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FM Operations Manager

	Department:
	Estates and Facilities 

	Grade/ Salary:
	Grade 7, £44,753 - £49,738 per annum, inclusive of London Weighting

	Contract Type:
	Permanent 

	Hours:
	35 hours per week (Full time)

	Location:
	New Cross, London




Goldsmiths

Goldsmiths, University of London is a world-leading centre of educational excellence where ground-breaking research meets innovative teaching and thinking. We're looking for inspiring and talented people to help build on our global reputation while also growing personally in a true learning organisation.

As a college we are working to tackle inequality in all its forms and are working to promote equality on grounds of race, disability, age, sex, gender identity, sexual orientation, religion and belief, marriage and civil partnership, pregnancy and maternity, and caring responsibilities. We are keen to attract candidates from diverse backgrounds who share our commitment to creating an inclusive culture in which all students and staff can thrive.

[bookmark: _Hlk96941835]Information for candidates with disabilities can be found on our Disability & Individual needs page. We are happy to supply information in alternative formats for disabled applicants. Please contact hr-recruitment@gold.ac.uk to make your request.




Department of Estates & Facilities Management

Estates and Facilities is a technical and specialist directorate within the University with an overall staff of approximately 250. It maintains and supports the University and its changing needs in respect of the following disciplines: 

· Estates strategy & strategic development.
· Capital projects, minor works and refurbishments. 
· Maintenance (building and grounds), surveys, statutory compliance.
· Infrastructure.
· Space utilisation & timetabling.
· Energy and carbon management.
· Environmental management.
· Facilities services including cleaning, portering, security, reception, post and stores.
· Health and Safety.
· Catering.
· Conference services. 

The main campus is based at New Cross, London Borough of Lewisham and covers approximately 16 acres with a wide range of historic, domestic, post-war and modern buildings, halls of residence and specialist spaces. The variety of buildings presents a diverse set of operational and technical challenges. Estates & Facilities aims to continually improve service delivery and estate quality to meet the rising expectations of staff and students.


 Job description

Reporting to: Head of Facilities Management
Reports: 
Direct: FM Supervisors
Indirect: FM Cleaning Team, FM Porters and FM Janitors


Summary:

The FM Operations Manager manages the operational delivery of cleaning, janitorial, portering and waste management services across the university estate ensuring they run safely, efficiently and to consistently high standards.
The post holder will manage and support the FM Supervisors, oversee team performance, resolve operational challenges and ensure operational service continuity during busy periods and events. 
Working closely with the Head of Facilities Management, this role helps maintain an excellent, reliable and customer focused facilities service across the estate.

Key relationships:
 
· Estates & Facilities colleagues (Maintenance, Security, Capital Projects, Accommodation, Conference Services, etc.)
· Academic and Professional Services departments.
· External suppliers and contractors (equipment, consumables, window cleaning, waste, laundry, etc.)
· Health & Safety and EDI teams.

Main duties:

Operational Leadership & Service Delivery

·  Manage the delivery of cleaning, janitorial and portering services across all assigned areas, ensuring agreed SLA/standards are consistently met.
· Manage and coordinate   FM Supervisors to plan daily work, allocate resources, and adjust staffing to meet fluctuating operational demands.
· Oversee periodic/deep cleaning programmes, conference/summer schools cleaning and housekeeping, event setups/clear‑downs, and seasonal work (e.g., snow/ice response).
· Act as the operational escalation point for urgent issues, customer concerns, and incidents; coordinate swift resolution and recovery plans.
· Ensure effective cooperation and integration between Cleaning, Janitorial and Portering teams.
 
People Management

· Provide line management to FM Supervisors; set clear objectives, conduct one-to-one meetings, appraisals, and performance management.
· Ensure FM Supervisors   manage and develop their teams, delivering informal management steps; take ownership of formal HR stages (attendance/sickness, conduct, capability) in line with policy.
· Approve rotas and annual leave and oversee absence management, ensuring safe staffing levels and service continuity.
·  Support with recruitment for FM Supervisors and frontline posts (shortlisting/interviews) and ensure robust inductions and probation management.
 
