

	Competency Based Job Profile First Line Manager (June 2019)



CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: Corporate Resources
	SERVICE GROUP: Facilities Management

	POST TITLE: Service Delivery Manager
	REPORTS TO: Area Operations Manager

	GRADE: SO1-SO2
	SAP POSITION NUMBER : 


The following information is furnished to help Council staff and those people considering joining the City of Bradford Metropolitan District Council to understand and appreciate the general work content of their post and the role they are to play in the organisation.  The duties and responsibilities highlighted in this Job Profile are indicative and may vary over time.  Post holders are expected to undertake other duties and responsibilities relevant to the nature, level and scope of the post and the grade has been established on this basis.
For posts where employees speak directly to members of the Public the post holder is required to demonstrate their ability to speak fluently in English.
As a candidate you will be expected to demonstrate your ability to meet the special knowledge, experience and qualifications required for the role by providing evidence in the application form for the purpose of shortlisting. Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column of this section.

The employee competencies are the minimum standard of behaviour expected by the Council of all its employees and the management competencies outlined are those relevant for a post operating at this level within our organisation. 

Both sets of competencies will be used at interview stage and will not be used for short listing purposes.  
	Key Purpose of Post:

	The Service Delivery Manager will be pro-active, responsible and accountable for the delivery of the catering service and cleaning service (where required) to a portfolio of approximately 20 to 24 schools either organised by geographical location or by client academy trust clusters. Ensuring that the standard of service delivered is in accordance to standards set out by Facilities Management and meets the requirement of each individual school and legislative requirements.

The primary purpose of the post will be to support all Unit Chef Managers
and their teams in each of the individual schools to deliver high quality services whilst    embedding a performance management culture and achieving set business targets.         Ensuring that each school contract that FM operates meets client expectations achieves         high operational standards and operates as a business unit.

The Service Delivery Manager continually seeks improvement and achieves high             standards in respect of staff performanceand working practice, adherence to operational standards, making minor alterations to bespoke menu’s that meet the
school requirements whilst ensuring that customer focus, service flexibility, 
delivering the service required by the individual  school within the cluster/area. 

Note Demarcation: The Service Delivery Manager is supported in area management as follows:

· The Area Operations Manager – manages higher level HR related matters, higher 
level client contact.
· The Service Developmnet Mentor & Mobilisation Manager – is responsible for delivering the intensive 
development and coaching of  Unit Chef Manager’s and/or kitchen team as required.

· The independent QMS Internal Auditor – will carry out all independent service audits.

	Main Responsibilities of Post: 

	· To coordinate recruitment and selection across the cluster/area, ensuring that all staff recruited are suitable for the job role, including disposition, ownership, temperament, standards, can-do-attitude and customer focus. Demonstrate Bradford Behaviours and able to      function at a high level within their role, especially Unit Chef Managers. 

· It is critical that the Service Delivery Manager ensures that the Unit Chef Manager is inducted and takes ownership for the quality standards and targets associated with the individual schools, where this is not the case then the Service Delivery Manager must manage the performance of the Unit Chef Manager through the Evolve system.
· Deliver a high quality service at the Service Delivery Manager’s base unit, ensuring all targets are achieved. 
· Effectively manage time between the base unit and satellite units in the area, where practicable uses MS Teams to aid productivity. Works collaboratively with colleagues and line management as a team player, to support colleagues and promote team cohesion in a way that delivers planned outcomes.

· Coordinate staff cover arrangements across the cluster/area.

· Support the Service Standards Manager and the Service Standards Mentor & Mobilisation Manager as required in mobilising new services and contracts.

· Be proactive in extending the use of technology, data cleansing and ensuring deadlines are met in respect of information returns.

· Requests staff training and development, including practical skills, safe systems of 
· working, good practice and adherence to working procedures. Promote best 
· practice and  service excellence. Ensures full compliance with Food Safety, 
· HACCP, COSHH, Heath & Safety, Halal Integrity and Special/Medical Diet 
· standards, adherence to operational procedures, implements and maintains safe 
· systems of work to include a periodic bespoke Risk Assessment of each kitchen/Site.

