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Job Description

Job title:

Facilities Assistant 
Grade:


2




 

Directorate:

Resources

Unit:


Facilities Management
Job purpose

Provide FM helpdesk, switchboard and reception services to the GLA Group, visitors and members of the public.

Principal accountabilities


1. Carry out reception, switchboard and helpdesk services to ensure that:

a. The Services meet the Authority’s business and operational requirements.

b. Services are delivered to customers according to standards and timescales agreed by the facilities management team and the various building users

c. Managers are immediately advised of any problems, training or personnel issues affecting completion of the task
d. Goods and materials are used correctly and accounted for

2. Act as the first point of contact for the GLA for staff, visitors and telephone callers to provide them with advice on FM services whilst maintaining a high level of customer service.
3. Use various software applications to issue work orders, monitor progress, book rooms and resources in GLA spaces and other PC based work as required, including but not limited to, using the Authority’s finance system (SAP) and correspondence system (Write On).
4. Take ownership of the physical environment of GLA spaces and ensure that high standards of presentation are maintained, proactively dealing with any issues that are identified.  This includes public areas, meeting, conference and event rooms, communal areas and office space.

5. Undertake project work in periods of low demand.  This may include, but is not limited to, FM administrative tasks such as updating FM intranet pages, archiving Mayoral gifts, key management and co-ordinating the onsite archive room.
6. Provide administrative assistance in supporting the GLA’s emergency, disaster recovery and business contingency planning arrangements during incidents.
7. Work co-operatively with staff and Facilities Management contractors.
8. Realise the benefits of a flexible approach to work in undertaking the duties and responsibilities of this job, and participating in multi-disciplinary, cross-department and cross-organisational groups and project teams

Key contacts

Accountable to:
Assistant Facilities Officer – Amenities
Accountable for:
Assigned tasks and projects

External:

Suppliers and contractors

Members of the public
Person specification

Technical requirements/experience/qualifications

1. Previous experience of providing reception, switchboard and helpdesk services in a similar customer focused environment.
2. Ofqual Qualification & Credit Framework Level 2 or ability to demonstrate equivalent experience working in a customer service role. 

3. Experience of using computer software applications including Microsoft Office Suite and other office technology.

Behavioural competencies

Communicating and Influencing

Presenting information and arguments clearly and convincingly so that others see us as credible and articulate, and engage with us.

Level 1 indicators of effective performance

· Represents self and team positively within the organisation

· Speaks and writes clearly and succinctly using appropriate language that is easy to understand

· Considers the target audience, adapting style and communication method accordingly

· Communicates persuasively and confidently 

· Checks for understanding

Building and Managing Relationships

Developing rapport and working effectively with a diverse range of people, sharing knowledge and skills to deliver shared goals.

Level 1 indicators of effective performance
· Builds rapport quickly with people at all levels and from different backgrounds

· Actively listens to others and is open to their ideas 

· Identifies and resolves conflict between self and others

· Makes others feel comfortable and respected by being positive and friendly

· Shares information openly with colleagues within and outside own team

Organisational Awareness
Understanding and being sensitive to organisational dynamics, culture and politics across and beyond the GLA and shaping our approach accordingly.


Level 1 indicators of effective performance

· Understands the structure and statutory responsibilities of the GLA 

· Understands how own role and work contributes to team and organisational objectives

· Understands the role of the GLA, the Mayor and the Assembly in relation to Londoners

· Is sensitive to the culture and political context of the GLA and uses it to work effectively

· Treats GLA information as sensitive and confidential
Responding to Pressure and Change
Taking personal responsibility for using and managing resources effectively, efficiently and sustainably.

Level 1 indicators of effective performance
· Stays calm in pressurised and demanding situations
· Responds flexibly to changing circumstances
· Recognises when unable to cope and asks others for help
· Demonstrates openness to changing work priorities and deadlines
· Maintains personal well-being and achieve a balance between work and home life
Responsible Use of Resources
Taking personal responsibility for using and managing resources effectively, efficiently and sustainably.
Level 1 indicators of effective performance

· Demonstrates awareness of the GLA’s commitment to value for money and responsible use of resources

· Works independently using own time and that of others effectively

· Takes action to avoid unnecessary waste and cost

· Reduces personal impact on the environment by reducing use of, reusing and recycling resources

· Shows understanding of relevant budgets and how they apply in own work environment
 Planning and Organising

Thinking ahead, managing time, priorities and risk, and developing structured and efficient approaches to deliver work on time and to a high standard.

Level 1 indicators of effective performance

· Plans and prioritises own workload to meet agreed deadlines

· Advises colleagues or manager early of obstacles to work delivery

· Perseveres and follows work through to completion

· Checks for errors to ensure work is delivered to a high standard first time

· Effectively juggles priorities
Problem Solving
Analysing and interpreting situations from a variety of viewpoints and finding creative, workable and timely solutions.
Level 1 indicators of effective performance

· Breaks down work issues, seeking further information if necessary

· Provides workable solutions to solve immediate work problems

· Makes suggestions and implements improvements to personal work processes

· Actively supports new initiatives and tries different ways of doing things

· Learns from others’ experiences

Working Patterns

Standard office hours are 37 hours each week covering two shifts between 8.30am – 6pm Monday to Thursday and 8.30am – 5.30pm on Fridays.  A reasonable degree of flexibility is required from the post holder to fulfil the duties of the post.

Special Conditions

The job holder will be required to maintain a standard of personal appearance which is appropriate to a front of house role and which is acceptable to the Amenities Manager.

Reasonable adjustment

Reasonable adjustment will be made to working arrangements to accommodate a person with a disability who otherwise would be prevented from undertaking the work.
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