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Facilities Operator 
	

	
	Position Title
	Facilities Operator
	
	Department
	AstraZeneca
	

	
	Generic
 Job Title
	Facilities Operator
	
	Segment
	CS IFM
	

	
	Team Band
	Unbanded 
	
	Location
	UK
	

	
	Reports to
	Customer Service Manager
	
	Office / 
Unit name
	Macclesfield Lab Zone
	

	

	
	Organisation 
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	Job Purpose

The role of the facilities operator is to deliver excellent customer services to defined asset at geographical area and to ensure the safe and efficient operation of facilities. Will have an understanding of customer needs and requirements and will perform a quality and efficient service to meet these expectations. 
	

	

	
	Accountabilities/Responibilities
· Provide first line response to customers either face to face or by phone, in an effective professional customer-focused manner to customers and their guests.
· First line respone to non-planned work and support planned work and emergencies as required to meet business needs.

· Will have to deal with changing priorities as customers needs dictate, adjusting work plans as necessary.

· Requires concentration and attention to detail in making judgments based on analysis of information, knowledge and experience.

· Comply within the appropriate regulations in terms of company and legal requirement in relation to SHE, HR and Financial policies and practices. Take a pro-active respone to ensuring we comply with all specific site regulations.
· Issue Permits to Work to cover maintenance and other work operations and maintain safe systems to work.

· Liaison with the Lab Managers and customers to provide a single point of cxontact for all facilities management services and support co-ordination of central and external services providers.

· Provide support services to ensure building and systems are functional and suitable for use.

· Support all procedures laid down for all Accidents, Incidents, Coshh and stop or near misses.

· Will carry out an operational role and be responsible for undertaking any tasks necessary to ensure the smooth running of own area, including internal logistics, service hub, office and meeting room support, Kardex and general handyman activities including RCD testing.

· Will also be required to act in a pro-active manner to identify issues and improve procedures.

· Ensure that all promotional/marketing  materials on display throughout the building contains the most recent information, ensuring a professional look to all areas at all times.

· Monitor and audit all services co-ordination of service lines  provided to the facilities, using the aligned processes to capture and report relevant information.  
People / Management
· The role will frequently be self-supervised, although the role holder will generally work as a memberof a team attending Customer and Lab forums if  appropriate. Provides some guidance to others. Understands need for on-going changes. 
Problem Solving
The role holder will be expected to diagnose problems and propose a practical solution, agreed with a supervisor if necessary. Requires concentration and attention to detail in making judement based on the analysis of information and experience. Works within well-defined guidelines, may occasionally have to make on the spot decisions to solve a technical problem related to the role holders area of expertise sometimes under live pressurized situations. 
  Communication
· Gives and receives information uses established in a concise, effective and professional manner, established communication tools for specific situations e.g to exchange information, understand requirements and complete tasks to an agreed timescale.

· Internal customer liaison is an essential feature of the role, establishing relationships to understand requirements more effectively. An ability to manager the expectations of customers is also important.

· Tact and diplomacy is expected when dealing with coustomers, and discretion may be required in certain situations.

· Able to communicate effectively at all levels both written and verbal. 

Minimun Requirements-Education and Experience
· The role holder must have extensive knowledge and experience in working in a multi-disciplinary facilities management.
· Experience of FM delivery ideally with FM qualification as necessary.
· A level of understanding and appreciation og AZ, SHE/GXP procedures and Safe Systems of Work.
· Excellent coordinating of tasks and a ability to exercise good judgment in pressurised situations.
· May include the use of skills acquired throught formal training or experience on the job amd may be working towards technical/vocational accreditation, or already hold a City and Guilds certificate for example.
· Holds or working towards customer service NVQ level 2.
· IT literate and conversant in the use AZ business systems eg SAP, BMS,EZBUY,pc literate.
· Knowledge and understanding of statutory and AZ guide and procedures.
· Understands assesses and manages risk, ability to plan, organize, priorities workload to meet customers demands.
· Able to work on own initiative, be efficient, flexible, reliable and keen to develop skills and experience.
· Experience of working in a busy, demanding and pressurized environment.
	

	
	
	

	

	

	
	Skills and Capabilities.
· Customer service skills and experience.
· Good interpersonal skills and happy working in a customer service role.
· Excellent communicator at all levels and enjoy working as part of a team.
· Smart and well groomed
· Ability to work across other functions
· Build relationships to achieve effective team working.
· Demonstrates personnel conviction.
· Demonstrates awareness of own behaviours.
· Delivery focused.
· Sap/AI and Sharepoint.
Competencies
· Excellent communicator.
· Ability to prioritise
· Excellent time management skills
· Excellent project management skills
· Excellent IT Skills – SAP (Essential) Excel (Essential)
· Attention to detail.
· Ability to work on own initiative.
Internal and External Contacts/Customers
· Facilities Managers
· Planning team/helpdesk
· Customers in asset area
· Internal and External service providers
· External peer and supplier organizations as part of developing best practice.
Measure of Success
· Asset availability meets agreed service levels
· Successfully achieving all service level agreement for service provision.

· Customer feed back confirms that services are considered high quality of performance targets, an exemplary health and safety record will be key measures of success.

· Customer satisfaction surveys.

	


	

	
	Dimensions 
	

	
	Financial
	
	

	
	Staff
	
	

	
	Other
	
	

	

	
	Knowledge and experience

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

· 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

· Open minded to technological advances 

· GMP Validated

· Update IT systems as required
	

	

	
	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 AZ buildings. 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 customers 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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