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ROLE PROFILE
	Job Title: Scheduling Manager
	Line Manager: Head of Operations           Functional Manager within Matrix Structure: Contract Manager  
	Business Function:  

	Evaluated Tier:  
E


	Job Purpose: 
To develop and manage a team providing support services to operations with responsibility for workforce planning of multi-trade operatives providing property maintenance services across the North of England. 

End to end planning, workload forecasting and scheduling efficient levels of resource, delivering KPIs and providing analysis that drives key business decisions. 

Working closely with other functional managers and contract managers to ensure efficient service delivery and excellent customer service. 


	Key Competencies:
· Commercial focus

· Organisation skills

· Multi-tasking 
· Customer focus
· Problem solving and decision making

· Team player
· Personal learning and growth



	Key Responsibilities: 
Scheduling Team Management Duties

· Manage all scheduling team members in line with Fix360/YHG processes including attendance and disciplinary

· Ensure all schedulers have regular 1:1 meetings and agreed targets to support a high performance culture

· Develop, coach and train scheduling team staff as and when required

Customer Service

· Act as a point of contact for managers, supervisors, operatives and other team members when managing appointments and the emerging day.

· Agree and comply with SLAs with key customers including operations, client and end user

· Monitor scheduling KPIs and PIs and ensure that they are in line with agreed targets

· Work closely with operational teams to manage and optimise resources, organise materials and monitor appointments.

· Have a commercial, proactive approach to satisfy customers’ requests for service Right First Time and appointments kept

· Manage the allocation of emergency repairs throughout the day to ensure value for money and reduce demand for the out of hours service

System, Process and Service Management

· Continually assess, review and improve ways of working to ensure efficient and effective service delivery

· Work with Fix360 teams, the Improvement Team and the Contact Centre, to develop and implement revised systems and processes in support of continuous improvement and enhanced VFM
· Maintain the Accuserv system ensuring routine tasks are completed to maintain effective functioning


	
	Essential
	Desirable

	Knowledge


	Proficient in the use of job/workforce scheduling software and tools such as Accuserv or Optitime and Microsoft excel 

Good knowledge of performance management techniques


	Knowledge of the property maintenance and repairs industry
Proficient in the use of Power Point and Visio



	Skills 


	Ability to develop teams and individuals to their full potential

Excellent communication skills
Good analytical skills and the ability to communicate findings and actions to team members and stakeholders
Proactive and with the ability to react quickly when necessary to meet challenging objectives
Strong organisational skills and ability to prioritise a busy and reactive work load


	

	Experience


	Significant experience in a similar role in a high volume environment
Demonstrable experience of business information analysis within an operational environment
Experience of training and developing staff
Experience of scheduling maintenance activity.


	Previous Scheduling/Planning experience
Experience of working in a repairs and maintenance or housing maintenance environment

	Qualifications/Education

	Minimum A-Level Grades C and above or equivalent Minimum A-Level Grades C and above or equivalent
	


	People Management Responsibility?


	Team management of the Scheduling team

	Budgetary Responsibility?

	This post has no budgetary responsibility

	Key Relationships (internal/external)


	Must be able to communicate with customers and colleagues effectively and in accordance with Company or Client Policies, Procedures and code of conducts.

The role requires strong customer service mentality and team work 



	Safeguarding of Children Young people and Vulnerable Adults 

Your Housing Group is committed to safeguarding and promoting the welfare of children, young people and vulnerable adults and expects all staff to share this commitment. 

As a Your Housing Group employee, it is your responsibility to attend safeguarding training in accordance with YHG safeguarding training strategy and to be aware of and work in accordance with the YHG safeguarding policies and procedures and to raise any concerns relating to such procedures which may be noted during the course of duty.



	Key Role Performance Indicators 

	1. Call statistics – Call Duration & Abandoned Calls.  
2. Appointments made & kept.
3. Right first time (First Time Fix)
4. Customer satisfaction.
5. Emergencies – Categorising the response – Defining what an emergency is.
6. Training & development of staff.
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