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Job Description: L&D Support Services Coordinator

	Company
	Telnet Services Limited

	Department
	Operations

	Position title
	L&D Support Services Coordinator 

	Location
	Northwest/Queen Street Auckland

	Work type
	Full Time/Part Time/Casual

	Reports to
	L&D Manager

	JD owner / version / date created
	Jane Canuto/1.0/11 January 2017



TELNET’s PROMISE
Our promise underpins everything we do at Telnet including the way that we deal with each other, our clients, our partners and how we handle every interaction we have with your customers.
· We add value for our customers
· We are easy to deal with
· Our frontline is the No 1 priority
· We Care

A) Role Description
The key objective for the Learning & Development Support Services Coordinator is to support the L&D Team create a learning experience that builds capability of new and current consultants to excel in their work environment, manages and maintains facilities and supplies and monitors, maintains and actions all Health and Safety related activities. Perform other tasks and activities as required by the business from time to time.

Key responsibilities include:

1. Administration and Reporting

1.1   Ensures completion of new hire set-up and access log-ins via LMS 
1.2   Completes all administrative tasks in relation to learning and development requirements i.e.     creating and updating Knowledge Base information, FAQs, scripts, coordination of training venues, materials, external training requirements, etc.
1.3 Provides feedback to program participants and management
1.4   Tracks, maintains and reports on facilities’ maintenance, Health and Safety, training records, performance, and outcomes i.e. LITMOS summary report, gradebook, surveys, etc.
1.5   Monitors workplace activities and completes safety inspections to ensure that Telnet employees comply with company policies and government safety regulations


2. Facilities Maintenance and Administration
2.1 Manages and maintains inventory materials such as cleaning supplies, tools and   office supplies 
2.2 Manages, maintains, inspects, and executes day to day operational requirements to ensure cleanliness and upkeep of building facilities, training facilities, catering and vending, health and safety, procurement and contract management, space management, security, utilities and communications infrastructure, equipment, and tools
2.3 Reports noted maintenance issues, coordinates work with external and internal service providers and creates work assignments for the staff including reception, security, mail, archiving, cleaning, catering, waste disposal and recycling 
2.4 Focuses on using best business practice to improve efficiency by reducing operating costs while increasing productivity.

3. Build Capability – build both personal and team’s capability on health and safety and facilities maintenance and execution 
2.5 Familiarity with job training methods and techniques
2.6 Train and coach employees on health and safety topics, conduct regular safety   meetings, assess, and maintain risk, hazard, health, and safety register and reporting
2.7 Facilitate intervention training based on business needs
2.8 Take/make inbound/outbound calls from time to time 
2.9 Turn insights into action

4. People Management
4.1. Teamwork
4.1.1. Work together with colleagues within L&D Team and from other department to improve efficiency and overall service delivery across the business
4.1.2. Team Player – work in a rostered team based environment 
4.2. Stakeholder Management - manages relationship with cross functional teams operates in a client centric manner in relation to day to day tasks allocation.

5. Compliance
5.1. Listen to calls from time to time, evaluate and assess compliance requirements are met
5.2. Role model, monitor, respond, report and train cross functional teams on Health & Safety procedures and adherence to all Telnet standard operating procedures and compliance requirements

B) Key Performance Indicators (KPIs)

	KPI
	Description
	How Assessed

	Productivity
	· Achieve set target to meet the fiscal year objective 
· Schedule Adherence - Total time available over time scheduled to work
· Attendance - Total % of time available to work over forecasted work hours
	· Attendance and adherence report 

	Reporting 
	· Accuracy
· Quality of content
· Relevance of intent and content
· Adherence to template, processes, best business practices and advisory business statement
	· Quality and timeliness of reporting submission

	Backlog of deferred work
	· Backlog of deferred work should be no more than 4-6 weeks.  These are work not important enough for assignment and completion in the current workweek but will consider it for future weeks, depending on the priority of the request as it relates to other work tickets.
	· Measured in hours all deferred work converted to backlog





	Preventive Maintenance Program Compliance
	· Improves proactive maintenance. All facilities and critical equipment, inspections and procedures are completed on time. 
· Meets fiscal year objectives

	· Completes on time and within budget.

