Operations & Soft Services Manager
Location: Dublin - Grangegorman PPP
Reports To: Contract Manager
Job Purpose
The Operations & Soft Services Manager is responsible for the effective leadership and operational delivery of integrated Facilities Management services across a high-profile Public Private Partnership (PPP) contract within a third-level education environment. The role oversees both hard and soft FM services, ensuring full contractual compliance, operational excellence, financial performance, statutory compliance, and high levels of client satisfaction.
The position requires strong leadership capabilities, proactive stakeholder engagement, commercial awareness, and a commitment to continuous improvement to ensure all services are delivered safely, efficiently, and in line with contractual obligations and Key Performance Indicators (KPIs). 
Key Responsibilities
Leadership & Stakeholder Management
· Lead, motivate, and develop a multidisciplinary team of managers, supervisors, and frontline employees (approximately 50 staff).
· Foster a culture of accountability, collaboration, innovation, and continuous improvement.
· Act as the primary operational contact for client representatives and key stakeholders.
· Build and maintain positive client relationships through proactive communication and professional service delivery.
· Chair and attend regular operational meetings, including Weekly Service Meetings, Monthly Service Reviews, PayMech meetings, and other contract governance forums.
· Ensure all teams consistently represent Sodexo's values and standards in delivering customer-focused services. 
Operational Management
· Oversee the delivery of all contracted hard and soft FM services, ensuring full compliance with contractual requirements, Service Level Agreements (SLAs), statutory obligations, and company policies.
· Manage the delivery of cleaning, security, grounds maintenance, waste management, caretaking, and other support services to agreed standards.
· Coordinate planned preventative maintenance (PPM) and reactive maintenance activities in conjunction with service partners and specialist contractors.
· Monitor service performance and drive continuous improvement initiatives to enhance efficiency, service quality, and customer experience.
· Manage subcontractors and supply chain partners to ensure safe, compliant, cost-effective, and high-quality service delivery.
· Ensure all service areas maintain accurate records, audits, risk assessments, and compliance documentation through Safeguard, SEMS, CAFM systems, and ISO standards.  
Financial & Commercial Management
· Support the Contract Manager in achieving budgetary and financial objectives, including profit and loss performance.
· Assist in budget preparation, forecasting, financial reporting, and resource planning.
· Monitor labour utilisation, supplier expenditure, and consumable costs to maximise operational efficiency and value.
· Proactively minimise contractual deductions, service failures, and financial penalties through effective service management.
· Identify opportunities for service enhancement, innovation, and additional revenue streams, presenting value-added proposals to the client when appropriate.
· Support commercial decision-making through the analysis of operational and financial performance data. 
People Management
· Provide direct line management to service managers, supervisors, and operational teams.
· Recruit, induct, coach, and develop employees to build high-performing and engaged teams.
· Conduct regular performance reviews and Personal Development Reviews (PDRs).
· Promote employee engagement through regular communication forums, team briefings, training initiatives, and recognition programmes.
· Manage employee relations matters, attendance, performance concerns, and disciplinary processes in accordance with company policies and procedures.
· Support succession planning and talent development across the contract.
Health, Safety & Compliance
· Ensure full compliance with all health, safety, environmental, and statutory requirements.
· Lead a positive safety culture through visible leadership and active engagement with employees and contractors.
· Conduct regular safety inspections, audits, and workplace reviews, ensuring corrective actions are completed promptly.
· Ensure all employees maintain the required training, competency, and PPE standards.
· Drive the reporting, investigation, and reduction of accidents, incidents, hazards, and near misses.
· Participate in on-call arrangements and emergency response planning as required to support business continuity. 
Key Performance Indicators (KPIs)
Success in the role will be measured through:
· Achievement of contractual KPIs and service performance standards.
· Client satisfaction and stakeholder feedback.
· Delivery of services within agreed budgets and financial targets.
· Compliance performance across health, safety, environmental, and quality standards.
· Achievement of audit requirements, including Safeguard, ISO, internal audits, and R Audits.
· Employee engagement, retention, and development metrics.
· Delivery of innovation and continuous improvement initiatives.
· Effective management of contractual risk and service deductions.
Knowledge, Skills & Experience
Essential
· Proven experience managing large-scale Facilities Management contracts incorporating both hard and soft services.
· Strong leadership and people management skills with a track record of developing high-performing teams.
· Commercially aware with experience in budget management, cost control, and financial reporting.
· Excellent communication, negotiation, and stakeholder management skills.
· Strong understanding of health and safety legislation, statutory compliance requirements, and quality management systems.
· Experience working with CAFM systems, auditing platforms, and Microsoft Office applications.
· Ability to work under pressure, manage competing priorities, and respond effectively to operational challenges.
· Flexibility to respond to emergencies and support out-of-hours operational requirements. 
Desirable
· IOSH Managing Safely, NEBOSH, or equivalent health and safety qualification.
· Experience working within the Higher Education, PPP, or outsourced Facilities Management sectors.
· Demonstrated experience delivering innovation, transformation, and continuous improvement programmes.
· Knowledge of PPP contractual environments and performance management frameworks. 

