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PERSON SPECIFICATION

	Post:
	Service Quality Manager

	Job Family/
Grade/Level:
	 Business Support 5 / Grade 8


GLASGOW LIFE IS A COMPETENCY FRAMEWORK EMPLOYER

	Summary of Role


	Glasgow Life’s vision is to inspire every citizen and visitor to become engaged and active in a city globally renowned for culture and sport. As a charity, we find innovative ways to achieve this across Glasgow’s diverse communities. Our cultural and sporting programmes, experiences and events promote inclusion, happiness and health while also supporting the city’s visitor economy, thereby enhancing the city’s mental, physical and economic wellbeing.

The Service Quality Manager will work as part of the Business and Strategy team to 

lead on the design and implementation of a company-wide service quality strategy that will drive improvements in the overall experience of all Glasgow Life customers and service users.

Reporting to the Head of Business and Strategy, the postholder will be responsible for identifying the organisation’s requirements for managing service quality, designing a strategy that aligns with Glasgow Life’s charitable vision and values, and embedding a culture of continuous improvement across the organisation.
Key responsibilities for the role include:

· Leading the design and implementation of a service quality strategy that complements existing service quality initiatives and results in the achievement of appropriate external verifications.

· Assessing existing tools, models and data sources that will inform overall implementation, including making recommendations for any new or enhanced resources that will ensure successful execution of the projects.
· Developing an implementation plan which leads to external verification, including processes, training, internal communications and guidelines. 
· Establishing an internal network of practitioners and champions from across Glasgow Life and leading them through the overall process including any training or upskilling that may be required to ensure their respective service areas can achieve accreditation.
· Developing an external network of stakeholders including governing bodies other public organisations

· Working closely with the managers within the Business & Strategy Team, drawing on their expertise and resources. 
· Responsibility for all stakeholder engagement, internal and external. 
· Identifying more efficient approaches to the customer journey and using influencing and leadership skills to collaboratively implement change when required.

· Reviewing mystery visitor programmes, refining and improving the process, recruiting skilled and trained volunteers to support external verification 



PERSON SPECIFICATION      
	CRITERIA
	ESSENTIAL
	DESIRABLE
	EVIDENCE

	Education, Qualifications 
& Training
	Educated to degree level or equivalent senior-level experience in a relevant field 
Significant experience of leading customer service quality improvement projects from concept to implementation within a complex operating environment.

Experience of applying service quality frameworks and supporting tools and developing structures to facilitate integration within the business.

	Project Management qualification


	 FORMCHECKBOX 
 Application Form

 FORMCHECKBOX 
 Certificates

     

	Skills, Knowledge & Competencies
	Knowledge of nationally recognised service quality frameworks 

Demonstrated excellent communication, analytical and motivational skills

Demonstrated significant knowledge and experience of project planning and management
Understanding of the impact of improving the customer experience and income generation
Experience of working collaboratively and building relationships and influencing at all levels, with internal and external stakeholders

Experience in developing strategies to achieve organisational objectives.

Ability to prioritise complex workloads and timescales.

Ability to manage competing work priorities and deadlines and make informed decisions in a complex environment 


	Experience in an environment where strategic change and continuous improvement is required

Experience of designing and delivering training programmes
	 FORMCHECKBOX 
 Application Form

 FORMCHECKBOX 
 Interview
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