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EU Regional Operations Support Manager - GSK 








	Function:
	Operations – Global Services Accounts 
Off-site Operations Leader 3 – G2

	Position:  
	EMEA Regional Operations Support Manager

	Job holder:
	

	Date (in job since):
	

	Immediate manager 
(N+1 Job title and name):
	EMEA Regional Account Director, GSC & RDES, Lisa McGirr

	Additional reporting line to:
	EMEA Regional Account Director, WREF, Elaine Batho

	Position location:
	UK / Europe

	


	1.  Purpose of the Job – State concisely the aim of the job.  

	
To act as operational support for the Regional Account Director’s for EMEA across EMEA WREF, GSC and RDES site network, driving forward projects, initiatives and innovations, resolving problems at site level, and building and tracking annual savings plans. The role bridges regional strategy and site-level execution, ensuring consistency of approach while respecting local operating context.

· Provide professional operational support to the Regional Account Directors across the EMEA portfolio, ensuring aligned service delivery, financial performance and account objectives.
· Facilitate change, policy implementation and continuous improvement across sites, reviewing effectiveness and supporting consistent ways of working.
· Build strong relationships with senior stakeholders, clients and site leads, handling confidential information with judgement, discretion and professionalism.
· Support account strategy, growth and client relationship development through clear reporting, presentations and effective communication.
· Promote collaboration, innovation and digital solutions that improve productivity, service quality and the value delivered to the account.



	


	2. 	Dimensions – Point out the main figures / indicators to give some insight on the “volumes” managed by the position and/or the activity of the Department.


	Financial
	

	Number of direct reports 
	0

	Number of countries 
	28

	Number of sites 
	46

	Offer 
	Full IFM 








	3. 	Organisation chart – Indicate schematically the position of the job within the organisation. It is sufficient to indicate one hierarchical level above (including possible functional boss) and, if applicable, one below the position. In the horizontal direction, the other jobs reporting to the same superior should be indicated.

	







	4. Context and main issues – Describe the most difficult types of problems the jobholder has to face (internal or external to Sodexo) and/or the regulations, guidelines, practices that are to be adhered to.

	· The client operates within a matrix organisation, so successful change requires buy-in from multiple stakeholders.
· Sodexo country teams are accountable for local financial delivery and implementation decisions; the role must therefore facilitate coordinated change across diverse markets and country capabilities.
· Sodexo operates through a partner company in multiple sites throughout WREF. The role will work closely in these markets to contract manage and uphold the Sodexo EFM obligations, acting as the conduit with the local GSK clients.
· The role requires strong influencing skills to ensure Sodexo country teams uphold the global contract and consistently deliver the required standards.
· Build and maintain strong client relationships while ensuring site and country teams understand the wider impact of local decisions.
· Keep account growth and retention at the forefront of decision-making.
· Deliver contractual savings by supporting sites to build robust business cases, implement approved changes and apply savings relief where appropriate.
· Engage regularly with the client and lead by example in excellent contract and relationship management.
· Deploy the account strategy across the EMEA region, ensuring effective plans are in place to meet contractual requirements.
· Maintain strong knowledge of services across the portfolio, using site SOPs to identify and consistently deploy continuous improvement, efficiency and innovation opportunities.
· Engage effectively with support functions and service operations, providing clear business briefs on required services.
· Contribute to Corporate Services regionally and globally by identifying synergies, cross-selling opportunities and wider value-creation initiatives.












	5.  Main assignments – Indicate the main activities / duties to be conducted in the job.

	

A day in the life…
· Lead through influence, partnership and strong working relationships with Sodexo, client teams and central subject matter experts.
· Identify opportunities to improve operational effectiveness, profitability and service quality through technology, innovation and continuous improvement.
· Support commercial, financial and central reporting activities to meet contractual and account-wide objectives.
· Prepare reports, presentations, data analysis and business documentation, ensuring outputs are accurate, clear and fit for purpose.
· Support contractual scope management, including updates to change control and specification documentation.
· Coordinate meetings, events, minutes, actions and follow-up activities, using AI where appropriate to improve efficiency.
· Liaise with internal, external, site and country stakeholders to gather information, meet deadlines and support project delivery.

