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	Role:


	Control Centre Duty Manager

	
	Directorate:


	Control & Operational Support

	
	Salary Band:
	

	
	Post reference:


	COS6

	
	Job Evaluation Date:
	

	
	Role statement of purpose: 
	To Manage the delivery a 24/7 multi modal control room. Manage all operations of TfGM transport network and facilities. Taking the lead on incidents/events whilst continuing to deliver the organisation expectations



	
	Reports to:


	Network Monitoring and Reporting Manager 

	
	Key Role Outputs(KROs)

these set out what must be achieved for the post holder to be successful in the role
	Key Actions 

These set out how the KROs will be achieved – the activities required.



	1.
	Multi Modal Monitoring
	· Lead and proactively manage the TfGM control centre to ensure effective multi-modal monitoring takes place.
· Responsible for the monitoring of modal activity through the use of specific individual mode monitoring systems e.g. Guided busway systems, journey time data and Wonderware.
· Triage and prioritise complex technical data reflecting any incidents specific to the mode identifying emerging trends, issues and disruption.
· Is the central co-ordination point for mode leads in respect of emerging disruptive incidents, triaging and escalating as per corporately agreed procedures

· Verify network status reports produced by the network monitoring team ensuring all data input is accurate within strict deadlines.
· Co-ordinate mode data and produce technical and complex reports, briefings and updates on network status for internal and external use e.g. board reports, COO reports and daily peak reporting.
· Interpretation of complex data to present clear information on congestion and service delays to operators, stakeholders TfGM internal and department and the mayoral office in a format that is easy to understand. 
· Validate and prioritise incoming and outgoing data to the Control Centre to maintain performance levels undertaken by the Network Monitoring Officers.
· Verify all interventions made (social media, signal timings, VMS) by the Network Monitoring team and where appropriate approve alternative interventions.
· Active monitoring using established applications, technologies, systems and databases to ascertain network status, in order to present and explain information to senior management, internal departments, stakeholders and customers.
· Analysing and evaluating the modal network status, identifying and prioritising any issues/incidents.
· Interpret complex technical modal data and identify where emerging trends and disruption is presenting, identify solution and best courses of action.
· Manage any potential/ongoing incidents, influencing senior managers and external bodies on activating an incident response in a timely manner as per agreed TfGM corporate procedures.
· Identify solutions for any potential and confirmed delays and creatively search to establish the cause of disruption and implement mitigations as required. 

· Co-ordination of CCTV image sharing with AGMA stakeholders to monitor the network.
· Manage staff situated within the control to ensure compliance with TfGM CCTV Code of practice, Human Rights Act and Data Protection Act and manage any breaches of these acts in accordance with TfGM procedures.
· When required during incidents, think dynamically and implement solutions to meet departmental and TfGM objectives.
· Manage a demanding workload and rapidly changing priorities often under time pressures. 
· Solely make a decision to implement actions and interventions when dealing with unexpected incidents to determine the direction TfGM will action.

	2.
	Lead and manage a team and inter dependencies to deliver a 24/7 multi modal control room


	· Developing and managing rotas on a 24/7 rotating shift pattern to ensure service delivery of the control centre. 

· Implement and maintain diverse and respectful working conditions, providing education on policies and procedures and training staff to undertake the day to day duties.
· Provide a safe and secure working environment, responsible for risk assessments for environment working and staff travel arrangements.
· Influence and support key interdependencies into the control centre.
· Continuous improvement of staff development, persuade staff to undertake all training requirement, both corporate and stakeholder training.
· Implement and manage relevant legislation and policies, Diversity at Work Policy, Equality and Diversity, TfGM Safety Management systems.
· Ensure individual variation in workloads is managed positively within the team.

· Demonstrate clear leadership skills and live by TfGM visions and values and behaviours and competencies
· Ensure the team deliver excellent customer service at all times.
· Maintain accurate departmental policies and procedures and review them on an Ad Hoc basis to ensure alignment with current legislation.   

