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ON-SITE SERVICES

JoB description:
UCL Account Director


	[bookmark: Text3]Position Title
	Account Director 

	Segment
	Schools and Universities 

	Reports to
	Managing Director Universities
	Location
	UCL, 98 Chenies Mews
London, WC1E 6HX – on site presence required for 4 days/week



ORGANISATION StRUCTURE

Head of Talent
Job Purpose 
Be responsible for building long-term relationships with client(s) that add value and are based on mutual trust
Develop business strategy in line with current and emerging client needs
Act as the key strategic interface between our client(s), Sodexo Directors and the Heads of Sodexo functional delivery teams  
Own, define, maintain and manage sector and account development plans with strong focus on client retention and growth. 
Leading the change management process and associated Service Levels Agreements (SLAs) ensuring risks are mitigated
Drive innovation and continuous improvement of people, systems, processes and offer to ensure Sodexo are best placed to retain the contract past existing extension period. 
Lead, develop, manage and encourage direct reports and wider team
Maximise the profitability of the contracts within area of responsibility and deliver the required financial and service level results using the principals of contract design and management
Demonstrate a high level of thought leadership and act as change agent.

Accountabilities or “what you have to do”
Growth, client and customer satisfaction
Take overall responsibility for ensuring that contract is operating within its contractual terms, have a contract business plan which is reviewed at least quarterly showing key objectives, goals and measures that link to the overall business plan and strategy for the segment
Understand the contract scope and form within area of responsibility (e.g. payment mechanisms and procedures and variation control) and their importance to managing a site and the services provided including the ability to calculate the rewards and penalties of meeting or not meeting KPIs
Ensure that all commercial activities maximise value and return on capital employed
Ability to interpret and understand the contract with an ability to negotiate within the boundaries of the contract
Commercial and financial management of the contract with focus on looking forward and analysis of future trends
Develop long term client relationships with stakeholders to understand client’s future expectations for the account and develop the model to meet those using the Clients for Life process and toolkit and Account Development Plan. 
Deliver strategic account management through the leadership of SLT, developing solutions and measuring performance against contract SLAs. Growth of accounts, selling in service lines and key lead role for contract retender when applicable
Attend all business reviews and maintain web of influence

Rigorous management of results
Take overall responsibility for ensuring the contract performs to budget and achieves unit business plans and improve financial performance utilising nominated suppliers, maximising labour productivity in line with Company models, policies and procedures and controlling costs
Contribute to the development and implementation of the segment strategy and ensure own business area plan is in line with segment objectives and delivers against Sodexo expectations
Set and agree overall annual budgets with finance and develop unit business plans and local area plans which link to the overall Segment strategy and objectives
Analyse and review all financial measures and tools to ensure positive financial performance through accurate forecasting and account management
Seek new ways to drive revenue and maximise sales by implementing innovative ideas across all operational departments
Take overall accountability for delivering services to the agreed specification and service level agreements/standards required by the contract.
Continually seek ways to maximise profitability and enhance service quality by driving excellence and innovations in service delivery and pushing for more efficient service delivery and cost efficiencies
Ensure compliance with nominated suppliers in line with Sodexo policy and ensure suppliers have undergone rigorous safety checks through the Vendor Governance Team (to gain best market value prices), labour management and forecasting performance against budget, audit controls etc. 
Ensure that health and safety is given the number one priority. Lead where appropriate and take part in management and employee briefings to deliver safety information to include Health and Safety, Fire Safety, First Aid and any statutory, client or venue specific safety requirements.
Ensure the business complies with all Company and client policies and procedures/site rules and statutory regulations and that licences and qualifications are met and retained and consequences managed appropriately  
Take overall accountability for Health and Safety and training plans within business area contracts
Ensure all business units comply with all business processes and systems.
Own the risks and risk register and monitoring of risks through account managers
Ensure continuous oversight of all business continuity plans within contracts and ensuring they are connected with wider Sodexo plans to maximise efficiencies
Ensure that the appropriate training and development plans are in place for all employees within the business to ensure that statutory requirements are met and development training activities are carried out and recorded to assist with career development and succession planning 
Ensure the service complies with appropriate controls and meets all other audit standards 

Leadership and people management
Recruit, induct, motivate, manage, train and develop all employees following Sodexo HR policy and guidelines 
Lead excellence in performance through coaching and driving a culture of ownership within a framework of technical excellence and behavioural capability 
Coach managers to ensure employees performance is managed through the Sodexo performance management processes and talent development and succession planning activities take place 
Manage the team and provide them with guidance on operational issues to ensure the business objectives are met
Manage contracted employees, fixed term and casual labour in line with the labour productivity tools, policies and processes
Take responsibility for the management of all direct reports including recruitment, induction, training and performance
Hold regular team meetings and huddles with managers to ensure the cascade of information down to unit level employees
Build and maintain a thorough understanding of Sodexo strategy and financial goals, Sodexo policies, procedures and processes such as people management, health and safety etc. to ensure compliance 
Facilitate a high support, high challenge performance management culture 
Build personal effectiveness in all situations.

