




Deputy Manager (Ops) 
Job Description

Reports to: Area Manager  

Division/department: Operations 

Our Vision 

	Our Vision is a West Lothian where everyone can live a healthier, happier, longer life.  We exist to improve people’s lives through culture, education, sport and physical activity. 

Our service and facilities are best in class and our sustainable business practices enable us to re-invest for the benefit of future generations of West Lothian people.

As a valued organisation that understands, cares about and engages with its community, we are the delivery partner of choice for West Lothian organisations responsible for helping residents to improve their well-being, and offering opportunities for all to make healthy lifestyle choices and enjoy cultural activities.


 
Our Values

	Integrity
	Respect
	Accountability
	Service



The Team



The purpose of the role
The role will focus on managing operational delivery while driving growth of core business products within Xcite Bathgate. Working closely with the Area Manager, you will drive the development and enhancement of activities and products across the leisure centre, maximising participation and delivering strong performance against key targets.








Your role is to deputise for the Area Manager making important business decisions, providing leadership and direction as required. You will aid with strategic planning, project coordination/delivery, and delegation of duties.
You will work closely with the Area Manager to achieve financial business targets, ensure service excellence, and provide leadership and support to the management team and facility staff.



Key Responsibility Areas 

1. Operational Responsibilities 
· Service standards and company values brought to life and monitored daily to ensure that each customer journey is positive, memorable, and consistent
· Provide direction for the duty manager team to deliver company service standards on a consistent basis
· Analyse customer feedback results and create action plans to implement positive changes that meet the customer needs to ensure that the company KPI is achieved.
· Drive continuous improvement through the duty manager team by creating, implementing, and monitoring effective ways of working to ensure accountability 
· Support the Area Manager during quarterly facility service audits and take a lead role in identifying workable solutions using best practice and operational expertise 
· Meet regularly with managers to review performance, provide support, and address any challenges impacting targets and KPIs.
· Monitor venue performance, identify trends, and take proactive action to improve underperforming activities and services.
· Ensure performance information is communicated effectively and that teams understand their contribution to wider business objectives.
· Support the development and delivery of programmes that meet community demand while driving participation and income growth.
· Maximise the use of underutilised spaces by working collaboratively with internal stakeholders to increase activity and revenue.
· Build and maintain effective relationships with internal departments and external partners, leading discussions and initiatives where appropriate.
· Support duty managers to achieve income, participation, and service delivery targets through coaching, guidance, and performance management.
· Drive continuous improvement by identifying opportunities to enhance customer experience, operational efficiency, and commercial performance.









2. Health & Safety Responsibilities 
· Work with the Area Manager to review and update procedures annually (NOP’s, EAP’s, Risk Assessments, COSHH Assessments, DSE Assessments, Manual Handling etc)
· Complete Health and Safety Audits and inspections monthly, taking action as required
· Assist the Area Manager to develop and lead the delivery of the site health and safety improvement plan, leading on defined areas where identified, and supporting direct reports to do the same
· Ensure policies and procedures are adhered to and the Duty Manager team are supported in their role to deliver within the guidance associated
· Ensure facility training plans are in place and staff remain competent and qualified to do their job, monitoring compliance through 1-1’s with direct reports. This may be supported by Learning & Development or external partner organisations as required 
· Minimise the risk of unplanned closure’s, accidents, or near misses, by monitoring staff adhering to operating procedures and management of systems including water management control, cleaning standards etc
· Coordinate the delivery of Energy management efficiencies and standards to support the delivery of Xcite’s Net Zero Plan and reduce cost for the facility


3. Partnerships Responsibilities 
· Strengthen and formalise links between Xcite and local sports clubs to ensure sustainable progression routes
· Act as the main liaison between Xcite and external sports clubs, building and maintaining positive, effective relationships
· Ensure partnerships with clubs align with shared objectives and support the overall growth of Xcite and community sport
· Facilitate user group forums to strengthen relationships
· Ensure the development and delivery of a dynamic facility programme that meets demand, contributes to achieving income targets and serves the needs of the West Lothian Community
· Ensure underutilised spaces are maximised and collaborate with internal stakeholders to drive usage and income
· Grow participation within Xcite Bathgate through our core business products 
· Look for opportunities to create pathways through Xcite coaching programme and link into club activities whilst working closely with the sports development team








The above list is illustrative, not exhaustive. Accordingly, there may be a requirement to undertake additional duties, consistent with the level of the post, as directed by management

Communications and working relationships

Stakeholders:

Internal: 	Employees and workers
External:	WLC Partners, Clubs, Customers, Visitors, Service providers and contractors

What you will bring - Knowledge, skills and experience

Essential

· HNC/HND in Health and Fitness or business management (or equivalent)
· Minimum 3 years related work experience in Leisure venue Management / Duty Management / Line Management Role
· Excellent people skills with an ability to build relationships in a challenging environment 
· Health & Safety knowledge within a working environment
· Experience of raising service standards
· Experience of working to achieve Key Performance Indicators (KPIs)
· Have experience working to agreed deadlines
· Ability to demonstrate leadership and people management skills 
· Excellent Customer Service skills
· To innovate and be forward thinking.
· Experience in using Excel, Word and PowerPoint
· Empowering, enabling, motivating, and developing self and others

Desirable

· Pool Plant Operators Qualification
· IOSH Managing Safely or CIMSPA Health & Safety Management in Leisure & Culture Facilities
· First Aid at Work Qualification
· Proficient in the use of MRM 360/Information Management System or equivalent
· Delivering and coordinating training
· Experience of implementing coaching programmes (all elements i.e promotion, customer needs etc) 









Job Dimensions

· Support the Area Manager to prepare the budgets and manage thereafter to ensure that all targets are achieved
· Support the Schools Business Development Manager to drive Xcite Bathgate Business plan to ensure the success
· Identify new and innovative ways of delivering services. Increase the number and range of customers who use the schools' facilities
· Expected to provide cover for Area Manager/Duty Manager at short notice, evenings and weekends also
· Responsible for dealing with Critical Incidents on site
· Responsible for maintaining accurate records
· Willingness to continuously develop and attend training and development sessions in line with your personal training plan, on occasion out-with your normal hours of work, to ensure the required level of competence













Additional Information

· This post is subject to a basic check from Disclosure Scotland
· You will be required to be aware of current Health and Safety Policy and to take responsibility for your own safety and the safety of others who may be affected by your acts or omissions at work

[bookmark: _Int_DTGooklE]As an equal opportunities' employer, West Lothian Leisure is committed to the equal treatment of all current and prospective employees and does not condone discrimination on the basis of age, disability, sex, sexual orientation, pregnancy and maternity, race or ethnicity, religion or belief, gender identity, or marriage and civil partnership. We aspire to have a diverse and inclusive workplace and strongly encourage suitably qualified applicants from a wide range of backgrounds to apply and join our company. 
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