	3.
	Incident response and special events


	· Develop proportionate transport plans for special events and manage their delivery, balanced 
          against the requirements of the broader ‘network’ 

· Interpret complex and technical data to produce Sit Rep reports which may be circulated to a wide range of stakeholders both internally and externally.

· Provide excellent support and subject matter expertise to inform the decision-making of senior managers for example during incident responses (IMT meeting and calls)

· Initiate corporate incident response arrangements as per agreed TfGM procedures, whilst clearly demonstrating rationale for that course of action

· Ensure wider network priorities continue to be monitored, at a time when the team may be working under pressure, with significant variations in workload. 
· Responsible for the activation of the Incident Management Area (IMA) to support IMT activities and act as subject matter expert in respect of systems

· Ensure the IMA remains secure to comply with Information Assurance and security in line with Cabinet Office requirements
· Lead and coordinate weekly meetings collating complex and technical data on roadworks, events, incidents to identify any conflicts.
· Analyse, interpret and evaluate information to identify new solutions to previous incidents/events

· Maintain a clear, accurate log which may be utilised at a future point in time to validate rationale for decisions made

· Make dynamic decisions often under pressure to assist with the delivery of incident management

	4.
	24/7 modal control room 

	· Lead and manage an effective 24/7 multi-modal control room which adds value across the organisation
· Manage the good communication with internal and external colleagues (e.g. bus operators, Local Authorities) to maintain a common operating picture of the network.
· Manage the triaging and prioritising of  calls received, influencing and confirming staff decisions whilst abstracting and summarising information within specified timescales 

· Identify a course of action during volatile calls abstracting and evaluating information to determine the response

· Manage the collation of complex and technical data to identify course of action of the network and evaluate the RAG rating for each individual mode
· Search, interpret  and evaluate complex and technical information to identify current status, conflicts and identify new solutions to issues on the network
· Manage the triaging and prioritising of roadworks for the KRN and SRN, abstracting and interpret information to disseminate to internal and external departments at TfGM, customers stakeholders and operators
· Analyse complex and technical data and influence stakeholders on conflicts of roadworks /events and incidents to determine the scope of works and the direction of TfGM and disseminate this information accordingly
· Initiate, manage and support Invac/Evac alarms from within the control room to provide safety and security to TfGM employees
· To make a decision outside department strategy to maintain the direction of TfGM (e.g. UTC interventions, strategies)
· Responsible for TfGM Asset monitoring (e.g. Park and Rides Metrolink stops, bus interchanges, and TfGM premises 


	5.
	Relationships with both internal and external stakeholders
	· Maintain clear lines of communication with multiple stakeholders. 
· Manage and develop trusted working relationships with TfGM departments, key stakeholders and customers 
· Manage and lead control centre tours  to TfGM key dependencies, stakeholders, emergency services, mayoral office and operators providing clear information on operations
· Escalate any potential or significant disruption via established processes to the Incident Management Team presenting and explaining information of the incident at a strategical level 


	6.
	Customer Service Delivery


	· Ensure staff use clear communication when dealing with incoming and outgoing social media information and aligns with departmental and organisational policies
· Manage, evaluate and prioritise VMS strategy,  ensuring clear communication is used and messages align with DFT legislation to specified deadlines
· Mange the public announcements using the Guided Busway PA system when appropriate ensuring clear communication channels are utilised. 
· Manage staff to ensure all calls are answered within defined KPI targets clear communication is used to abstract information from the caller to ascertain actions
· Evaluate and Analyse complex and technical network status data, interpret and disseminate to  bus stations, UTC, Metrolink and rail control rooms, influencing course of action if deemed necessary
 

	7.
	Risk Management
	· Influence and persuade the  key dependencies within the control room, using skilled argument to introduce policies and proposals to determine the direction of TfGM 

· Manage the team and key dependencies to maintain high controlled security levels aligned with Information Assurance and security in line with the cabinet office requirements, Data Protection legislation and Bus Operator Contractual Management

· Maintain departmental and organisational policies and procedures during variation of workload with the ability to have the Freedom of Action to influence policies and procedures
· Present and explain complex and technical information to the Mayoral Office, identifying new solutions and courses of action through established processes 


	
	Compulsory Outputs (COs)

these set out what must be achieved for the post holder to be successful in the role
	Key Actions 

These set out how the COs will be achieved – the activities required.