	Weekly work-schedule compliance.
	· This KPI measures the ability to schedule and complete work for customers.
· Meets fiscal year objective
	· Completes on time and within budget.

	Evaluation Rating
	· Meets fiscal year objective
· Complaints receive in relation to facilities maintenance and service level provided 
	· Survey, emails, or feedback received 




C) Key Skills and Capabilities 

	Capable to
	Description
	How assessed

	Planning and organizational skills 
	· Able to plan and organizes projects or work which need to be completed
· Exhibits effective time management skills
	· Documented evidence that work has been completed on time and within budget verified by Finance Officer and L&D Manager

	Multi-task and prioritize
	· Able to multi-task and prioritize workload based on business needs
	· Documented evidence that work has been completed based on business needs verified by L&D Manager

	Research skills
	· Able to draw information from various sources including people
· Exhibits pragmatic approach to doing things 
· Delivers completion of tasks and projects on time and within budget to the satisfaction of customers
	· Documented evidence verified by L&D Manager

	People Management
	· Able to manage performance of internal and external service providers 
· Able to engage cross functional teams
	Documented evidence verified by L&D Manager

	Demonstrate key behaviours
	· Demonstrate key behaviours to deliver Telnet’s promise
	Coaching feedback by L&D Manager



D) Key Behaviours

	Key Behaviours
	Description

	Deliver results – lead the team
	· Creates a compelling vision for the team
· Communicates and engages with the team
· Display a strong sense of purpose
· Displays a sustained commitment to look at improving what and how they do
· Displays positive energy and enthusiasm in performing daily role and responsibilities
· Effectively overcomes personal blocks to achieve results
· Is ambitious and achievement oriented
· Maintains own momentum

	Customer and Solution Focused
	· Responsive to meeting customer’s demands and needs 
· Promptly handles customer’s issues/objections with tact, diplomacy, and confidence
· Effectively uses all information and resources to come up with solution
· Responsive to changing customers’ needs and demands (both for internal and external)
· Actively tries to find a better way
· Brings opportunities and issues to closure
· Goes beyond articulating a problem to form possible solutions
· Analyses the situation, assesses options, makes   decision and resolves
· Exhibits active listening towards customers, work colleagues and people around them
· Exhibits empathy and establish rapport

	Builds relationships
	· Actively builds productive, collaborative relationships with all stakeholders
· Actively collaborates with fellow team leaders to share learning and improvement opportunities 
· Actively shares views and ideas and encourages colleagues and peers to do the same
· Puts business goals ahead of personal agenda 

	Develops self and others
	· Actively looks for opportunities to build capability and team
· Helps others

	               Flexibility/open to change
	· Modifies behavior to achieve goals 
· Thrives and maintains personal composure under stressful situations
· Is adaptable and open to change

	   Resilience
	· Able to withstand or recover quickly from difficult situations
· Able to capably adjust to ever changing work environment
· Able to bounce back and successfully cope with unintended consequences

	· Acts with professionalism and integrity
	· Is honest and role models behaviors
· Use appropriate language in the center and during every call
· Respectful to others (Customers and work colleagues)
· Exhibits pride in what they do
· Complies with company policies, procedures, systems, and processes
· Observe duty of care to self and people around them



E) Experience
Promote from within.
For external,
· Minimum of 3 years’ experience in Administrative and Facilities Maintenance role
· High level of EQ
· Highly developed attention to details
· Enjoys working with a variety of people
· Highly motivated with strong influencing skills
· Takes responsibility and accountability
· Enjoys a fast-paced environment
· Enjoys being part of a team and can build relationship easily
· Self-driven and pro-active
· Adaptable and flexible
· Proven experience in contact center environment in L&D capacity is preferred but not desired

F) Organisation Chart













	
I understand this Job Description and acknowledge it outlines my responsibilities in my employment with Telnet as recorded in my employment agreement. 
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COO - Penny Calder


Jane Canuto (L&D Manager)


YOU 
L&D Support Services Coordinator 









COO - Penny Calder


Jane Canuto (L&D Manager)


YOU 
L&D Support Services Coordinator 








JD L&D SUPPORT SERVICES COORDINATOR - Jane Canuto
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