· Delivering Heath Improvement training within the cluster/area. Delivering “Look & Cook” sessions for children within the cluster/area.

· Buddy up with Unit Chef Managers at School Council & Head Teacher meetings as required.

· Implement any marketing activity including promotions and theme days. Ensure all schools in the cluster/area participate. Draft an annual Marketing plan for each contract.
· Coordinate the limited bespoke menu planning processes..

Carries out an annual appraisal with all Unit Chef Managers & their teams, uploading appraisal outcomes to Evolve.
· Investigate any lapse in performance in respect of service standards, food cost variance, high sickness, productivity variance. Support any action plans in place to ensure that all KPI targets are pro-actively managed and met.
· Manage all HR activity within the area, to include Sickness Absence Management in-line with Council targets and timelines without exception, Disciplinary Management via HR+, Performance Management and Training via Evolve, Recruitment via Engage. Proactively manages a range of Human Resource issues to include: Workforce Planning, Recruitment, Development, Productivity, Sickness Absence Management, Managing Disciplinary & Grievance Issues, Conflict Resolution, Team Building, Redeployment, TUPE etc.

· Ensures full compliance at all sites to Allergen Control processes, procedures and work instructions, plus ensures compliance to Natasha’s law in respect of Allergen Labelling.
· Attends a monthly performance 1-2-1 meeting with the Area Operations Manager and proactively address any variance to KPI targets:

· Proactively produces a completed Monthly Performance Report for 
the Area Operations Manager based upon timely, accurately data cleansed information. Report to be sent to the  Area Operations Manager via Evolve in advance of the planned monthly performance review meeting.

· Holds a documented 1-2-1 monthly review meeting with each Unit Chef 
· Manager, identifying
where follow up action is required and how resources will be allocated to             support the planned follow up/intervention so that targets are met within a        planned timescale.



	Structure:
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	Special Knowledge Requirement: Will be used  for shortlisting. 


	Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column.

	
	Essential

	Due to the Government’s Fluency in English for posts where employees speak directly to members of the public the postholder is required to meet the Advanced threshold level which will be applied where the postholder requires a greater level of sensitive interaction with the public. 

You must be able to demonstrate that you can express yourself fluently and spontaneously (this will also be tested during the interview).
	Essential x

	Ability to effectively and efficiently manage multiple catering teams located over 20 to 24 contract sites across the area.
	Essential x

	Able to deliver high quality catering services using best working practices to ensure that food is cooked fresh and presented to a high standard.
Able to use a range of specialist ICT systems across own work area, to include MS Outlook, MS Word, MS Excel, Cypad, via PC, Laptop and Tablet. Required to have a level of user familiarity to be able to support, guide and develop Unit Managers in the use of ICT to support the business information systems.
	Essential x

	Ability to manage own time and work schedule within clear/tight deadlines, leading by example and having a “can do” attitude.
	Essential x

	Ability to manage the bespoke menu planning process, stock control, ordering of food/materials, production planning, waste minimisation, compliance to food hygiene standards, compliance to Health & Safety standards and “safe methods of working”, school meal administration, whilst maximising sales and achieving financial targets within budget.
	Essential x

	Able to demonstrate the structured development, coaching and mentoring of staff to ensure that there is organisational capability and capacity to effectively delegate and allocate work to and ensure operational objectives and workloads are met whilst ensuring client satisfaction on each and every contract.
	Essential x

	Excellent confident communicator with the ability to engage with staff, customers and clients. Inspires confidence, acts with integrity, listens and considers differing needs.
Always acts in good faith and represents FM in a positive and professional manner when dealing with Clients, Customers, Staff and Colleagues.
	Essential x

	Accountable for meeting KPI and business targets, able to demonstrate how delegated targets have been achieved and pro-actively managed, to include: absence management, productivity, food cost control, sales, marketing, compliance to operational standards, data cleansing and information returns.
	Essential x

	Awareness of catering to a multicultural client base, including knowledge of Halal, Eastern European and Vegetarian catering.
Knowledge of medical, special and religious diets.
Knowledge of allergens. 

