
 
 

Site Operations Manager 
 

Location: Wembley 

Dept: Imperial   

Salary: £45,000- £50,000 

Reports to: Service Delivery Director  

 

 
 
 
 
 

This is a critical leadership position at Falck’s UK flagship 
contract in the Ambulance sector.  As the Site Operations 
Manager of our new depot in North West London, the 
appointed individual will be responsible for the leadership, 
management, compliance and maintenance of the depot, 
the ~250 Ambulances Care Assistants (ACAs) and ~120 
Ambulances that deploy on a 24/7 basis.   
 
Key to success will be the effective and efficient running of 
the depot ultimately ensuring the successful deployment of 
all ambulance crews at the right time, in the right vehicles 
with the right equipment.   
 
To consistently deliver this the individual will need to work 
in close collaboration with multiple functional departments 
across the global business as well as motivating and leading 
a vast workforce in a high tempo, complex logistic 
operational environment.  
 
  

Key Responsibilities:  

 Create, implement and monitor site specific targets, objectives 

and KPIs for people, fleet, equipment, compliance and 

operational output. 

 Create and implement a suite of Standard Operating Procedures 

and Process Maps for each operational element within the 

Wembley depot, ensuring key personnel are competent and 

confident in the delivery of these.    

 Create a supportive and continuous improvement culture 

where all employees are actively encouraged to provide 

feedback and suggest ideas to improve service delivery and 

intra-organisational communications.   

 Develop close working relationships with key stakeholders 

across the business to ensure the depot is supported by, and is 

supporting, the business needs at all times. 

 Act as senior point of escalation for the Wembley base, 

including being a member of the Imperial on-call rota.  

 As a senior ambassador of the FALCK brand, demonstrate the 

company values by being proactive, caring, visible and 

approachable at all times.   

Leadership  

 Recruit, develop, lead and retain a strong team of Shift 

Managers/Supervisors through setting challenging targets and 

objectives to enhance operational performance and compliance 

standards. 

 Ensure the core ‘hygiene factors’ of all the frontline staff are 

maintained; payroll, shift pattern understanding; absence 

management and performance reviews.  

 Undertake periodic performance reviews to assess individual’s 

competencies and their added value against strategic plans and 

operational KPIs.  

 Work with dispatch and Workforce planning to develop an   

effective deployment model comprising of a blend of Take Home 

and Site Based vehicles.  

Fleet and Equipment 

 Accountable and responsible for the Imperial fleet and associated 

equipment ensuring that ad hoc repairs, pre-planned maintenance 

and cleaning regimes are undertaken without negatively impacting 

service delivery. 

 Work with fleet management colleagues to ensure sufficient daily 

fleet of all types are available at the right time.  

 Use fleet data to monitor and manage fleet use, condition, 

servicing, cleaning, checking procedures are being maintained, 

responding to shortfalls where necessary.  

 Set and agree the parameters for fleet related bonus payments 

ensuring accurate tracking of incidents and arranging payments 

based on agreed criteria.  

 Ensure base management team create and monitor clear processes 

for pre and post shift (VDI) ensuring vehicle and equipment checks are 

completed to time and that patient contact areas are cleaned ready 

for the next deployment.  

Base  

 Devise and document a system to keep premises and assets secure, 

safe, clean and well maintained, liaising with the Facilities 

Management team to achieve this.  

 Own the relationship with the East Lane Business Park management 

(landlord) team to maintain a proactive, positive and professional 

working relationship.  

People 

 Ensure management team implements effective two-way 

communication channels including electronic mail, team meetings, 

town hall meetings, Employee Engagement Committee, 1:1s, notice 

boards, bulletins, newsletter etc. Ensuring colleagues have the 

opportunity to influence the operational model and improve service 

delivery.   

 In line with HR and other key functions create and chair an Employee 

Engagement Committee to improve all aspects of service delivery and 

team engagement.   

 Drive recruitment and retention levels to maximise deployment 

across, a 24/7 and 365 operation.  

 Ensuring all operational colleagues adhere to uniform standards and 

personal hygiene requirements at all times.   

