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THE ESTATE
The University of St Andrews was founded in 1413 and currently occupies 156 academic, administrative and residential buildings throughout the town, In addition, the University also owns playing fields, agricultural land and a former industrial site at Guardbridge.
The estate is extremely varied. Whilst many of the buildings enjoy listed status and are integral to the unique qualities and characteristics of St Andrews and North-East Fife, many more have been added over the years as the University has grown. The portfolio ranges from nationally important historical buildings through to state of the art teaching and research facilities.
The University is investing heavily to further develop and expand its estate in support of its medium and long-term objectives.  It will therefore to continue to play a leading role in preserving and enhancing the built environment as it reinforces its position as a World-renowned centre of learning, research and sustainable development.
ESTATES
Estates is a key support unit providing a range of functional activities that will help the University achieve its corporate objectives. It is an integrated centre of excellence responsible for implementing decisions related to the buildings, fabric and infrastructure of the University. It provides specialist advice to the University on strategic estates issues as well as its statutory obligations. 

The comprehensive service provided includes:

· Estate Strategy and planning

· Professional and Technical Services with a particular focus on compliance issues including Health and Safety, asbestos management, water safety

· Delivery of the Capital investment plan

· Maintenance and operation of the estate including planned and reactive works

· Building Management Systems

· Forward planning including life-cycle replacement

· Janitorial, Security, Cleaning and Mail Services.

· Sustainability including energy, the environment and waste management

· Helpdesk and Administrative support

The unit currently employs around 270 staff and is committed to supporting the University in achieving excellence by providing a range of integrated services that are professional, customer-focused and designed to provide and maintain an estate that is safe, compliant and suitable for its intended purpose. We actively seek improvements in all we do and will continue to embrace the principles of sustainable development, innovation and collaboration.
In the next few years, there will be an additional capital programme of circa £30m per annum and the focus will be on ensuring that this is invested so that the estate assets are operating at optimum efficiency whilst delivering the University’s strategic themes.
Our Mission Statement is:
“Estates is committed to supporting the University in achieving excellence by providing an efficient, professional, customer-orientated service to the University community through continuous improvement and development in all areas of our service provision”.
The Estates Office is continually reviewing its working practices with an aim to improving the delivery of services to the University by adding value.
	Job Description




	Job Title: Service Management Co-ordinator
School/Unit: Estates Department
Reporting to: Business Manager
Job Family: Managerial, Specialist & 

                 Administrative

	Working Hours: 36.25 hours per week
Grade/Salary Range: Grade 5/£27,924 - £33,309 per annum
Reference No: CG1742SB
Start Date: As soon as possible



	Main Purpose of Role


This is an excellent opportunity for the role holder to contribute to the development, implementation and provision of an efficient and effective, customer orientated suite of FM services and service operations, along with oversight of service desk operations within the Estates Unit.  The role requires someone who is dynamic, thrives on task variety, welcomes learning opportunities and enjoys interactions with a wide variety of people at all the different levels across and outwith the University, and who can work in a collaborative manner with all internal teams to ensure our service delivery is maintained to agreed service levels; you will be asked to contribute to the development of an Estates Service Catalogue and Service Level Agreements and be responsible for ongoing support of these products to the management team.  You will need good communication skills, and an eye for detail and an ability to work to deadlines and adapt to changing priorities.  Meeting the needs of our customers is the main goal which includes such tasks as:
Resolving Customer Issues – A focus will be on resolving any customer issues that arise in relation to the services we offer.  The individual must be an expert on the services we offer and an excellent communicator who will strive to provide the best resolution for all concerned.
Providing Customer Service – The individual must know that they have to satisfy customer needs, and depend on their team to provide knowledgeable and applicable advice to customers in a welcoming and professional manner.  

Leading a Team – The Service Desk Manager will supervise a team of dedicated helpdesk operators along with a receptionist.  You will be responsible for the monitoring of staff performance, conduct, employee reviews and provide feedback.  An important aspect of this post is the ability to write, implement and review service level agreements and also develop helpdesk procedures to improve the quality of assistance your team delivers.
You should also be a committed team player with a willingness to develop your range of skills.  
	Key Duties and Responsibilities


1. Service Operations Management
· Manage and motivate Service Desk team members, monitoring and evaluating performance and setting overall work objectives in conjunction with the Business Manager.

· Develop and maintain excellent relationships with building and service user representatives to understand service issues and act as a proactive advocate on their behalf

· Act as a proactive advocate for Estates Services for all users, seeking to identify opportunities where Estates Services can take action in support of the business objectives.
· Monitor, manage and support the development of Estates Service Levels and flag breaches and potential breaches to the relevant support teams and escalate where appropriate
· Support the Business Manager to manage and gather information with service user communities to determine needs and develop understanding of their plans and feed these back to Estates stakeholders as required

· Contribute to the development of the Estates Service Catalogue and Estates Service Level agreements, managing these service products on an ongoing basis

· Develop reporting requirements, manage and ensure measurement and reporting on key service-level and operational metrics that inform service performance of the Unit

· Be an active member of the change, asset and problem management teams responsible for increased call-avoidance, improved asset use and decreased end-user downtown

· Leverage Estates Service Desk best practice and process frameworks to drive continual process improvement.