	C1
	Ensure you comply with all applicable organisational and legislation and policy


	· Data Protection Legislation.

· TfGM Integrated Management System (In particular section SMS 201 Roles and Responsibilities).
· Dignity at Work policy.

· Information assurance and security in line with Cabinet Office requirements.

· Risk management.

· TfGM policies and procedures.

· Equality and Diversity Legislation.

· TfGM Vision & Values.

· Act in accordance with TfGM’s values and behaviours

	C2
	Any other reasonable duties as required from time to time
	· Required to work flexibly to meet the needs of the organisation, including future aspirations around agile / shift working.

· Be on-call as part of a rota to ensure the team provides 365/24/7 cover in an emergency.
· Will be required to work un-social hours (e.g. evenings, weekend and overnight) and in inclement conditions from time-to-time (e.g. incidents).


	Key  Interdependencies
	

	Key Contacts
	External:

· AGMA / GMCA
· Highways England

· GMP

· Bus Operators

· Hardware/Software providers
· Traffic Commissioner/ VOSA

Internal:

· IS 

· Bus Stations Operations & Busway Officers
· Bus Services

· Metrolink

· Highways

· Rail

· Communications and Customer Services

· Legal

· Surveys and Analysis team

· Passenger Information

· Freight team
· Facilities Management

	Direct reports 
	Team of Control Centre Officers

	Budgetary responsibility
	 None

	Location
	TfGM Control Centre
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Person Specification
	
	Control Centre Duty Manager
(Knowledge, skills and experience required at selection stage)

	
	

	E
	Essential Experience: 

	E1
	Knowledge and understanding of the transport network in Greater Manchester and the risks associated with the delivery of operations.  

	E2
	Experience of Interpreting, evaluating and analysing complex and technical data, influencing and persuading senior management, customers, stakeholders and key dependencies on courses of action and  new solutions to support the  delivery or function of operations

	E3
	Experience of good communication and trusted relationships for the collation and dissemination of complex and technical information to defined timescales

	E4
	Experience of working with multiple software applications, including Microsoft and bespoke monitoring systems to enable active monitoring of the transport network.

	E5
	Experience of working with complex and technical information systems to interpret, analyse and evaluate performance levels and make decisions aligned with policies/procedures to determine the scope of direction

	E6
	Experience of working in a busy multi agency environment, with variable workloads, defined timescales, established policies and procedures with a Freedom of Action to deliver operations

	E7
	Experience of managing staff in the delivery of  excellent customer service in various formats to stakeholders, operators and customers

	E8
	Experience of managing  a team, developing rotas, attendance management,  performance reviews, team briefs and personal development plans

	E9
	Experience of  Risk Management, ensuring policies and procedures are adhered to, current legislation is communicated and understood, departmental and organisational risk are defined to assist with the delivery of operations

	
	

	D
	Desirable Experience

	D1
	Experience of Incident/Event planning

	D2
	Vast experience within the transport industry

	EQ
	Essential Qualifications – Technical, Vocational or educational:

	EQ1
	 Educated to A level or equivalent

	
	

	EA
	Essential Attributes:

	EA1
	A clear understanding of TfGM’s stated vision and values 

	EA2
	Ethical behaviour towards internal and external stakeholders.

	EA3
	Team player with equal ability to work on own initiative. 

	EA4
	Ability to demonstrate operational and analytical thinking with an eye for detail.

	EA5
	A clear focus on meeting the needs of customers and / or clients.

	EA6
	Punctual and reliable.
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