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Parking & Travel Operations Manager

	Post Title: Parking & Travel Operations Manager
	Post Reference: 
	

	Summary of the Role:  The Parking and Travel Operations Manager is accountable for all operational aspects of parking and travel services across five hospital sites within the Trust, ensuring safe, high quality facilities are provided for over 7,500 car park users each day (staff, patients and visitors).
Operationally responsible for supporting over £5m of annual revenue for the Trust through optimisation of staff resources and equipment ensuring compliance with a complex range of legislation, national NHS mandates, and local policies.  
The service operates 24/7/365 with exceptionally high levels of demand and often in a challenging business continuity status.
As the recognised professional specialist in parking and travel matters, to provide expert advice at both a strategic and local level including as a key stakeholder in wider programmes, in particular multi-million £ capital works programmes. 
As Appointed Person, lead on all parking and travel regulatory matters, including BPA accreditation and DVLA licensing.
Be responsible for all aspects of complaint management and Freedom of Information requests pertaining to the service, ensuring learning and root-cause analysis is carried out to identify and instigate service improvements, implement quality and risk control measures and contribute to cost savings and efficiencies.
In alignment with the Trust’s emerging clinical strategy and Capital works programme, implement a 3 year plan to invest ~£0.5m annually in car park improvement works, with responsibility for the delivery of multiple projects in partnership with Heads of Estates, Director of Capital and appointed contractors, ensuring VFM and an improved experience for car park users.
	Reports to:  
Head of Commercial Operations

	
	Base / Location: 
William Harvey Hospital (but can be set at site closest to home)
Own transport is essential due to frequent travel between sites in this Trustwide role.
The post holder may also be required to participate/support the operational weekend rota (1 Saturday in 10)

	Key Responsibilities
	Working Relationships and Contacts

	Operational Leadership
· Be accountable for day to day operational oversight and management of the Trustwide parking estate ensuring capacity is optimised across five hospital sites
· React swiftly and decisively to any unforeseen operational challenges which arise, communicating sensitively with key stakeholders in 2gether and the Trust.
· Effectively line manage the remote Parking team ensuring resources are rostered and deployed appropriately to provide a high quality, courteous and professional service to all car park users.
· Ensure team members are fully trained and competent to perform all aspects of their roles, from induction through to mandatory safety compliance and professional development, supporting team versatility across Commercial Operations.
· Ensure all remote team members are kept fully informed of team, department and company developments, utilising insight from staff surveys and similar tools to continuously improve staff operations and culture.
· As a member of the Commercial Leadership Team, attend regular departmental management meetings, and provide cover and support to peers and senior leaders within the directorate.
· Be cognisant of the particular pressures faced by the parking team and ensure effective welfare strategies are in place to include frequent check-ins, use of bodycams, and training around conflict resolution and Trauma Risk Management.
Efficiency & Optimisation
· Develop a 3 year programme to create annual investment of > £0.5m in car park and external environment improvements and essential maintenance.
· Plan and delivery and achievement of required cost savings and income growth opportunities
· Champion the Liftshare scheme, seeking opportunities to grow the car-share community. 
· Support local sustainability projects contributing to the Trust’s current Green Travel model and NHS Net Zero.
· Production and analysis of key performance data, to manage team productivity, predict workflow, submit required reports.
· Approve access requests that impact parking capacity, balancing ongoing service delivery with access needs. 
· Resolve system/equipment failures, while ensuring contingency arrangements to protect revenue and service delivery during periods of disruption. 

Service & Process Improvements
· Develop travel initiatives which assist BREEAM Certification requirements in support of planning applications for Capital Works programmes.
· Investigate and responding sensitively to Datix/IRIS incidents, escalated complaints and complex enquiries, including those received via PALS/PET and from the Chief Executive’s office.
· Provide analysis and respond to parking and travel related Freedom of Information requests.
· Drive continuous service improvements and embed a ‘right first time’ culture through analysis of system generated data and local data sources.
· Ensure full compliance and transparency by the Trust PCN Appeals Panel, ensuring all appeal activity is undertaken in line with policy, national codes of practice and legislation
· Identify trends in PCN issuance and/or appeals to tighten or adjust the Trust’s Parking Policy for the benefit of users.  
· Provide parking and travel news to 2gether and Trust comms teams, and periodically review and improve content within the Parking & Travel website on the Trust Staffzone.
Compliance & Safety
· Conduct comprehensive site audits ensuring all aspects of the end to end parking service are regularly assessed with remedial actions implemented, as well as process improvements to prevent recurrences.
· Ensure Risk Assessments are in place and trained Safety Champions are appointed at each site with clear roles and responsibilities around parking environment, equipment and use of PPE.  
· Submit and manage parking and travel related risks, including updating the departmental Risk Register, developing actions to control and mitigate identified risks.
· Maintain Continuous Professional Development to ensure up to date and comprehensive knowledge of parking legislation, procedures, and industry developments to ensure full regulatory compliance.
· Adhere to BPA code of practice, and ensure annual BPA and DVLA audits are completed successfully.
· Maintain RFID-based asset register to control all static and mobile parking equipment, carry out maintenance in accordance with manufacturers specifications, and update and follow routine PPM schedules.
· Ensure enforcement activity is undertaken sensitively, and in line with policy and legislation, and that all patrols and checks are carried out as scheduled, and conduct calibration exercises on a 6-monthly basis.
	Internal:
· Staff car park users (of all levels and professions and from all organisations)
· All departments with a requirement for parking support e.g. in relation to their patients or for events being held
· Colleagues within Commercial teams
· Head of Sustainability
· Estates & Capital projects Managers
· 2gether General Managers, Trust MDs
· Safety Teams & Emergency Planning
· 2gether Switchboard & Helpdesk ops.
· Procurement
· Trust PALS and FOI teams
External:
· Patients and visitors of patients
· Engineers and Managers in relation to parking equipment
· Cash collection agents
· MTC main contractors
· Emergency services
· G4S crews and site managers
· Unity 5 account manager and technical staff
· Audax – Bodycam provider
· Liftshare account director
· RingGo account manager



