

Role profile
Customer & Office Support Manager
· Grade: Grade 8 
· Business area: Reception
· Job title: Customer & Office Support Manager
· Reporting line: Deputy Head of Governance 
· Team: Reception and Facilities Management
Job Purpose
This role is responsible for the effective day-to-day management of the GMCA front-office environment, ensuring high-quality customer service and smooth operational delivery across reception and office support functions. The postholder will lead the reception and team and be responsible for creating a great first impression and seamless experience for visitors and stakeholders and for managing key office-related contracts. The post holder must become part of the fabric of GMCA, demonstrating our values at all times and creating an environment that embodies everything that the GMCA aspires to be. 
A key aspect of the role will be to coordinate with other key functions such as the Group Chief Executive and Mayor’s support teams, ICT, Facilities Management, landlord and other internal services to maintain a professional, smooth running, safe, efficient and welcoming workplace.
The role contributes to organisational objectives through strong operational management, ensuring both our customer facing and support teams present a fantastic service to anyone visiting or working in the GMCA. There must be a focus on continuous improvement, and a commitment to delivering value for money and excellent service standards.


Key working relationships
Liaising with internal and external customer groups and strategic partners, including:  
· GM Mayor and Group Chief Executive
· Group Chief Executive and Mayoral Support Teams
· Facilities management, digital services, Legal services, procurement and other GMCA functions
· Senior Managers and staff within GMCA
· Members & Officers from across the GM Local Authorities, partner organisations and other regional and national Local Authorities
· Visitors to GMCA
· Members of the public and elected members of the GMCA and GM Local Authorities
· External contractors and service providers
Key Responsibilities
Front-Office Management
Provide strategic and operational leadership for the office support and reception function, ensuring the delivery of a high-quality, professional and customer-focused service.
Act as the primary liaison with ICT, Facilities Management, the landlord and relevant corporate functions to coordinate office operations, maintain a professional and well-managed working environment, resolve issues effectively and drive service improvements.
· Oversee the management of office-related contracts, including cleaning, security and supplies, ensuring compliance, value for money and effective service delivery.
· Develop, implement and review office support strategies, policies and procedures to ensure alignment with organisational objectives, operational requirements and recognised best practice.
· Lead, motivate and develop the office support team, fostering a culture of professionalism, accountability, inclusivity and continuous improvement.
· Monitor and manage budgets for office support services, ensuring resources are used efficiently and effectively.
· Ensure compliance with health and safety, data protection and other relevant legislation, policies and organisational requirements.
· Embed sustainability and inclusivity considerations across all aspects of office operations and service delivery.
· Build and maintain effective working relationships with internal and external stakeholders to support organisational priorities and service objectives.
· Champion innovation and continuous improvement within office support services, identifying and implementing opportunities to enhance performance, efficiency and customer experience.
· Ensure all services are delivered in a way that is accessible, inclusive and responsive to the needs of staff, visitors and stakeholders.
General
· Provide direct line management for the reception and support team, including appraisals, performance management and other associated management responsibilities, and support the effective handling of complex casework, in relation to the office environment, including the exchange of sensitive or particularly complex information with internal and external stakeholders and members of the public.
· Ensure the organisation meets its statutory obligations in relevant areas, including health and safety, data protection, equality and other applicable legislation.