Annual Savings Plans
· Work with site teams to build bottom-up annual savings plans, consolidated into a regional view.
· Track delivery of savings against plan throughout the year, validating claims with finance where required.
· Distinguish and report separately on one-off project savings and recurring sustainable savings.
· Identify new savings opportunities through site visits, process reviews and problem-solving work.

Innovation
· Identify and pilot new processes, technologies or ways of working at individual sites.
· Build a mechanism to evaluate pilot outcomes and scale successful innovations across the wider site network.
· Maintain awareness of good practice and innovation across the sector, bringing external thinking into the site network.

Project & Initiative Delivery
· Own and coordinate a portfolio of projects and initiatives across multiple WREF, GSC and RDES sites, ensuring consistent methodology and governance.
· Maintain project trackers, milestone plans and RACI structures, escalating risks and blockers promptly to site and regional leadership.
· Support site teams in scoping, planning and delivering local projects, providing hands-on project management support where required.
· Report progress through a regular governance cadence, including steering groups, dashboards and review meetings.

Problem Solving at Site Level
· Provide hands-on, on-site problem-solving support for operational issues and escalations affecting WREF, GSC or RDES performance.
· Lead or support root cause analysis using structured methodologies, producing clear and actionable outputs.
· Define clear triggers for escalating issues from site level to regional level.
· Follow up on corrective actions to ensure fixes are sustained.

Stakeholder & Governance
· Adapt communication and delivery style to different site cultures, languages and levels of process maturity.
· Maintain consistent reporting templates and a shared visual identity across all site-level materials.
· Build strong working relationships with contract SMEs, Sodexo site leadership, operations teams and, where applicable, third-party or contractor partners.





	6.  Accountabilities – Give the key outputs of the position vis-à-vis the organization; they should focus on end results, not duties or activities.

	· TCO and other financial targets, including margin and client GMP, are exceeded.
· Additional services and scope enhancements are delivered effectively.
· Services are delivered within budget, with savings achieved and innovations and initiatives appropriately captured.
· Continuous improvement plans are in place for agreed clients and services.
· Industry, sector and client networks are mature, active and demonstrate influence and advocacy.
· Client perception and satisfaction with delivered services are measurably strong.
· Services are delivered to the required standard across the full portfolio, with service excellence embedded as standard.
· Safety, health and environmental compliance is maintained across all activities.
· Contract extension opportunities are identified and converted through positive client relationships.
· Operational audit standards are consistently achieved.





	7.  Person Specification – Indicate the skills, knowledge and experience that the job holder should require to conduct the role effectively

	Essential
· Fluency in French language.
· Successful experience operating in an outsourced B2B environment.
· Proven experience working across international boundaries and with diverse teams.
· Demonstrable track record of developing effective operational strategies across a broad client portfolio.
· Exceptional client relationship management skills.
· Ability to develop commercially viable solutions by understanding client needs and pricing products and services appropriately.
· Strong experience in sector contracting and technical service delivery.
· Strong financial, commercial and business acumen.
· Proven track record of initiating and leading complex business transformation projects.
· Proven ability to build profitable client relationships.
· Proven experience identifying new business opportunities.
· Excellent communication, influencing and facilitation skills.
· Strong numeracy and written communication skills.
· Commitment to continuous professional development within the relevant industry or specialism.
· Fluent English language skills.


Desirable
· Active involvement in relevant industry bodies.
· Facilities, engineering or technical qualification/background.

Other relevant information
· EU travel and occasional overnight stays will be required, but not extensively.
· Provide support to other establishments when required.
· Attend meetings and training courses as requested.

This job description provides an overview of the role and its expected duties and responsibilities. It is not intended to list every activity. Specific tasks and objectives will be agreed with the post holder at regular intervals. The post holder may also be required to undertake other reasonable tasks, as requested by the Line Manager, to meet the operational needs of the business.