Knowledge of Nutrition and Health Improvement.

Knowledge of the current School Food Standards and The School Food Plan.
	Essential x

	Works within a quality management system, adheres to key operational standards but able to be proactive and flexible in ensuring that the service requirements of the customer are achieved.
	Essential x

	Able to carry out service audits objectively, professionally with evidence based approach. Providing any critical feedback in a constructive manner, whilst ensuring that Unit Chef Managers and staff are engaged and take ownership in delivering the required service improvements.
	Essential x


	Relevant experience requirement: Will be used  for shortlisting 


	The applicant is required to provide evidence of having previously spoken fluently to members of the public in order to meet the advanced threshold level outlined under Special Knowledge above.  

	Large scale catering experience, ideally including multi site catering

	Experience of catering, book keeping and cost control

	Experience of developing staff and coaching, managing sickness, performance and achieving KPI’s and managing contracts and HR cases with positive outcomes.

	Experience of working to budgets and financial targets

	Relevant professional qualifications requirement: Will be used  for shortlisting 


	NVQ Level 2 Professional Cookery (Essential) or equivalent i.e. City & Guilds 706/2

	NVQ Level 3 Food Hygiene (Essential)

	NVQ Level 4 in Hospitality Management (Essential)

	Health Improvement Training

	NVQ Level 4 in Allergen Management (Essential within 6 months)

	IOSH Health & Safety Certificate (Desirable) or to be completed within 6 months of commencing employment.

	Core Employee competencies at manager level to be used at the interview stage. 



	Carries Out Performance Management – covers the employees capacity to manage 

their workload and carry out a number of specific tasks accurately and at a high standard. 

	Communicates Effectively - covers a range of spoken and written communication skills required as a regular feature of the job. It includes exchanging information/building relationships, giving advice and guidance, counselling, negotiating and persuading and handling private, confidential and sensitive information. 

	Carries Out Effective Decision Making - covers a range of thinking skills required for taking initiative and independent actions within the scope of the job.  It includes planning and organising, self effectiveness and any requirements to quality check work.

	Undertakes Structured Problem Solving Activity - covers a range of analytical skills required for gathering, collating and analysing the facts needed to solve problems. It includes creative and critical thinking, developing practical solutions, applying problem solving strategies and managing interpersonal relationships. 

	Operates with Dignity and Respect - covers treating everyone with respect and dignity, maintains impartiality/fairness with all people, is aware of the barriers people face.  


	Management Competencies: to be used at the interview stage. 


	Operates with Strategic Awareness Our managers work with corporate priorities and policies in a joined up way with others, internally and externally. Works democratically, transparently and accountably.

	Practices Appropriate Leadership Our managers motivate their staff to exceed expectations through raising their awareness of goals and moving them beyond self interest for the sake of the team or service. They consider serving the District in all that they do.

	Delivering Successful Performance Our managers monitor performance of services, teams & individuals against targets & celebrate great performance. They promote the District’s vision & work to achieve Council’s values & agreed outcomes.

	Applying Project and Programme Management Our manager’s work to ensure that outcomes and objectives are achieved within desired timescales, make best use of resources and take a positive approach to contingency planning.

	Developing High Performing People and Teams Our managers coach individuals and teams to achieve their potential and take responsibility for continuous improvement. They champion the Council’s values and goals.

	Working Conditions: 

 

	Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the Equality Act 2010 in relation to Disability Provisions.  

	

	Special Conditions: 

	You will be informed outline if there is a requirement for the post to have recruitment checks 

such as DBS, Warner Process.

	· Occasional Out of Hours Working

	· DBS Enhanced Check

	· Full Driving License and access to a car insured for business use.

	· Full participation in on-going Personnel Development as required by the service.

	· Area of work/cluster of schools is allocated by line management and subject to periodic change to suit business needs and development of managers.
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