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FACILITIES OPERATIVE TEAM LEADER
	

	
	Position Title
	Facilities Operative Team Leader
	
	Department
	AstraZeneca
	

	
	Generic
 Job Title
	
	
	Segment
	CS (IFM)
	

	
	Team Band
	Unbanded
	
	Location
	Luton
	

	
	Reports to
	Customer Service Manager
	
	Office / 
Unit name
	Horizon Place
	

	

	
	






	

	

	
	Job Purpose

This position requires a proactive customer focused individual with an exceptional eye for detail and the ability to communicate and build relationships at all levels. The person needs to be a forward thinker with a methodical approach, exceptional planning, and excellent organisational and communication skills with the ability to challenge in order to further develop the service offer, financial and company procedures awareness advantages as the role does require company trading duties, the ability to provide an exception ‘five star customer service experience’ 


	

	

	
	Accountabilities or “What you have to do”

· To take responsibility for all FM service streams and ensure that a 5 star customer service is experienced by all.
· To be the first point of contact for building occupants on facilities issues. 

· To be visible to all users and build relationships with all levels of user.
· To ensure all second line security and key procedures are enforced.
· To ensure the floor area is compliant to Health and Safety procedure, including First Aid and Fire Marshall
· To ensure that the floor area is compliant to environmental procedure.

· To ensure that the site rules are enforced.

· To report all faults and issues to the relevant service partner as directed by the Operations Manager
· To monitor and review the Multi Functional Devices around the floors
· To monitor and review the vend hubs and stationery hubs in the allocated areas

· To monitor and review the stationery hubs are replenished as required.

· To work as part of the business support centre and multi skill in all positions. 

· Undertaking the induction of users allocated to your area.

· To have a full working knowledge of the building including all services.

· To carry out basic maintenance tasks as required.

· E-Proph-IT knowledge for processing invoices, cash and stock takes.

· Ensuring all hospitality bookings and costing journals are maintained.

· Manage the postroom facilities and cover

· Manage the minibus facilities and maintenance

· To ensure that we are audit ready in front of house services

· Manage the delivery of Hospitality


	

	

	

	
	Key Performance Indicators (KPIs) or “What it will look like when you are doing the job well”

· Building occupants receive a quality experience

· All faults, issues and concerns are addressed and resolved in a timely and efficient manner

· All users have access to the floor captain as required

· Floor audits show full compliance with SHE regulations

· Building occupants follow site rules

· QFM reports show relevant jobs logged and actioned
· All feedback and reactive tasks are recorded and maintained in the AI reporting system, jobs closed down within correct timescales
· All services on floors are maintained in good working order

· Compliance with all SLA’s
· Building users supported to carry out their business seamlessly
· Liaising with the Group Manager to ensure that all accounts are within key margins
Competencies
· Ability to multi task

· Proactive

· Excellent communicator. 

· Resilient
· Working with others

· Good listener
· Ability to prioritise 

· Excellent interpersonal skills.

· Attention to detail.

· Reliable and trustworthy 

· Ability to work on own initiative.

· Flexibility that is focused to delivering exceptional customer service.

· Can-do attitude.

· A Hands-on approach
· Full driving licence
	

	

	
	Dimensions 
	

	
	Financial
	
	

	
	Staff
	
	

	
	Other
	
	

	

	
	Knowledge, skills and experience

· A high level of customer services / host experience in prestigious environments.

· Previous experience of providing similar service bundles via a multi-skilled workforce to blue chip organisations or within prestige environments with a strong focus on customer service. 

· Relevant training, qualifications and experience to deliver services in line with legislative and statutory requirements.

· Good understanding and experience of working in a corporate office environment and using hotel principles to successfully deliver services

· Experience with focusing on individual customer requirements and care whilst meeting required service levels.

· Awareness of the need to provide services in a sensitive manner such as not to affect AZ’s business, reputation or share value.
· Ability to handle feedback in a calm, structured and professional manner.

· Attention to detail
· Ability to challenge ideas and opinions in sometimes confrontational situations

	

	

	
	Contextual or other information

This position will be a key part of a one team approach to providing a quality customer experience for the users of the new AZ head office. The job description is designed to identify the specifics of the role it does not however limit the post holder to the specific tasks and responsibilities listed. The post holder is equally responsible for the satisfaction of the users and must therefore ensure that the standards are delivered. This will mean that you undertake activities outside of the job description to ensure that the overall service is maintained. 

This job description is intended to give the post holder an appreciation of the role and the range of duties to be undertaken, It does not attempt to detail every activity and it may be changed from time to time to incorporate changing circumstances.  Specific tasks and objectives will be agreed with the post holder at regular intervals.
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