JOB DESCRIPTION

	DATE:
	May 2026
	POST NO. (TBC)


	DESIGNATION:
	Support Manager

	


	SERVICE:
	Street Scene, Leisure & Technical Services (SSLTS)
	
 

	
GRADE:
	
SO
	


	
REPORTS TO:
	
Director of Street Scene, Leisure and Technical Services 

	

	RESPONSIBLE FOR:




CAR AND OTHER ALLOWANCES:
	x1 Senior Administration Assistant (0.8 FTE)
x4 Administration Assistants (3.1 FTEs)


Casual User Car Allowance
	





GENERAL DESCRIPTION OF DUTIES:

The post‑holder manages a Support Team to provide effective second‑line support for resident enquiries, primarily relating to waste services. They are responsible for managing Garden Waste subscription renewals and new sign‑ups to achieve agreed income targets. The role also undertakes ad hoc tasks to support the smooth and efficient operation of SSLTS (Street Scene Leisure and Technical Services) and PHRS (Planning, Housing and Regulatory Services), working with other service areas on clerical and financial administration, including invoice processing.  The post-holder will be a member of the SSLTS Department’s Service Management Team.


KEY RESPONSIBILITIES:

Manage the Support Team 

1. To manage a team of back office, technical support Administration Assistants (3.1 FTE) and a Senior Administration Assistants (0.8 FTE), managing annual leave requests via HR21, ensuring there is suitable coverage during holiday periods and reporting any sickness though formal channels. 

2. To ensure the team respond promptly to enquiries from Customer Services and other officers relating to SSLTS teams, and supports them in investigating, actioning, and resolving resident complaints effectively. This includes monitoring and managing several generic service inboxes to provide timely and accurate responses.

3. To foster a positive environment that supports effective team working, harmony, and collaboration with internal partners, through clear communication, consistent engagement, and timely follow‑up in both face‑to‑face and virtual settings.

4. To ensure effective implementation of the Council’s performance appraisal scheme in respect of staff reporting to the post-holder.

Provide System User Technical Expertise

5. To provide Whitespace (The Council’s Waste Management Software) System-User Expertise in supporting the team and officers to interrogate system data and produce reports as required. (Full training will be provided)

6. To provide JADU/ CXM System User Expertise in supporting the team and officers to interrogate system data and produce reports as required. (Full training will be provided)

7. To be a (lead) systems administrator for your relevant modules within the Idox/Uniform environment. This includes managing user accounts performing routine system configurations, changes to code lists and managing and updating relevant document templates. (You will also work collaboratively with IT and relevant Transformation staff to implement best practice in system administration and user management). (Full training will be provided 

8. To provide INTEGRA (The Councils Financial System) System-User Proficiency in supporting the team and officers to interrogate system data and produce reports as required. (Full training will be provided)


Manage Garden Waste Renewals and New Subscriptions 

9. To manage the Garden Waste Project Group, coordinating project workstreams e.g. recurring card payments project, as well as reporting on delivery, ensuring accountability through clear task visibility and proactive follow‑up.

10. To lead the timely and effective coordination of Garden Waste renewals, minimising disruption to internal processes, reducing resident frustration, supporting prompt revenue collection and provide monitoring reports.

11. To assist the Support Team in handling resident Garden Waste requests and issues, ensuring systems (Whitespace) are updated as required and coordinate with TMBC Waste Enforcement Officers to secure prompt action.

12. To support the annual budgeting process by providing the Service Heads with robust analysis of data trends and timely, well‑presented reports to inform future Garden Waste revenue forecasts. (Income from Garden Waste subscriptions is circa. £2m annually).


Ad-hoc Tasks in Support of the Service


13. To support budget holders in preparing the annual Fees and Charges report each November, working with relevant partners (such as Media and Comms and Financial Services) to ensure any agreed changes are clearly communicated to the public. (SSLTS)

14. To support Service Heads when carrying out monthly salary verification confirmation to HR team and maintain a database of the services salary service costs to support service heads as required, and as part of monthly salary monitoring. (SSLTS and PHRS)

15. To undertake and provide management information from Integra as required. (SSLTS)

16. To work with the Senior Administration Assistant to ensure that clerical and financial administrative duties comply with current financial rules and all relevant procedures, including but not limited to Purchase Orders, Invoice Processing, Permits and Licences within the Service (SSLTS and PHRS)

17. To work with the Senior Administration Assistant to ensure the timely reporting of sickness absence and the production of clear, informative reports for the Service (SSLTS and PHRS)

18. To provide a point of contact for Central Services on facility management and accommodation issues. (SSLTS)

19. To co-ordinate timely reviews and updates to Privacy notices and attend the Information Governance OSG. (SSLTS)

20. Implement the core values of the council and demonstrate the behaviours expected of staff. 

21. Undertake any other duties which may be called for in accordance with the requirements and responsibilities indicated and as directed by their line management.

22. To comply with the duties placed upon employees by TMBC’s Health and Safety Policy and related procedures. To act in accordance with all instruction, information and training required in relation to those duties.

23. The post holder will be required to carry out their job role and related responsibilities with reasonable care to themselves and other persons that may be affected by their work.


Core Values

· Innovation:  Embracing new ideas and technology and proactively finding solutions that improve our services to residents.

· Transformation: Adapting so we can meet the standards residents, businesses, and all those involved with the borough council rightly expect.

· Delivery: Ensuring we set ambitious targets that we strive to meet, in order to provide   high-quality public services for our residents.


Core Behaviours


· Teamwork:  Working collaboratively and sharing knowledge to achieve the best outcomes.

· Can-Do Attitude: Embracing challenges, adapting to change, and striving for continuous improvement.

· Respect: Treating colleagues and customers with courtesy and professionalism.

· Integrity: Maintaining trust through transparency, honesty, and accountability



This job description is not intended to exclude any task, which the post holder might reasonably be required to undertake.



PERSON SPECIFICATION – SUPPORT MANAGER


	
ATTRIBUTE

	
ESSENTIAL
	
DESIRABLE

	
Qualifications

	
· A levels
· At least five GCSEs (A* to C) or equivalent including English Language

	
· Relevant degree or professional business qualification 


	
Work 
Experience

	
· Experience of working in a customer services role
· Experience of managing a team of up to 5 people
· Experience of working to tight deadlines

	
· Experience of managing projects
· Experience of delivering service improvements
· Experience of working in a matrix environment with multiple stakeholders and competing priorities


	
Personal Skills


	
· Excellent verbal and written communication skills, with the ability to communicate clearly and appropriately to audiences at all levels.
· Well organised, with the ability to prioritise quickly and effectively to meet timescales and tight deadlines.
· Works effectively as part of a team.
· Able to work independently with a strong sense of ownership and personal accountability.
· Excellent problem‑solving skills, with the ability to identify root causes and generate appropriate potential solutions.

	
· Experience of coaching individuals to achieve their potential or enhance capabilities in a work setting


	Knowledge
	· IT literate and able to use a variety of online, social media and other software tools including Microsoft Office
· High degree of competence in Microsoft Excel

	· Prior experience of working in the public sector
· Prior experience of working with software tools WhiteSpace, Integra, Uniform

	
Attitude

	· Enthusiastic, positive, reliable, out-going, confident, conscientious, a flexible attitude to work 
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