	8.  Competencies – Indicate which of the Sodexo core competencies and any professional competencies that the role requires

	
	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






	9. Business Justification for Recruitment Approval

	Executive summary
The EMEA Regional Operations Support Manager role is required to protect and strengthen Sodexo’s delivery of the GSK account across EMEA. GSK is one of Sodexo’s most strategically important global clients, with a long-standing partnership, significant current and future value, and a complex operating model across regulated pharmaceutical, research, manufacturing and workplace environments. The role provides the operational capacity, governance discipline and regional coordination needed to ensure that Sodexo delivers consistently, manages risk proactively, captures savings and innovation opportunities, and continues to build client confidence following the expanded EFM25 contract award.



	Reason for approval
	Business justification

	Strategic client importance
	GSK is a flagship Global Strategic Account and one of Sodexo’s most important pharmaceutical and life sciences partnerships. The account is high profile, long-standing and strategically significant, supporting Sodexo’s reputation as a trusted global IFM partner in a highly regulated sector. The EMEA portfolio covered by this role spans 28 countries and 46 sites, with services delivered across WREF, GSC and RDES. Dedicated operational support is therefore essential to maintain consistency, strengthen governance and ensure the regional leadership team has the capacity to deliver against both Sodexo and GSK expectations.

	Protection of contract value and client confidence
	The role directly supports delivery of contract commitments, service standards, savings plans, change control and performance reporting. Without this additional capacity, regional leaders will remain stretched across day-to-day escalations, governance requirements, business-as-usual delivery and client-facing activity. This creates avoidable risk to service consistency, financial delivery, client satisfaction and future retention. Recruiting this role strengthens Sodexo’s control of the account and demonstrates continued investment in a client relationship that is critical to growth and reputation.

	Operational complexity and risk management
	The EMEA GSK estate operates across multiple countries, cultures, business units, partner arrangements and regulatory requirements. The role provides a clear regional coordination point for operational issues, project delivery, site-level problem solving and implementation of consistent ways of working. This reduces risk by ensuring issues are identified early, escalated appropriately and resolved with structured follow-up. It also helps ensure Sodexo country teams understand the wider account impact of local decisions and remain aligned to global contract standards.

	Financial performance and savings delivery
	A key purpose of the role is to build, track and validate annual savings plans across the region, distinguishing sustainable recurring savings from one-off initiatives. This discipline is critical to protecting margin, supporting TCO commitments and ensuring value delivered to GSK is evidenced clearly. The role will also help identify new savings opportunities through site engagement, process review and data-led reporting, converting local improvement opportunities into measurable regional value.

	Growth, innovation and future readiness
	The next phase of the GSK partnership requires Sodexo to move beyond mobilisation into stable, high-performing business-as-usual delivery while continuing to innovate. This role will support pilots, continuous improvement activity, technology adoption, reporting enhancements and scalable good practice across WREF, GSC and RDES. It will create the operational bandwidth needed for Regional Account Directors to focus on senior client relationships, strategic growth and future opportunities.



	Recommendation

	Approval is recommended to recruit the EMEA Regional Operations Support Manager role. This is not an additional administrative post; it is a targeted operational investment to protect a strategically important client relationship, improve regional delivery control, strengthen financial and governance discipline, and enable the account to deliver the full value of the expanded GSK partnership.
If the role is not approved, the account will carry increased risk in four areas: reduced capacity to manage regional operational issues at pace; weaker tracking and delivery of savings and improvement plans; slower implementation of consistent governance and innovation across sites; and reduced leadership bandwidth for client relationship development, retention and growth. Given the scale, complexity and profile of GSK within Global Strategic Accounts, these risks outweigh the cost of recruitment.
CEO approval is therefore sought to proceed with recruitment so that Sodexo can maintain momentum, protect delivery standards and continue to demonstrate to GSK that the account is appropriately resourced for long-term success.
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Get the associated Excel data template from the Basic Flowchart – Data Visualizer template preview on the File > New panel.
Add your process data
2
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Open Page-1, go to the Data tab and click on Create to launch the diagram creation wizard.
Create diagram from data
Import the associated Excel data template to automatically generate the diagram.
Get your diagram
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