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Business Support Manager

Job Description

Reporting to: Head of Operations
Direct reports: As and when appointed, Business Support Apprentice.
Hours worked: Part time (up to 28 hours per week).

This role may include travelling and some unsocial hours.

Salary: Band £25,000 to £32,000 (per annum full time equivalent, for part-
time the salary will be pro rata)

Location: Remote with expected travel within the East Midlands and some
national travel when required.

Purpose of the Job:

e To manage assigned business support services within Boccia England, using a stron
customer focused approach to achieve operational effectiveness and demonstrate
our company values.

Key Accountabilities and Objectives

g

Administration - Provide a high level of administrative support to the Boccia England
team (30% of time to this objective)

e Develop and implement systems and procedures to support the efficient
operation of Boccia England and improve the service we offer to members and
customers

e Manage the enquires received into Boccia England which includes email, phone
and web contacts.

e Provide administrative support to the wider team in areas for events,
competitions, and talent.

e Ensure all Boccia England policies are up to date, fit for purpose and compliant
with legislation.

e Support compliance with relevant standards including health and safety
requirements and data protection in conjunction with the Head of Operations.

e Create a suite of standing operating procedures (SOPs) to support the team and
create efficient ways of working and cost savings where appropriate.
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Volunteer People Management -Manage and support Boccia England volunteers (30%
of time to this objective)

e Effective management of the volunteer community in organising and attending
events, competitions and other areas as and when required.

e To include defining clear roles and responsibilities, clear communication; setting
appropriate objectives; monitoring and reviewing performance; providing support

and guidance and personal/professional development.
e Support and develop inclusive communication strategies in all communication to

volunteers
e Collect feedback from the boccia community to identify improvement areas and
action these where appropriate.

Commercial shop - Manage the Boccia England shop, deliver high levels of customer
satisfaction and achieve income targets (30% of time to this objective)

e Manage the Trading budget to realise a positive contribution to the overall Boccia
England budget.

e Manage the shop suppliers and ensure stock levels are appropriate.

e Manage customer experience to achieve high levels of satisfaction and repeat
business.

e Complete regular reviews of products and complete market research to identify
new items to sell which will benefit the boccia community and generate new
income revenue streams.

e Beresponsible for the shop website, ensuring it is up to date, maintained and the
functionality is maximised.

Boccia England Membership - Manage the existing membership benefits package to
ensure all areas are delivered (5% of time to this objective)

e Be asubject matter expert for the Boccia England membership platform.

e Deliver training to new and existing team members to maximise their use of the
platform.

e Provide regular reports to the Senior Leadership Team and Board on membership
numbers, trends and engagement rates.

e Coordinate the annual membership activities to ensure these are delivered

e Collect membership feedback to report on the current membership offer and
manage satisfaction within the membership packages.

e Support the team with initiatives to increase membership numbers and support
the retention of existing or lapsed members.

e Input into the annual review of the membership packages to identify
improvements and deliver these where appropriate.
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Human Resources - Provide administrative support to the Head of Operations in people
related work (5% of time to this objective)

e Coordinate wellbeing newsletters and support the team to deliver a calendar of
wellbeing initiatives.

e Work with the Head of Operations to support the recruitment of roles across the
business, these may be paid, unpaid, volunteer and or self-employed roles.

e Support the administration of tasks, such as safer recruitment processes,
onboarding and induction checklists, training needs surveys and plans.

General Requirements

e Manage own workload effectively.

e Be committed to continuous improvement.

e Provide excellent and timely customer service with both internal and external
communications.

e Use and share knowledge and expertise to develop Boccia England.

e Be an advocate for Boccia England and the sport of boccia.
e Any other tasks or responsibilities as deemed appropriate by the Head of
Operations which commensurate with the responsibilities of the post.
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Person Specification

Essential Desirable
Qualifications | ¢ Level 3 Team Leading or Business CIPD or a volunteer management
& Training Administration or Customer qualification
Service qualification First Aid and or Mental Health First
e IT qualifications (MS Office, excel, Aid
word and outlook L2) Safeguarding training
Risk assessment training
Finance qualification
Knowledge e A good practical understanding of Knowledge of project management
the operating processes and principles
functions of a busy office Knowledge and understanding of
e A good understanding of effective charities or voluntary sector
marketing and/or communications, Knowledge of membership
including managing a website organisations and support services
e Strong knowledge of elements
required for excellent customer
service
Experience e Experience of working in or Experience of being directly
managing various business support responsible for business support
settings/ functions functions
e Experience of working in a Experience of managing
customer facing role and providing membership within an
excellent customer service organisation
e Experience of managing people Experience of supervising or
e Experience of financial procedures managing staff
and processes Experience of working in a charity
e Experience of analysing data or not for profit sector
Experience of training and course
administration
Skills & e Effective use of MS Office Networking skills across a range of
Abilities programmes and other relevant sectors

technology

Excellent communication skills,
both oral and written
Excellent administrative skills
Excellent attention to detail
Good minute-taking skills
Good organisational and time
management skills

Analytical and problem-solving
skills

Good financial awareness
Ability to be proactive

Ability to present to teams and
groups
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e Ability to work on own initiative
and under pressure

e Ability to self-motivate

e Ability to work within a team
structure and collaborate

e Ability to develop effective
working relationships

¢ Ability to self-assess and be open
to feedback

e Ability to remain focused to
achieve set targets and
commitments

¢ Ability to remain resilience and
overcome challenges

Professional attitude

Motivated and results driven
Respectful and inclusive

Honest and fair

Committed to equality and
diversity

e Car owner and driver or ability to
travel

General
Attributes
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