Brand Notoriety
Promote Sodexo as the preferred employer, internally and externally, and raise the profile of Sodexo in local communities, building relationships with key stakeholders 
Promote the health and well-being of employees 
Live the Sodexo values and promote brand standards as an ambassador.
Drive all aspects of service excellence across the business area including brand integrity, quality, compliance, Sodexo’s corporate social responsibility and service standards. 

Planning and Organising
Plan and prioritise workload and tasks effectively for self and others to minimise reactivity, maintain a work life balance and ensure the right number and calibre of personnel are allocated to logistics tasks

Key Performance Indicators (KPIs) or “What it will look like when you are doing the job well”
Compliant delivery and performance of contracted services as measured through performance management systems, SLAs and monthly management information reports 
Contracts are performing to SLAs and budget, and costs are being controlled by promoting cross-departmental efficiencies to assist in the control of labour costs 
Business, contract delivery and client risks are managed in controlled and structured manner
Continuous improvement plans in place for specific clients and specific services 
Sector and account development strategies and plans in place together with controls and governance to ensure delivery of said plans. Connect strategies to overall business plan as well as market and client demand changes
Developed and mature industry, sector and client networks with evidence of influence and advocacy 
Measurably strong client perception and satisfaction with services delivered 
High levels of client engagement via demonstrably strong relationships built on mutual respect and trust
P&Ls managed to deliver budget, commitment registers kept up to date, purchase orders raised and authorised appropriately, and business is traded correctly and on time 
Organic growth (client and sector) opportunities identified and converted 
Client retention and contract extension opportunities identified and converted through positive working relationships with client
High levels of team engagement – retaining our staff at all levels and showing measurably high levels of staff engagement at all levels of role.  
Recognised leader within the business and respected specialist in specific market sector
Successful mobilisation of new services sold 
All standards in the operational audits are effectively passed by the business units.
Formal client and industry recognition (awards) for services delivery, innovation, continuous improvement etc
Creation of internal networks and forums for sharing best practice at technical, business, sector and client levels 
Maintain high performing teams, demonstrated through the talent and succession planning processes and staff engagement surveys and IIP accreditation
Competencies

	Client Growth and Customer Satisfaction
	Innovation and Change

	Rigorous Management of Results
	Brand Notoriety

	Leadership and People Management
	Planning and organising

	Analysis and Decision Making
	

	Industry Acumen
	




Skills, knowledge and experience
 Essential
Good standard of literacy and numeracy
Proven experience in managing P&L accounts
Proven operational knowledge, skills and experience in managing multi-site/multi service operations with multiple stakeholders
Leadership and management of large and diverse teams.
Manage multiple workloads and shifting priorities
Ability to interpret and utilise complex and varied financial and commercial information
Excellent interpersonal skills and ability to communicate effectively with customers, clients and employees at all levels
Achieve set, standards and operate to performance criteria, for example health and safety.
Self-motivated and able to work on own initiative within a team environment.

Desirable
HNC/IWFM qualified
Recognised professional qualification (e.g. NEBOSH)
Experience in HE environments 

Contextual or other information

Sodexo and our Clients are committed to safeguarding and promoting the welfare of children. Certain roles will require applicants to undergo screening appropriate to the post, including checks with past employers and the Disclosure and Barring Service (UK) and / or Disclosure Scotland (Scotland)

This job description is intended to give the post holder an appreciation of the role envisaged and the range of duties and responsibilities to be undertaken.  It does not attempt to detail every activity.  Specific tasks and objectives will be agreed with the post holder at regular intervals.  The post holder will be required at all times to perform any other reasonable task, as requested by the Line Manager in order to meet the operational needs of the business. 




Managing Director Universities 


Account Director UCL


HR Business Partner


Head of Soft Services


HSEQ & Contracts Manager


Commercial Finance Controller


Account Managers and Operational Teams


H&S Support, Portering, Sub-Contracts
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