high volume, complex room and resource management
	· 
	

	Criteria: Skills and Aptitudes
	Essential
	Desirable

	Excellent organisational skills – ability to plan workload, manage multiple tasks and prioritise the work in a high volume environment
	· 
	

	Able to form effective working relationships with other team members, with the ability to lead and motivate
	· 
	

	Able to empower others by delegating responsibility, whilst maintaining accountability
	· 
	

	Ability to gain cooperation when faced with resistance by demonstrating an understanding of the views of others
	· 
	

	Ability to adapt and effectively manage a changing environment and meet varied customer expectations
	· 
	

	Ensure own behaviour, words and actions support a commitment to confidentiality, equality of opportunity and diversity
	· 
	

	Ability to seek ways to continuously improve, learn and innovate
	· 
	





	Effective Behaviours Framework- 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 Campus Services. 

	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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