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Technical Customer Service Manager
	

	
	Position Title
	Technical Customer Service Manager
	
	Department
	AstraZeneca
	

	
	Generic
 Job Title
	Customer Service Manager
	
	Segment
	CS IFM
	

	
	Team Band
	Management Band A; Global Band
	
	Location
	UK
	

	
	Reports to
	Operations Manager
	
	Office / 
Unit name
	Macclesfield
	

	

	
	Organisation 
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	Job Purpose

This position requires an individual with an exceptional eye for detail to manage service delivery associated with maintenance and operations of building services and technical aspects of a defined geographical area. The role is to deliver excellent customer services through communication and well nurtured working relationships, and to ensure the safe and efficient operation of facilities at all times. This will be demonstrated through compliance with Key Performance Indicators and an engaged, innovative workforce of technicians.

	

	

	
	Accountabilities or “What you have to do”
· Deliver IFM ownership of designated areas, focused on delivering excellent customer service. 

· To be a single point of contact for your business area by taking responsibility for total service delivery.

· Ensure that engineering compliance is delivered at all times and that Covance assets are maintained in a way that enables tenant business to perform

· Ensure the Computer Maintenance Management System contains factually correct and up to date Asset/Equipment information to guarantee that all assets are maintained to industry standards and are compliant. 

· Ensure that all maintenance interventions are planned and prioritised in-line with Maintenance best practice initiatives to deliver maximum business benefit and minimise client impact/disruption.

· Ensure that the company’s accountancy documentation and administration procedures are carried out to Sodexo’s compliance standards and that the necessary weekly and monthly returns are completed accurately and transmitted at the appointed time or dispatched manually.

· Ensure that all costs and expenditure are within the budgeted levels agreed between client and Sodexo.  Control all costs such as labour, expenses, cash purchases as agreed with the client.

· Ensure that all services are costed and charged according to the terms of the contract. Obtain prior approval for expenditure to be committed on behalf of client that falls outside the agreed delegated powers.

· Manage the achievement of agreed Sodexo budgets to include profitability, debt management, purchasing disciplines and other specified financial targets (where applicable).

· Ensure the prompt provision and efficient delivery of all services at the specified time to meet the standards laid down in the contract KPI's.

· Comply with all relevant Quality requirements and to complete routine audits at required frequency. 

· Comply with all Sodexo & client policies, site rules and statutory regulations relating to Health & Safety, safe working practices, hygiene, cleanliness, fire and COSHH. 

· Ensure that all equipment, property, monies and the overall establishment, is safe and secure at all times.

· Recruit, manage, induct, train, motivate and appraise staff (PDR) to promote good employee relations and operate within Sodexo procedures, legislation and the investors in people standards. 

· Ensure that all Sodexo employees project a positive, approachable, friendly and professional image.

· Comply with the procedures as laid down within the Sodexo HR policies or as advised by the Human Resources Business Partner.

· Ensure weekly team briefing meetings take place using the Teamboard communication format.

· Compile and agree an annual business plan with operations manager and to be responsible for achieving all actions. 

· Deliver IFM ownership of designated areas, focused on delivering excellent customer service. 

· To be a single point of contact for your business area by taking responsibility for total service delivery.

· Ensure that engineering compliance is delivered at all times and that MSP assets are maintained in a way that enables tenant business to perform. 

· Initiate a process of continuous improvement, working with the contract Operational Excellence department
	

	

	

	
	Key Performance Indicators (KPIs) or “What it will look like when you are doing the job well”
· Customers supported to carry out their business seamlessly

· Customers receive a quality experience and are delighted with the service received
· Compliance with all SLA’s

· Compliance with all Sodexo and AZ KPI’s; 100% Compliance across engineering & quality business sectors

· Assist with maintaining and achieving financial budgets and targets

· Warehouse Performance Measures (PM’s) for system uptime are met

· Floor audits show full compliance with SHE and Quality regulations

· Effective communication and hand over with day team
· Management and Personal Competencies

· Experienced at a professional level with a proven track record of managing facilities management services 

· Excellent interpersonal skills with the ability to relate to all levels within the Sodexo and client              organisations

· Ability to grasp requirements effectively and to relate to the service provisions of the Contract

· Strong contract management skills

· Proven experience of managing employees within a service environment and maximising the performance of your team

· Be able to negotiate with internal and external decision makers

· Ability to be an effective team player within the overall contract management team
· Ability to calmly review situations with a high level of attention to detail and prioritise tasks
· Excellent time management skills

· Excellent IT Skills – SAP (Desirable) Excel, Word and Outlook (Essential)

· Ability to work on own initiative when facing adversity to ensure service is delivered without impact to the reputation of Sodexo.

· Adopt a can-do attitude and flexibility that is focused on delivering exceptional customer service.

· Knowledge of SHE

· Knowledge of engineering

· Knowledge of Project Management
	

	

	
	Dimensions – correct at time of issue
	

	
	Financial
	No direct responsibility but a requirement to support the Operations Manager in maintaining budget and meeting financial targets
	

	
	Staff
	2 x Technicians
2 x Jungheinrich Technicians (task management)
	

	
	Other
	TBC
	

	

	
	Knowledge, skills and experience

· Member of BIFM, CIBSE or equivalent
· IOSH Certificate in Managing Safely
· High level of practical knowledge of relevant employment, hygiene, Health and Safety and general legislative requirements
· Safe Systems of Works allocated to support the relevant work activity (ATW/PTW)
· Sound commercial knowledge with understanding of client and Sodexo budget framework
· 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 (Good Manufacturing Practice) Validated

· Aviation Validated – proof of 5 years complete work history and no security 
· Ability to challenge ideas and opinions in sometimes heated/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 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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