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Job description and person specification

FM Operations Manager


	Department 
	Infrastructure

	Service 
	Corporate Property Team

	Grade
	J

	Reports to
	Senior FM and Accommodation Manager

	Responsible for 
	n/a

	Job reference
	11515



	Job Purpose – 


	The FM Operations Manager is responsible for overseeing and ensuring the efficient management of maintenance operations, by 3rd parties, across a diverse portfolio of properties, including libraries and museums. This role entails managing both planned and unplanned maintenance works, ensuring all activities are compliant with UK Health, Safety, and Environmental (HSE) legislation and other relevant standards. The role demands a proactive approach to facilities management, aiming to maintain the highest levels of service continuity and operational integrity across all sites.


	Context – 


	The postholder will play a crucial role in coordinating a broad spectrum of facilities management tasks, leveraging support from work coordinators and the Norse Helpdesk to ensure timely and effective execution of maintenance activities. This position requires strong collaborative skills to work effectively with various internal teams and external stakeholders to uphold safety, efficiency, and compliance. The role will cover all aspects of Hard and Soft FM, the latter provided by external contractors. Reporting to the Senior FM & Accommodation Manager, the FM Operations Manager will be instrumental in enhancing operational procedures, contributing to the overall sustainability and functionality of the facilities under their remit.




	Accountabilities – 


	Ensure planned and reactive work is completed to the highest standard by managing contractors, providing them with site access, site induction, and all relevant Health and Safety information. Ensure all work is conducted with a relevant Risk Assessment Method Statement, and contractors comply with safe ways of working for any particular property.


	Manage all statutory compliance, ensuring contractors are instructed and works are completed safely within required timelines and evidence of completion provided in a timely manner. Ensure the CAFM system has all compliance evidence uploaded in a timely manner, and all audits are supported with non-compliance rectified at the earliest opportunity.


	Ensuring the accuracy of the asset register to ensure the CAFM system reflects correct asset information in the required information fields and update accordingly. Manage the CAFM system accurately to ensure it reflects status of works, including closing promptly, holding accurate status and being correctly assigned.


	Continually monitoring work requests to ensure that any planned preventative and remedial maintenance is completed in line within required schedules. Ensure that all works carried out by contractors are to the agreed specification and timelines, with any performance non-conformity highlighted. Communicate with all stakeholders to the highest standard and ensure all work orders are closed appropriately.


	Ensure all work is correctly procured and complies with all corporate policies and legislation. Ensure all work is documented appropriately, such as CDM requirements.


	Ensure all work that is undertaken is budgeted for, following the relevant financial approval process. Support financial planning by providing accurate costs and budget estimates. Provide financial forecasts for portfolios.


	Complete all property audits by agreed timescales, presenting reports on all work required to maintain, repair, and provide improvements needed.


	Ensure that all soft services for properties are managed appropriately, providing value for money, and meeting all policy and legislative requirements, by auditing regularly.


	Attending all meetings, preparing, and presenting updates, communicating affectively, and providing work before deadlines. Act as a lead on specific portfolios and support the Work Coordinators in arranging planned and unplanned work.


	Provide the highest levels of communication to stakeholders, colleagues, building users, contractors, and members of the public, ensuring your safety, and that of others always.


	Carrying out duties appropriate to the grade of the post, including travel as required.





	Person Specification


	Qualifications:

	Essential
	Desirable

	Full UK Driving Licence to meet the travel requirements of the role.

Professional Certifications: Certifications such as NEBOSH, IOSH, or similar in health and safety or facilities management.

	Educational Background: A degree in Facilities Management, Engineering, or a related field is preferred.

	Knowledge/Experience:

	Essential 
	Desirable 

	Budget Management: Experience in budgeting and cost control within an FM environment.

H&S legislation: Deep understanding, knowledge, and ability to demonstrate practical application of relevant health & safety legislation, related to typical tasks in this post and in particular Hard FM. 

Management of others: Demonstrable experience of managing sub-contractors I previous roles for at least 3 years. 

Facilities Management Experience: At least 3 years of experience in facilities management, preferably with exposure to managing public sector properties such as libraries and museums. 

Maintenance Management: Proven track record in overseeing both planned and unplanned maintenance activities, ensuring all operations are carried out in compliance with statutory requirements. 

Compliance and Safety Management: Experience in managing facilities compliant with UK HSE regulations and other relevant legislative frameworks, ensuring all safety and environmental standards are met. 

Stakeholder Engagement: Experience in dealing effectively with a range of stakeholders, including internal management teams, external contractors, and regulatory authorities. 

Technical Knowledge: A thorough understanding of the technical aspects of building management systems, HVAC, electrical, plumbing, and other critical infrastructure components.

Risk Management: Knowledge of risk assessment and risk management processes pertinent to facilities and operations management.

	


	Skills:

	Essential
	Desirable

	Systems Skills: Proficient in Microsoft Office, CAFM information databases and modern FM systems. 

Project Management Skills: Proven ability to manage both planned and emergency maintenance projects efficiently. 

Analytical Skills: Strong ability to analyse and interpret information to make data-driven decisions. 

Communication Skills: Excellent verbal and written communication skills to effectively liaise and influence both internal teams and external stakeholders. 

Problem-Solving Skills: Ability to quickly identify problems and effectively organize resources to provide solutions.

Customer Service Orientation: Ability to drive high standard of customer service to ensure satisfaction among facility users. 

Adaptability: Capacity to adapt to changing circumstances and challenges within a dynamic operational environment.

	




	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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