Commercial Operations Structure Chart (Parking & Travel Team)

Head of Commercial Operations
PARKING AND TRAVEL OPERATIONS MANAGER
QEQM Parking Officers 
x 3
WHH Parking Officers 
x 3
Relief & Roaming Parking Officers x 2
KCH Parking Officers & Intercom Operators x 4


	Person Specification: (Essential (E) or Desirable (D))

	Knowledge & Skills
· Excellent communication and interpersonal skills are essential, together with effective influencing and negotiating skills (E)
· Empathic approach to resolving complaints or issues individuals may have with a strong desire to implement learning from all such events (E)
· Ability to handle difficult situations and defuse conflict (E)
· An effective problem solver able to think on feet and respond dynamically to situations (E)
· IT literate - confident with using Microsoft suite as well as the ability to learn other role specific technology (E)
· Ability to demonstrate effective leadership, work on their own initiative, motivate others, effectively manage a multi-site remote workforce (D)
· Knowledge of UK private parking regulations and BPA code of practice (D)
· Knowledge of risk assessment processes and H&S regulations (D)
	Experience
· Working in an Operational Management role, ideally across multiple locations (E)
· Extensive experience in client management / complaint handling [face to face and written] (E)
· Minimum of 2 years’ experience within a large complex organisation, preferably in healthcare or parking and travel sectors (E)
· Management of a remote workforce including responsibility for performance and absence management (D)
· Project management skills and experience of implementing change (D)
· Experience of budget and resource management (D)
	Qualifications
· Full, clean UK driving licence (E)
· Educated to, or willing to work towards, City & Guilds Level 4 foundation degree or HND [or equivalent proven workplace experience] (E)
· IOSH Managing Safely (D)
· Project qualification (D)
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Job Role: Essential Health and Safety information
	Does the post involve? 
	Definition
	Y
	N

	Confined Spaces?  
	A “confined space” means any enclosed place, such as may need to be accessed by Estates staff for maintenance such as loft spaces, plant rooms or flues.
	
	X

	Driving?
	This means driving a Trust Vehicle, Passenger Carrying Vehicle or transporting patients in own vehicle for work purposes. It does not include commuting or driving between places of work
	X
	

	Exposure to Substances Hazardous to Health?
	This is where risk assessments have identified known health hazards. For example, designated latex glove user, formalin, PMMA use. 
	
	X

	Hand Arm Vibration Exposure?
	This includes hand held tools such as drills, saws and other power equipment. This is likely to include employees working in the Plaster Room, Mortuary, Estates and Orthopaedic Surgery.
	
	X

	Hand Washing? 
	This means washing hands 20 plus times per working day.
	
	X

	Lone Working?  
	This means employees who work by themselves without close or direct supervision. Lone working may be found in a wide range of situations, such as home or community visits, working alone outside normal hours, working in remote or confined areas (such as plant rooms).
	X
	

	Manual Handling?
	This means all job roles where there are specific manual handling / patient handling requirements.
	
	X

	Night working? 
	This means regular work at least 3 hours during the agreed ‘night period’ (usually includes 11pm to 6am).
	
	X

	Noise exposure? 
	This is where risk assessments have identified noise levels under the Noise at Work Regulations 2005, and is likely to include areas where ear protection is needed or workers regularly have to shout to communicate due to background noise.
	
	X

	Work at heights?
	A place is ‘at height’ if a person could be injured falling from it. This includes working on ladders, up scaffold or any other apparatus. It may also apply to staff who regularly have to stand on kick-stools or steps for significant periods of time to retrieve items/ notes from high shelving.
	
	X
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