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Job Title Monitoring Team
Manager - Foxley Customer
Operations Centre Day
Shift One/Two

Reference Issue Date Issue Number
JP_2083 03/07/2026 1
About Orbis

At Orbis, we know that every customer is different, which is why we deliver tailored solutions to protect people's
properties, assets, and businesses. Our expertise spans commercial property, social housing, and construction, combining
nationwide and international capability with local knowledge to provide exceptional service.

We're committed to setting the standard in our industry by embracing innovation and technology while keeping people at
the heart of everything we do. Our reputation is built on trust, reliability, and consistently delivering outstanding customer
experiences.

Purpose of the role

This is an exciting opportunity for an experienced operational leader to manage our CCTV Control Room and Alarm
Monitoring Team.

You will lead a team responsible for monitoring CCTV and alarm activations across our national customer portfolio,
ensuring every incident is assessed accurately and responded to without delay. Whether dispatching an Alarm Response
Officer, liaising with emergency services or supporting customers during critical incidents, your leadership will directly
influence the quality and speed of our service.

This role is ideal for someone who thrives in a fast-paced operational environment, remains calm under pressure and
understands that every second counts when protecting customers' people, property and assets.

We're looking for a hands-on manager who leads from the front, sets high standards and creates a culture of
accountability, professionalism and continuous improvement.

Reporting and management structure

- Reports to: Head of Customer Operations Centre
-+ Key Interfaces/ Subordinates: Customer Support — Alarm Response Team
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Job responsibilities

The role is varied and will include, but is not limited to, the following:

Operational Leadership

- Lead, motivate and develop a team of CCTV Operators and Alarm Monitoring Controllers.

-+ Ensure all alarm and CCTV activations are managed promptly, accurately and in accordance with company procedures.

- Maintain operational oversight throughout every shift, ensuring service levels are consistently achieved.

- Support the team during high-demand periods and major incidents.

- Ensure appropriate deployment of Alarm Response Officers (AROs) and escalation to Police or emergency services
where required.

- Maintain full situational awareness across the monitored estate.

Performance & Quality

- Monitor response times, operator performance and service delivery against agreed KPIs.

-+ Conduct regular quality assurance reviews of alarm handling, CCTV investigations and incident management.
-+ Identify trends, risks and opportunities for operational improvement.

-+ Drive continuous improvement in processes, efficiency and customer outcomes.

-+ Ensure accurate record-keeping and incident reporting at all times.

People Management

- Recruit, coach and develop members of the Control Room team.

-+ Conduct regular one-to-ones, probation reviews and performance appraisals.

-» Manage attendance, holidays, absence and performance issues.

- Create a positive, engaged and accountable team culture.

-+ Deliver training and ensure all staff remain competent in systems, procedures and compliance requirements.

Customer Service

- Ensure customers receive a professional, timely and reassuring service during every interaction.
= Act as an escalation point for complex incidents and customer concerns.

- Work closely with internal departments to resolve operational issues quickly.

- Maintain strong relationships with customers, Alarm Response Officers and emergency services.

Compliance & Standards

-+ Ensure the Control Room operates in accordance with company policies, industry standards and relevant legislation.
- Promote best practice across CCTV monitoring, alarm handling and data protection.

=+ Support audits and maintain accurate operational documentation.

-+ Ensure all incidents are handled consistently and professionally.

Conditions

Hours of work  07:00-19:00 working a four-on, four-off shift rotation

Work base Foxley

Benefits In addition to a competitive salary, we also have a range of benefits which includes: competitive salary,
annual bonus scheme, company pension, life assurance, sick pay, Employee Assistance Programme, Mental
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Health Champions, Employee Benefits Programme and ongoing training and development, genuine career
progression opportunities, supportive and collaborative working environment.

Person specification and key skills

Essential

- Previous experience managing or supervising a CCTV Control Room, Alarm Receiving Centre (ARC), Security Operations
Centre (SOC) or similar 24/7 operational environment.

Experience leading and developing operational teams.

Strong understanding of CCTV monitoring and alarm response procedures.

Experience coordinating mobile response officers and emergency service escalation.

Proven ability to manage multiple live incidents simultaneously.

Excellent decision-making under pressure.

Strong customer service and stakeholder management skills.

Competent using CCTV, alarm monitoring and incident management systems.
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Good working knowledge of Microsoft Office

Desirable

- SIA CCTV Public Space Surveillance Licence (or willingness to obtain).
- Experience within the security industry.

- Knowledge of BS5979, BS8418 or relevant monitoring standards.

-+ Experience working within an NSI or SSAIB-accredited environment.

Personal Attributes

Exceptional attention to detail.

Strong operational leadership.

Calm and confident under pressure.

Excellent communication skills.

Decisive and solution-focused.

Highly organised with excellent prioritisation skills.
Strong coaching and mentoring ability.

High levels of integrity and accountability.
Commercial awareness.
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Commitment to delivering outstanding customer service.

Competency profile

- Continuous Improvement: Identifies and addresses gaps in own skills; supports change with a solutions-oriented
mindset.

Flexibility: Adapts effectively to shifting priorities and business needs.

Initiative: Proactively takes action and ownership of tasks.

Innovation/Creativity: Suggests scalable and imaginative solutions.

Loyalty/Commitment: Supports the team and organization, especially during challenges.

Coaching/Mentoring: Actively contributes to peer development.

Communication: Adjusts communication style based on audience; ensures mutual understanding.

R N .

Cultural Awareness: Respects and adapts to cultural differences within global business environments.
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Entrepreneurial: Understands business goals and acts with commercial awareness.
Influencing: Gains cooperation through persuasion and relationship-building.
Leadership/Motivation: Embodies company values and inspires others.
Negotiation: Balances needs of different parties to reach effective outcomes.

Teamwork & Cooperation: Shares information, credits others, and works collaboratively.

Decision Making: Weighs options, considers risks, and plans contingencies.
Managing Change: Supports and clearly communicates change processes.
Problem-Solving: Identifies root causes and implements preventive solutions.
Risk Taking: Assesses and justifies calculated risks, but seeks guidance as needed
Time Management: Effectively prioritizes tasks and manages workloads.
Customer Service: Upholds and evaluates service standards.
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