Training, BICSc & Professional Development

· Implement the training plans for the operational teams and ensure mandatory, statutory, refresher and BICSc training completion.
· Hold BICSc Accredited Trainer & Assessor status; able to step in and deliver/assess where required.
· Oversee FM Supervisors in the day-to-day delivery of BICSc skills training, toolbox talks, refresher sessions and equipment inductions; ensure accurate training records/matrices are maintained.
· Liaise with POD and external training providers to ensure training is available and accessible for the team that works out of hours.
 
Health, Safety, Compliance & Quality Assurance

· Have oversight of operational compliance with H&S legislation, COSHH, RAMS, risk assessments, PPE, Fire Safety, and the departmental colour coding system.
·  Ensure that regular audits/inspections (using audit software) are carried out in line with internal procedures, analyse trends, and implement corrective actions.
· Ensure effective incident/accident/near miss reporting and follow-up (RIDDOR awareness), coordinating incident investigations and learning outcomes.
· Maintain secure, compliant stores/cleaning cupboards and high standards of equipment care.
 
Events, Peak Times & Hands‑On Support

· Provide visible leadership and hands on operational support during summer schools, conference seasons, open days, Welcome Week, exam periods and other peak times.
· Coordinate event cleaning and portering logistics with internal clients and the Events team; ensure prevent readiness and post event recovery.
 
CAFM/Systems, Data & Reporting

· Ensure robust use of CAFM (e.g., MiCAD, ), Helpdesk and audit systems for job assignment, monitoring, SLA compliance and closure.
· Produce regular reports on KPIs (audit scores, response/completion rates, staffing/absence, training, incidents, contractor performance, stock usage).
· Drive data quality and evidence-based decision making across the operation.
 
Supplier & Contractor Management

· Manage day-to-day relationships with suppliers and contractors (e.g., window cleaning, waste, laundry, equipment servicing), ensuring contractual compliance with performance, delivery times, quality, RAMS and site rules.
· Monitor performance against KPIs and escalate non-compliance to the Head of Facilities Management and Procurement as appropriate.
· Contribute operational input to procurement activity, trials and evaluations of new products and technologies.
 
Equipment, Stores, Budgetary Control

· Oversee ordering, stock control, distribution of consumables, chemicals, PPE, uniforms and equipment.
· Maintain asset registers, planned servicing schedules, PAT testing coordination and machine lifecycle planning; ensure prompt repairs and safe operation.
· Monitor expenditure and provide information to support designated operational budgets. 
 
Customer Service, Stakeholder & EDI

· Champion a customer focused culture, ensuring timely resolution of service requests and escalated complaints.
· Build effective relationships with campus stakeholders and represent the service at operational and H&S meetings.
· Ensure practices align with Equality, Diversity & Inclusion policies and promote a respectful, supportive workplace.
 
Sustainability, Continuous Improvement & Business Continuity

· Support Estates’ sustainability priorities: waste reduction, recycling, responsible chemical use, energy efficient equipment and process optimisation.
· Contribute to continuous improvement initiatives (schedule optimisation, technology adoption, process reviews, best practice).
· Contribute to business continuity and contingency planning, maintaining resilience for incidents, closures, and seasonal pressures.
 
Other

· Provide cover for routine operational decisions during the Head’s absence, escalating strategic matters as appropriate. Undertake any other duties commensurate with the grade and nature of the role.
· You will be required to undertake any other duties as may reasonably be required.
· Ensure that you are aware of and aligned with Goldsmiths’ Regulations, Strategy, and Objectives to work together to proactively advance Equality and Diversity.
· At all times to help maintain a safe working environment by participating in training as necessary and following the Goldsmiths’ Health and Safety Codes of Practice and Policy.

Person Specification

Detailed below are the types of qualifications, experience, skills, and knowledge which are required of the post holder. Selection will be made upon evidence of best fit with these criteria.

The Essential criteria sections show the minimum essential requirements for the post, therefore if you cannot demonstrate in your application, you meet the essential criteria categorised below, you will not be invited to interview.

The Desirable criteria sections show additional attributes which would enable the applicant to perform the role more effectively with little or no training. 

