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Manchester City Council
Role Profile

Operations Manager (Customer Services), Grade 8

Bereavement Services, Business Units, Neighbourhoods Directorate
Reports to: Bereavement Services Manager

Job Family: Front Line Delivery

Key Role Descriptors

The role holder will provide effective management and coordination to a front line operational team responsible for the delivery of high quality services, ensuring that resources are deployed effectively and that the team is focused on the achievement of service objectives. 

The role holder will plan, implement and manage locally focussed programmes of work, translating strategy into action, and ensuring local, regional and national priorities are reflected and incorporated.

The role holder will effectively liaise and engage with residents, community groups and businesses to safeguard neighbourhoods and promote the authority’s aims, objectives and values.

The role holder will develop strong working relationships with partners to ensure that authority services are working to the highest standards to provide a quality environment for Manchester residents.

Key Role Accountabilities:

Provide effective management, coordination and direction to the team, managing responsive and proactive activity and communicate the authority’s vision, corporate values, aims and objectives.

Develop and motivate staff to achieve organisational priorities and contribute positively to the development of a customer focused culture.

Work closely with other managers, services and key partners, to ensure effective integrated working within the team and across teams and to ensure a consistent approach is taken to work activity across local areas.

Fully consider local priorities and the needs and aspirations of residents, consulting and involving all sections of the community while setting local plans.  Where appropriate, develop and coordinate stakeholder groups including cross directorate partners, including voluntary community sector, public, private and statutory sector partners in the delivery of this objective.




Represent the authority in establishing and maintaining local connections, building trust and confidence with members, residents, businesses and other stakeholders, and communicating and promoting initiatives.

Be proactive in identifying and supporting the implementation of change, modernisation and improvements in support of organisational strategies.

Lead on identifying opportunities to attract external funding and to monitor the impact of funding to ensure that the intended outcomes are satisfied.

Roles at this level may be required to manage a range of assigned resources.  Staff management duties may be either through direct line management (including appraisals, performance management and other duties) or through matrix management of a virtual team of officers.  The roleholder will be expected to effectively co-ordinate resources to support the principals of ‘joined up’ response.

Personal commitment to continuous self development and service improvement. 

Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications. 

Where the roleholder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 

Role Portfolio: 

Bereavement Services manage the Council’s five cemeteries and one crematorium, providing in the region of 3,000 burial and cremation services each year along with a diverse range of memorialisation products and features.  The service also provides and continually updates an online records facility. It is responsible for maintaining the infrastructure of 100 hectares of green space, feature gardens, perimeter walls, fences and gates, chapels and operational buildings, drainage systems and road / pathways. 
The service operates as a business unit, is required to cover all costs and meet financial targets.  
Community led Friends’ Groups play a key role influencing improvement projects and maintenance regimes and the service also offers a regular flow of work placement opportunities to partner agencies working with Manchester residents.  Bereavement Services’ partners and customers include the following: the bereaved, cemetery visitors, funeral directors, memorial masons, GPs, hospitals, schools, and community, ecology and history groups.
The role has lead responsibility for the interface with stakeholders and partners, the delivery of a high standard of customer care and managing all administration processes:

Responsible for leading the front-line delivery of a high standard of customer care in relation to burials, cremations & memorials, implementing and managing relevant administrative processes and undertaking stakeholder engagement.

Ensuring the customer care function is operating robust processes that are up to date with current industry standards and legislation.  Ensuring staff training is provided and kept up to date.

Liaising with key stakeholders to provide an efficient high standard of service to the bereaved, including funeral directors, ministers, contractors and suppliers, local communities, faith groups, and Friends groups.  Working with local ward councillors and members to support service delivery in the community.

Managing and resolving incoming complaints and ensuring that where appropriate, lessons are learnt, and feedback is acted upon.

Managing financial budgets ensuring spend is appropriate, in line with financial regulations and value for money.  Managing service income and managing the relevant databases, IT systems, digital and manual records.  Providing financial, statistical and statutory reporting as required.

Line managing and leading staff within the Customer care function, providing management support and leadership.  Working closely with managers of other teams within the service to ensure good relationships and smooth, consistent delivery of services.

Supporting the development and delivery of overall service strategies and policies.

Contribute to the reduction of carbon and implementation of climate change strategies.


 Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours  
· We are proud and passionate about Manchester
· We take time to listen and understand 
· We ‘own it’ and we’re not afraid to try new things  
· We work together and trust each other
· We show that we value our differences and treat people fairly


Generic Skills

· Communication: Ability to advise others and deal with sensitive issues in difficult situations inside and outside own area, negotiating riskier demands.  Is able to effectively transfer key and complex information to all levels of staff, adapting the style of communication as necessary and ensuring that this information is understood. 

· Analytical Skills: Ability to translate analyses into business cases which define potential benefits, options for achieving the benefits development of new or changed processes, and associated business risks.

· Planning and Organising: Excellent time management skills, creating own work schedules, prioritising, preparing in advance and setting realistic timescales for own self and others. Has the ability to visualise a sequence of actions needed to achieve a specific goal and how to estimate the resources required.

· Problem Solving and Decision Making: Strong decision making skills with the ability to resolve complex issues in a pressurised environment.  Continually performs at high levels of achievement, demonstrating tenacity, energy and commitment to achieve desired results.

· Creative Skills: Ability to find creative solutions where there are no existing parameters or procedural framework

· Strategic Thinking: Ability to contribute to the development, implementation and evaluation of strategy to shape future plans.

· Financial Management: Ability to monitor and maintain expenditure, ensuring that financial targets are met, and being accountable for any areas where budget and expenditure exceed their agreed tolerances. 

· People Management: Is able to inspire individuals to give their best to achieve a desired result and maintains effective relationships with individuals and the team as a whole, to ensure that the team is equipped to achieve objectives set according to the overall business need.

Technical requirements (Role Specific) 

· Good knowledge of legislation regarding health and safety issues at work and in public places.
· Flexibility to work unsocial hours, including weekends and evenings to meet the needs of the service.
· Knowledge of legislation and operational working practices associated with the delivery of burial and cremation services
· Driving between cemetery sites
· Full UK driving licence or similar
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