· Monitor the Estates Service Desk environment against agreed service levels and identify service and process improvements.

· Ensure all Service Desk and incident/fault reports are handled according to agreed procedures, in conjunction with Business Manager, arranging investigations and recommending remedial and follow up action where required.

· Provide guidance in the communication of commissioning and de-commissioning new services, major changes and service outages through an agreed service catalogue.

· Co-ordinate the design and implementation of a programme of marketing activities for the Unit to raise awareness of our portfolio of services

· Deputise for the Business Manager in all aspects of service management when required.
2. Planning and Organisation

· Organise and coordinate activities as required by the Business Manager.
· Conduct appropriate research and projects, as required, interpreting data, summarising findings and presenting analysis if appropriate.

· Work closely with all other administrators within Estates and other department leads in the development of revised process and procedures.

· Maintain and update IT systems as required of the role

· Oversee, manage and co-ordinate the work of your team.
3. Miscellaneous
· Obtain and monitor data via reporting tools (such as via the Integrated Workplace Management System and Qlikview) on a daily basis.
· Willingness to undertake any advanced service management systems training as required.
· Willingness to undertake ITIL V3 Foundation and Intermediate Service Operations training for cross skilling and awareness of best practice service operations
· Maintain the high level of service from your team.
· Represent the department in a friendly, professional and helpful manner.

· You will be required to undertake any training in new techniques/practices as required of the post.

· Work closely with all other office staff in relation to other Estate’s functions.
Please note that this job description is not exhaustive, and the role holder may be required to undertake other relevant duties commensurate with the grading of the post.  Activities may be subject to amendment over time as the role develops and/or priorities and requirements evolve.  

	Person Specification 


This section details the attributes e.g. skills, knowledge/qualifications and competencies which are required in order to undertake the full remit of this post.  

	Attributes 
	Essential
	Desirable 
	Means of Assessment

(i.e. application form, interview, test, presentation etc)



	Education & Qualifications 

(technical, professional, academic qualifications and training required) 
	SVQ Level 4/HND in a related business, management, service operations or administrative discipline
	ITIL V3 Foundation
	Application form

	Experience & Knowledge

(examples of specific experience and knowledge sought) 


	Experience in an office/business related environment.
Experience in managing a customer facing support environment
Experience of working across team boundaries and developing working relationships


	Previous experience of working within a professional property office would be desirable along with proven skills of working with a Computer Aided Facility Management (CAFM) or Integrated Workplace Management (IWMS) system.
Experience of creating and managing operational Service Level Agreements

Experience of managing external suppliers, including contracts
	Application form/interview

	Competencies & Skills

(e.g. effective communication skills, initiative, flexibility, leadership etc)   


	Comprehensive knowledge of IT systems, procedures and processes such as MS Outlook, MS Office, especially Word and Excel, including best practice use of Office Tools, especially 0365, in order to create documentation, policy and standards templates and frameworks to ensure consistency across the department
Manage and monitor supplier relationships

Initiative and Problem Solving Skills

Excellent communication, oral, numeracy and written skills.

Ability to maintain confidentiality.

Ability to work both independently and effectively as part of a team.

Ability and desire to complete tasks and projects of an often time critical nature and which require a high degree of detail.

Excellent decision making and problem solving skills.

Excellent customer service skills
	Motivated to learn and flexible to change.
Able to work effectively with people from different backgrounds and experience.


	Application form/interview/skills test

	Other Attributes/Abilities 

(if applicable) 


	Committed team player.
Self-direction and motivation.
A creative, innovative and resourceful approach to work, able to develop and implement practical solutions to problems of varying complexity.
Ability of work under pressure to strict deadlines
	
	Application form/interview


Essential Criteria – requirements without which a candidate would not be able to undertake the full remit of the role.  Applicants who have not clearly demonstrated in their application that they possess the essential requirements will normally be rejected at the short listing stage. 

Desirable Criteria – requirements which would be useful for the candidate to hold.  When short listing, these criteria will be considered when more than one applicant meets the essential requirements.  

	Other Information  


Interviews will be held in the week commencing 22 November 2021. 
We encourage applicants to apply online at www.vacancies.st-andrews.ac.uk/welcome.aspx, however if you are unable to do this, please call +44 (0)1334 462571 for a paper application form.  