The Category column indicates the method of assessment:

	A = Application form
	C = Certificate

	I = Interview	    
	R = Reference

	T = Test
	P = Presentation



	
	Category

	Essential Criteria 1 - Qualifications
	

	Educated to a degree level or equivalent 
	A, C

	Evidence of continued professional development
	A, C, I

	BICS Accredited Trainer or similar qualification
	A, C

	Desirable Criteria 1 - Qualifications
	

	A recognised professional qualification in H&S - IOSH
	A, C, I

	A recognised professional qualification in Facilities Management 
	A, C, I

	Membership of an appropriately related professional association 
	A, C, I

	BICSc Assessor or working towards
	A, C, I

	Essential Criteria 2 - Experience
	

	Demonstrable managerial experience within the FM or cleaning sector
	A, I

	Experience leading multi‑functional teams across complex or multi‑building estates
	A, I

	Experience managing formal HR processes (attendance, conduct, capability)
	A, I

	Experience in contractor/supplier management
	A, I

	Desirable Criteria 2 - Experience
	

	Experience working in Higher Education or large public-sector environments
	A, I

	Experience using CAFM systems (e.g., MiCAD)
	A, I

	Experience managing waste services or recycling initiatives operationally
	A, I

	Experience designing or delivering staff training
	A, I

	Essential Criteria 3 – Knowledge
	

	Excellent spoken and written communication skills
	A, I, T

	Detailed knowledge of H&S legislation, COSHH, RAMS, SSOW and risk assessment
	A, I, T

	Strong knowledge of cleaning, janitorial, portering and waste‑management operations
	A, I

	Good understanding of BICSc standards and methodologies
	A, I

	Desirable Criteria 3 - Knowledge
	

	An understanding of issues surrounding the student experience in the HE sector
	A, I

	Essential Criteria 4 - Skills
	

	Excellent communication, planning and organisational skills
	A, I, T

	Excellent leadership and team‑management skills
	A, I

	Able to work hands‑on during peak periods and emergencies
	A, I, T

	Ability to manage competing demands and work under pressure
	A, I, T

	Strong IT skills, including Outlook, Excel, CAFM, audit systems
	A, I, T

	Excellent customer service and communication
	A, I, T

	Desirable Criteria 4 - Skills
	

	A proactive problem solver with attention to detail
	A, I, T

	Ability to support cultural change, staff engagement and continuous improvement
	A, I

	Ability to work independently, flexibly and professionally at all times – dealing with stressful and changeable situations
	A, I

	Ability to prioritise work within a context of competing demands
	A, I



[bookmark: _Hlk96941029]Please also note that where qualifications are required, employment is conditional on the verification of them. Qualifications (must be original documents) will be checked on or before the first day of appointment.


Summary of Benefits

If you choose to work with us, you’ll become part of a learning organisation that is committed to professional and personal development, with comprehensive and innovative staff development and wellbeing programmes.

You’ll also have access to frequent lunchtime and evening talks, seminars and performances, and annual performance and development reviews.

Our other benefits include:

· Competitive salary
· Working in Zone 2, with fantastic transport links and interest free travel to work loans
· Excellent annual leave entitlement plus additional closure days at Christmas and Easter
· 3 days of volunteering leave per annum, plus parental and study leave allowance.
· Maternity, paternity, shared parental leave and adoption leave and pay
· Membership of USS or LPFA pension scheme, dependent upon grade
· Contractual sick pay provision
· Access to an Employee Assistance Programme, offering 24/7/365 confidential and free advice, support, and information service on a range of personal, family, or work-related matters. 
· Free eye tests
· Cycle to work scheme
· Wellbeing initiatives including the Chaplaincy and Staff Choir
· On-site dining facilities 
· Access to University of London facilities such as Senate House Library
· Membership of Staff Diversity Networks: (Dis)Ability, Goldsmiths Race Equality Group, LGBTQ+, Menopause, Parents and Carers, Women at Goldsmiths. (Staff are also encouraged to join networks as Allies should they wish to do so rather than as members)

Further information
 
For more information about Goldsmiths, please visit: www.gold.ac.uk/about

Thank you for your interest in working with us, we wish you all the best with your application. 

[image: A black background with three colourful squares that display an Athena Swan Bronze Award, a Disability Confident employer badge and a Stonewall Silver Award Badge.]
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