· Act as a key point of coordination between staff, visitors, Facilities Management, ICT and other internal services to support effective service delivery.
· Demonstrate and promote the highest standards of professionalism, consistently reflecting the organisation’s values and behaviours while maintaining confidentiality in all aspects of service delivery.
· Ensure services delivered internally and externally are inclusive, accessible and integrated with wider service objectives and operational requirements.
· Align work activities with the organisation’s Sustainability Strategy, ensuring working practices reflect its values and strategic objectives.
· Undertake other appropriate duties commensurate with the responsibilities of the post. 
NB: This list of duties and responsibilities is by no means exhaustive, and the post holder may be required to undertake other relevant and appropriate duties as required.
Knowledge, Skills, and Experience
Knowledge & Experience
· Proven experience in a senior concierge, customer support, office management or comparable senior administrative role, with a strong customer service focus and a track record of delivering high standards within a professional and welcoming office environment.
· Extensive experience of managing people and support functions, with the ability to lead, motivate and develop teams to deliver high-quality services.
· Experience of coaching, supporting and developing team members to improve performance, confidence and service delivery.
· Proven ability to perform effectively under pressure, managing competing priorities and tight deadlines within a demanding executive or professional environment.
· Experience of working within a political or democratic environment, including an understanding of the role of elected members, is desirable.
· Ability to work flexibly and proactively, applying sound judgement to solve problems and respond effectively to changing priorities.
· Experience of managing contracts, including cleaning, security and supplies, with responsibility for specification development, procurement, performance monitoring and evaluation.
· Excellent organisational and time management skills, with the ability to prioritise workloads, delegate effectively and ensure timely delivery against competing demands.
· Sound knowledge of health and safety, data protection and other relevant legislation, alongside an understanding of facilities management standards and good practice.
· 
· Experience of managing complex casework, with the ability to exercise sound judgement, tact and diplomacy when handling sensitive or high-profile matters.
· Ability to use ICT confidently and effectively, including Microsoft Office applications such as Outlook, Word, Excel and Teams, to manage correspondence, maintain accurate records, organise information, support case tracking, prepare documents and contribute to efficient team working and service delivery.
· Desirable qualifications: IOSH Managing Safely; degree or equivalent experience in Business Administration, Facilities Management, Hospitality Management, Customer Service, or a related field or Institute of Workplace and Facilities Management (IWFM) qualification (formerly BIFM), e.g., Level 4 or above.  SIA License preferred.
Skills, Values and Behaviours
· Communication: Exceptional interpersonal and communication skills, to build effective relationships with staff, visitors, contractors, and senior stakeholders.
· Organisational skills: Highly numerate with strong organisational skills, capable of managing conflicting priorities for self and team.
· Influence and Negotiation: Ability to influence and negotiate at all levels.
· People Management: Excellent people management skills with experience of leading, motivating, and developing diverse teams, fostering a culture of professionalism, inclusivity, and continuous improvement.
· Integrity: High level of integrity, discretion and confidentiality.
· Stakeholder Management: Proven ability to manage complex relationships and multiple stakeholders with differing needs, ensuring positive relationships are built and maintained to achieve strategic goals.
· Analytical skills: Process review and improvement skills.
· Sustainability: Commitment to integrating sustainable practices into all aspects of work.
· Proactivity: Anticipating and addressing issues before they escalate.
Corporate Duties
Do not behave in way which discriminates against your fellow employees, or potential employees on the grounds of their sex, sexual orientation, marital status, race, religion, creed, colour, nationality, ethnic origin or disability.
Safeguard at all times confidentiality of information relating to staff and pensioners.  Refrain from smoking in any areas of Service premises.
Behave in a manner that ensures the security of property and resources. Abide by all relevant Service Policies and Procedures.
Records Management / Data Protection - As an employee of the GMCA, you have a legal responsibility for all records (including employee health, financial, personal and administrative) that you gather or use as part of your work with the Service. The records may be paper, electronic, audio or videotapes. You must consult your manager if you have any doubt as to the correct management of the records with which you work.
Confidentiality and Information Security - As a GMCA employee you are required to uphold the confidentiality of all records held by the GMCA, whether employee records or GMCA information. This duty lasts indefinitely and will continue after you leave the GMCA employment. All employees must maintain confidentiality and abide by the Data Protection Act.
Data Quality - All staff are personally responsible for the quality of data entered by themselves, or on their behalf, on GMCAs computerised systems or manual records (paper records) and must ensure that such data is entered accurately and, in a timely manner, to ensure high standards of data quality in accordance with Departmental protocols. To ensure data is handled in a secure manner protecting the confidentiality of any personal data held in meeting the requirements of the Data Protection Act.
Health and Safety - All employees of GMCA have a statutory duty of care for their own personal safety and that of others who may be affected by their acts or omissions. Employees are required to co-operate with management to enable GMCA to meet its own legal duties and to report any circumstances that may compromise the health, safety and welfare of those affected by the Service’s undertakings.
Service Policies - All GMCA employees must observe and adhere to the provisions outlined in these policies.
Equal Opportunities - GMCA provides a range of services and employment opportunities for a diverse population. As a GMCA employee you are expected to treat all  employees / partners / members of the public and work colleagues with dignity and respect irrespective of their background.