For all applications, please quote ref: CG1742SB
Equality, diversity and inclusion are at the heart of the St Andrews experience.  We strive to create a fair and inclusive culture demonstrated through our commitment to diversity awards (Athena Swan, Carer Positive, LGBT Charter, Race Charters and Stonewall). We celebrate diversity by promoting profiles of BAME, LGBTIQ+ staff and supporting networks including the Staff BAME Network; Staff with Disabliities Network; Staff LGBTIQ+ Network; and the Staff Parents & Carers Network.  Full details available online: https://www.st-andrews.ac.uk/hr/edi/
The University of St Andrews is a charity registered in Scotland (No SC013532).
	Obligations as an Employee   


You have a duty to carry out your work in a safe manner in order not to endanger yourself or anyone else by your acts or omissions.   

You are required to comply with the University health and safety policy as it relates to your work activities, and to take appropriate action in case of an emergency.
You are required to undertake the Information Security Essentials computer-based training course and adhere to its principles alongside related University Policy and Regulations.
You are responsible for applying the University’s equality and diversity policies and principles in your own area of responsibility and in your general conduct.

You have a responsibility to promote high levels of customer care within your own area of work/activities.

You should be adaptable to change, and be willing to acquire new skills and knowledge as applicable to the needs of the role.  

You may, with reasonable notice, be required to work within other Schools/Units within the University of St Andrews.

You have the responsibility to engage with the University’s environmental sustainability stragety, committing the University to reach net-zero by 2035. 

You are required to engage with the technology, systems and communication channels necessary for you to undertake your work and must update your personal details via HR Self Service whenever there is a change. 

Employees with staff management responsiblities must familiarize themselves with appropriate policies. 
	Who Are We? St Andrews At a Glance   


The third oldest university in the English-speaking world
Ranked top UK university in the Times and Sunday Times Good University Guide 2022 
Twice named University of the Year
Consistently ranked one of the UK’s top five universities and top in Scotland in the Complete University Guide
Top in the UK for student satisfaction
Research-intensive – ranked 14th in UK Research Excellence Framework
Athena SWAN Bronze Award holder
Strategy founded on ambition to be World-Leading, Diverse, Global, Entrepreneurial and Socially Responsible.

Over 9000 students and 3000 staff

Highly international – over 45% of students and staff are from outwith the UK

A non-campus university, closely integrated with the ancient town of St Andrews

Top quality sports, music and nursery facilities for staff and students 

Committed to sustainability and aiming for Net Zero by 2035
	The University & Town 




Founded in the early 15th century, St Andrews is Scotland’s first university and one of the oldest in the world. 

Situated on the east coast of Scotland and framed by countryside, beaches and cliffs, the town of St Andrews was once the centre of the nation’s political and religious life. Today, it’s a vibrant academic town with a distinctively cosmopolitan feel where students and university staff account for more than half of the local population.

The University of St Andrews is a diverse and international community of almost 12,000 students and staff, typically of more than 140 nationalities. It has over 9000 students, just over 7000 of them undergraduates, and employs approximately 3000 staff - made up of c1350 in the academic job families and c1650 in the non-academic job families.

Under the leadership of current Principal Professor Sally Mapstone, the University’s Strategy (2018-23) is to broaden its global influence, become more diverse and consolidate its long-held position amongst the top five universities in the UK.

The plan sets out St Andrews’ ambitions to grow its international profile, champion diversity and inclusivity, expand its portfolio of world-leading research, develop stronger links with industry and embed a new culture of entrepreneurship among students and staff. It also places social responsibility at its heart, with a pledge to manage growth in student numbers, foster a growing culture of sustainability, and pursue a research and teaching agenda for the wider public good.

The University is one of Europe’s most research-intensive seats of learning. In the Research Excellence Framework (REF) 2014 it was ranked top in Scotland for quality of research output and one of the UK’s top 20 research universities.
St Andrews is consistently ranked one of the UK’s top five universities in league tables compiled by The Times and The Sunday Times, The Guardian and The Complete University Guide. St Andrews was ranked the top university in the UK in The Times and Sunday Times Good University Guide 2022: the first time in the history of the Guide, and UK university league tables in general, that a university other than Oxford or Cambridge has topped the rankings. 

It is the third year that St Andrews has challenged the Oxbridge rankings, coming second to Cambridge in 2020 and second to Oxford in 2021. It has frequently been rated the leading university in Scotland for teaching quality and academic experience, and in the National Student Survey 2021 was the leading mainstream UK university for student satisfaction for the 15th year in a row.


In international and world rankings St Andrews scores highly for teaching quality, research, international outlook and citations. It is currently a World Top 100 institution in the QS World University Rankings 2019.



St Andrews’ reputation for teaching, research and student satisfaction make it one of the most sought-after destinations for prospective students from the UK, Europe and overseas. 

The University typically averages 12 applications per place and has not offered Clearing places for over a decade. St Andrews has highly challenging academic entry requirements to attract only the most academically potent students in the Arts, Sciences, Medicine and Divinity. 

St Andrews holds an Institutional Athena SWAN Bronze Award, while the Schools of Biology, Physics & Astronomy, and Psychology & Neuroscience have achieved Athena SWAN Silver Awards.