 Ensure that relevant contractual KPIs are communicated to all 

ACAs/ICTs and display actual versus target performance and create 

and implement specific action plans to deliver service excellence.  

 Plan and deliver periodic performance reviews to hold site 

management and supervisors to account in accordance with the 

organisations performance management process and specific 

individual objectives. 

 Monitor and manage colleague absenteeism and productivity 

using the organisation’s performance and disciplinary policy and 



 
procedure to ensure any shortfalls in performance and 

capability are swiftly and effectively managed by the 

appropriate person.  

Quality and safety 

 Ensure patient safety and quality of service is a priority in all 

thinking and decision making of the team. 

 Be the CQC Registered Manager for Wembley site/Imperial 

contract, ensuring all legislative and regulatory aspects are in 

place and maintained.  

 Demonstrate an understanding of all aspects of service delivery 

including Control and Site Ops to achieve a holistic 

understanding of the delivery model and develop and maintain 

positive working relationships with all delivery functions.  

 Be conversant and apply all organisational policies and 

procedures and the software systems used to access and 

support all processes.  

 Monitor the number of incidents and accidents reported and 

identify themes and trends and develop plans and actions to 

mitigate or irradiate repeat incidents with the BQM team. 

 Ensure each incident and accident are recorded on GEMs and, 

where applicable, are reported in line with HSE, Safeguarding 

and CQC requirements and that comprehensive investigations 

are undertaken to ensure root cause is identified and action 

plans implemented. 

 In conjunction with Quality and Governance Team arrange and 

instigate internal and external audit of services to track 

performance, compliance and patient experience.  

 Devise and disseminate process and procedure to ensure the 

team adheres to GDPR regulations and business processes to 

protect identifiable information.  

 Recognise and work within the values of the organisation and 

display high standards of integrity and professionalism towards 

colleagues and patients. 

Finance and Contract Management  

 Accountable for people and vehicle related budgets, ensuring 

the most cost effective and efficient deployment methodology 

is applied at all times 

 Accountable and responsible for ensuring that all workforce and 

payroll systems are accurate to enable payroll processes to flow 

smoothly and on time.  

 In collaboration with HR ensure all employees shift patterns and 

working hours reflect contractual terms and conditions.  

Competences 
The ideal candidate is likely to have 5+ years in a leadership role 
within a logistics environment with a proven track record of 
delivering results in a senior management role. In addition, the 
post holder will be able to demonstrate the following: 
  

 Professional expertise – A working knowledge of running a 
commercial Patient Transport /Ambulance operation or similar 
role.  

 Operational Management - A proven track record of achieving 
significant success and leading a compliant and profitable logistics 

operation.  

 Change Management – Experience in the management of 
operational change at a local or regional level.  

 Organisational skills – personal efficiency and ability to prioritise 
competing demands (and those of others) and thrives when 

working under pressure 

 Communications skills – ability to lead a large team, including 
those not under direct line management. Excellent interpersonal 
and people management skills, including proficient 
communication, negotiating and influencing skills.    

 Excellent written and oral communication skills, with ability to 
produce accurate, concise records, reports and investigations to 
deadlines 

 Stakeholder Management – Develop and foster positive internal 
and external relationships, whilst ensuring FALCK business 

priorities are maintained 

 Problem Solver - Analytical and problem solving skills, ability to 
make informed, balanced decisions under pressure and in a timely 
manner.  

 Business acumen – sound understanding and knowledge of all 
business functions e.g. HR, Finance, Marketing etc 

 

Personal Performance Indicators: 

 Contract KPIS - TBC 

 Incidents causing harm to patients and staff 
 Complaints regarding behaviour of staff or injury to patients 
 Staff absence <5% 

 Staff turnover <10% after initial 6-month period 
 Logis XDA timestamp quality exceeding 97%  
 Daily deployment levels 97% 
 On time deployment 98% 

 Start and shift idle time <5% 
 Vacancies <3% 
 Training compliance >98% 
 Performance management compliance >95% 

 VDI completion >95% 

 Fleet maintenance spend/mile TBC 

 CQC compliance and success external inspection outcomes >GOOD  
 


