	Job title:
	Operations & Gas Manager

	Line manager:
	Head of Connect Property Services

	Grade (if applicable):
	

	Direct reports:
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Role purpose:
As the Operations & Gas Manager for Connect Property Services (CPS), you will be an integral part of the 
DLO delivering property services. Working with Peabody’s newly defined Locality Teams you will be 
responsible for the delivery of all repairs and maintenance in CPSs defined area. Providing technical, 
practical and commercial support to your Supervisory Team, deputising for the Head of Connect Property Services when required. One of your key responsibilities will to be to ensure the Gas Servicing program runs smoothly and properties are kept compliant. You will work closely and collaboratively with colleagues and stakeholders across 
Peabody and externally to drive improvements and offer a first-class service to our customers.
One of our core priorities across all parts of the business is delivering an excellent experience every time to every customer, internal and external. Our service style is being easy, reliable and empathetic – which you will make a central part of your role.

	
Connect Property Service are responsible for the delivery of property services across Peabody 
property in our dedicated regions, including: 
· Day-to-day responsive and major repairs.
· Disrepair; damp, mould and condensation; EHO and escalated cases.
· Aids and adaption repairs.
· Electrical certification and management.
· Gas repairs, servicing and installation.
· Planned Works.

You will be expected to:
· To ensure that the gas department functions in a cohesive manner, specifically ensure that all 6500 gas services are carried out in a timely manner and stay compliant.
· Contribute to the successful running of the Connect Property Services Limited with particular emphasis on the successful delivery a variety of corporate activities.
· Be an effective part of the repairs and maintenance team, ensuring Connect colleagues receive an open, inclusive and insightful style of management. Ensuring that they are motivated and deliver an effective maintenance service to our customers. 
· Develop and maintain a team ethic and purpose which is dedicated to the organisation’s aims and objectives and the effective delivery of services to our customers and colleagues.  
· Lead and direct the effective operational delivery of Connect, ensuring that all delivery risks are understood, mitigated and minimised.
· Ensure that we always operate & deliver services safely, adhering to all relevant health and safety law, regulations, policies and procedures, and that evidenced checks and reviews can be demonstrated.
· Ensure that all relevant qualifications and training required are in place and kept under regular review.
· Provide robust challenge on all operational delivery matters relating to Connect, to ensure that forecast production levels, customer satisfaction and other key performance indicators are met.
· Ensure that all business processes are adhered too, and that a continual improvement culture is embedded to ensure processes are regularly reviewed and scrutinised.
· Work closely with Peabody repairs team colleagues to ensure that the services being delivered hold up to scrutiny and are accountable.
· To preparate reports and attendance at internal meetings, resident meetings, etc some of which may be outside of normal working hours.
· To act at all times in the interest of the Company and ensure the highest standards of performance, meeting all necessary deadlines.
· Ensure that Connect staff are kept informed of changes to statutory requirements, building and contract legislation providing guidance or training where required.
· Work proactively with the heads of service and director to ensure that businesses processes and working practice are kept under constant review. Proactively support and deliver change that improves the services we deliver to our customers.
· Work proactively with customers and Peabody colleagues to ascertain their service needs & co-ordinate program delivery and to ensure that the service provided meets these needs.
· Coordinating with Peabody colleagues and ensuring work is delivered in accordance with policy, standards and statutory requirements.


	Key results:

· Accountable for the day-to-day leadership of the Supervisory Team and all operatives by setting 
· objectives and targets. 
· Reviewing, monitoring and improving the KPI’s and activities carried out, ensuring that business 
· objectives are met.
· A visible and inspiring leader to both customers and colleagues, promoting the service as trustworthy, collaborative and accountable.
· Ensure value for money and quality of the functions in your area.
· Manage relationships with subcontractors and their teams.
· Ensure we comply with all Health and Safety requirements, including but not exclusively preparation and delivery of toolbox talks, and provide reports on H&S related items and operations.
· Work closely with our supply chain partners to deliver the best possible service. 
· Develop a culture of effective management within the workforce. 
· Maintain our corporate imagine and service standard.
· Develop and maintain relationships with internal and external stakeholders to support our customers. 
· Deliver a consistently high level of customer service for Peabody customers and increased levels 
· of customer satisfaction. Monitor and analyse customer feedback to identify opportunities for improvement to the service.
· Undertake any other reasonable duties as required by the Director or their nominees, which may include working outside normal working hours.
· Accountable for any service recovery cases raised against the service and ensure quick resolution for customers.
· Lead and manage the operational team within Connect Property Services Ltd to ensure services being delivered are operating within Peabody’s expectations, that they are challenged, they offer value for money, stay within budget, and that risks are understood & mitigated.
· Provide strong leadership and direction for staff to encourage: a culture of high performance; continuous improvement; customer focused service; and developing effective working relationships with colleagues across Peabody and external agencies.
· Ensure we operate a positive people culture within Connect offering talent recognition, development and progression to ensure we deliver a best company’s approach to people management.
· Ensure that our customers are at the heart of all services we deliver, ensuring that customer satisfaction targets are maintained, and any dissatisfaction managed and remediation in place to improve this in the future.
· Ensure compliance with the company’s policies, procedures, rules and regulations.
· Ensure that good quality, good value services are delivered and improved upon effectively and efficiently within business plan objectives, meeting both customer’s reasonable expectations and statutory and regulatory requirements.
· Play a key role in external liaison in the operating area and wider, ensuring that the organisation’s reputation is maintained.

Key Results will include:

· Driving and delivering consistent improvement in the team.
· Improving and maintaining customer satisfaction.
· KPI measures are agreed and delivered across CPS.
· Utilise analysis and evaluation of the work undertaken by the team, to support the delivery of an effective and efficient function, making improvements to services as appropriate.
· Build strong effective relationships with partnering & in-house contractors, external agencies and other departments to ensure services are delivered and maintained at agreed levels.
· Build networks across departments and directorates to enhance understanding of the drivers of service failure, providing examples and oversight of service failure in a supportive manner.
· Investigate and respond to all relevant complaints ensuring that timescales are met, and lessons learned to improve services. Working closely with the Customer Relations Team and the Customer Experience Team to ensure that cases and complaints are handled effectively.
· Liaise closely with all parts of the business ensuring you embody the value of working collaboratively.
· Participate in the reviewing and improvement of Policies, Procedures and IT systems to make services more efficient and effective.
· Ensure that staff comply with all group policies, regulatory responsibilities, and standards at all times, taking necessary action where there are any breaches or issues.

	Success metrics:

· Improved customer satisfaction across the service.
· Enhanced efficiencies.
· Improved daily outputs from the operatives including average job value and productivity.
· Decreased volume of incoming dissatisfaction and complaints with a reduction in end to end time 
· of open cases.
· Excellent stakeholder and partnership relations.
· Ensure that CPS operatives at H&S compliant and drive toward zero accidents.
· Ensure that all KPI targets are met or exceeded.
· Ensure that CPS are correctly resource, 
· Pro-actively ensure that any underperformance or service failure within CPS are addressed.



	About you:

You will be:

· You will be totally committed to delivering excellent customer experience – embodying our values every day in the way you deal with customers and colleagues.
· Accountable, responsible and motivated to do the right thing.
· A problem solver, able to work independently at pace and under pressure, with a strong approach to teamwork and collaboration.
· Commercially and technically minded, with a strong focus on value for money.
· A customer service champion with the passion and drive for excellent customer service
· Able to work as part of a team and on your own initiative. 
· Approachable and personable making you a good communicator with stakeholders and customers.

You will have:

· You will have gas compliance qualifications.
· You will have a track record of effective leadership of a direct delivery workforce working under pressure.
· You should have a relevant professional qualification or very substantial experience in a senior operational role, with the ability to apply strategic managerial experience and data analysis to effect positive change.
· You’ll possess excellent project management and programme management skills.
· You will have excellent negotiation and communication skills on a wide front.
· You should have a track record of successful contractor and direct workforce management.
· You’ll possess highly developed report writing skills, incorporating high degree of literacy & numeracy.  
· You will have highly developed problem-solving skills, including ability to make sound judgement within strict time constraints.  
· Computer literate, with an understanding of how IT can enhance the effectiveness of the organisation.  
· Hold a full driving licence.

Please note this role is subject to a Basic DBS check.

Colleagues are responsible for their own health and safety, ensuring a safe working environment for everyone.
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