Professional Cleaning Maintenance Co Ltd (PCM)
Job Information - Business Manager
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1. Background

Professional Cleaning and Maintenance Co Ltd (PCM) was established in October 1986. Nick Barlow first started working at PCM in 1989 as a cleaner when the business was based in the Triangle Centre basement in Cashel Mall. Nick’s wife Jenny was also briefly an employee in the early 1990’s. Fast forward to 2005 and Nick and Jenny were presented with an opportunity to buy the business, an opportunity too good to pass up. With the Triangle Centre office only just big enough to swing a cat and central city traffic a nightmare at the best of times, the opportunity to move to a larger premises, that was still close to the central city, was taken and PCM has been located at the current Saxon Street site since 2002.
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2. PCM Today

PCM provides commercial cleaning and maintenance services to around fifty Christchurch city central businesses. The majority of services are provided by about sixty evening part time and casual cleaners working from 5pm to 9/10pm with 10 full time daytime cleaners working from 6am to 2pm. Services include vacuuming, window cleaning, floor buffing and mopping, cleaning; toilets, showers, walls, drains, stairs, decks, verandas, and foyers, polishing, clearing and cleaning car parks and gardens and office and building maintenance (e.g. changing light bulbs, fitting dispensers, etc) that don’t require a tradesperson.
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3. Staff

Nick Barlow – Owner / Managing Director
	While Nick is not keen on fancy titles the reality is Nick is the Managing Director and responsible for the day – to – day and 
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strategic running of PCM. Nick works the most hours, makes and wears the big decisions and is primarily responsible for shaping the culture of PCM. With wife Jenny (Director) and daughter Emma (Accounts) critically involved, Nick has very much created a family business despite having around 80 staff. Nick seems to have achieved this by valuing the contribution of each and every staff member, by treating them with absolute respect and compassion. 
It was fascinating to watch Nick acknowledge every single staff member by name at morning tea when they filed in from their morning shift. Nick has been described by staff as “easy going”, “committed”, “jovial”, “a great guy”, and “too nice sometimes”.

Nick is a proud grandparent with the sixth grandchild arriving in November this year; a week after their youngest daughter Jessica gets married. Daniel, Nick’s oldest child from his first marriage, has also worked for PCM and he has four children. 
Nick suspects he was born on a motorbike and currently owns a touring 1998 Triumph Trophy 1200 that he sometimes jumps on to enjoy a coffee at Hanmer Springs, just to get the day started. Nick is also a Community Compassion Trustee through his church Grace Vineyard. 
The Business Manager vacancy has arisen because Nick has shouldered a lot over the years and is ready to play a lesser role and hand over significant responsibility to someone with new ideas and expertise to assist in streamlining and expanding the business.
Jenny Barlow – (Director) Payroll / Wages

	Jenny works full time managing staff payroll / wages, personal files, kiwisaver, and everything to do with tax and the IRD.
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Jenny first did a stint with PCM in the late 1980’s as a night supervisor but has spent most of her working life with NZ Health Care as a support carer (7 years) and with Barnardos as a home carer, (16 years) working with children with special needs and elderly, all while raising Emma (25yrs) and Jessica (22 years). Jenny loves the family atmosphere of PCM and that she can spend time with her husband, daughter, grandson and Sacha the dog all in a day’s work. Perhaps most importantly though, Jenny likes being able to give people that are having a hard time finding a job an opportunity to get back on their feet, not to mention the flexibility PCM can allow when personal circumstances require time out. Jenny finds the bureaucracy and the complicated and ongoing administrational demands her biggest challenges.
Greg Dench - Assistant Daytime Manager
	Greg has been with PCM for seven years and for him it is also personally a family business with son Jamie also an employee. 
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Greg is the go to guy and is responsible for communicating with clients to determine their latest and forever changing needs. You’ll find Greg either at the office or out and about ensuring everything is as it should be. Greg and his wife Amanda have nine kids between them, five his own and four he inherited. They also have a 12 month old granddaughter. Greg has a wide range of previous work experience having worked as a supervisor at the Northland Foodcourt, a custodian at Merivale Mall, as a butcher, for NZ Forest Service and for three cleaning companies. Greg is described by other staff as a “fantastic guy”. Greg is a car enthusiast and the proud owner of a somewhat modified VR4 Mitsubishi Legnum.
Emma Hastie – Accounts

	Emma (and 23 month old Nate) works part time and has been at PCM for four years. She is responsible for all
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the banking, accounts, GST and entering everything into MYOB. Emma is very appreciative of being able to work somewhere with such a great atmosphere and flexibility.  She also values having keen and capable babysitters on tap; although 23 month old Nate is already eyeing a pay packet and some staff to boss round, so the task is more one of reining him in! Emma will cut back to 1-2 days a week after the arrival of number two. 
Brian Richardson – Technician 

	Brian was offered a maintenance / technician position with PCM as a friend of Nick’s from Grace about three years ago. Prior to that Brian               was   a   Pastor  at   
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a New Life Church in Rangiora where about seven years ago he had the very unfortunate experience of being diagnosed with Chronic Fatigue Syndrome a neurological disease that results in severe mental and physical exhaustion. While now almost fully recovered Brian enjoys working in a position with significantly fewer stressful demands and in a relaxed atmosphere. With an early background as an electronics technician Brian is responsible for electrical and building maintenance and installations, as well as assisting Nick with administration and cleaning inspections. While Brian is focused on efficiency and ensuring things don’t fall through the cracks he is happiest with his hands dirty. Brian has been described as a “lovely guy” by a number of other staff, has a great sense of humour and again appreciates the flexibility that PCM offers. Brian has four adult children ranging from 18-29 years, three based in Christchurch and one spending most of his time on the Wanaka ski slopes.
Jude Bowick -Night Staff Manager
Jude is the most experienced PCM staff member, having been employed for more than 23 years. Jude and Wendy are based in the office from 5pm to 8.30-9pm but are also on call beyond those hours. Jude is responsible for managing the evening cleaners and ensuring the right person with the right equipment, keys and cleaning products turns up and gets the job done. Recruiting new staff and finding replacements when staff are sick or absent is a major focus. 
With 60+ staff to manage, some more reliable than others?, it’s a busy job and can be quite stressful especially when the company’s goal is to not just do what’s required, but to take initiative and go the extra mile. Staff come from varying backgrounds many from very difficult families where drug and alcohol abuse and violence are all too common. Jude has learnt firm boundaries and clear instructions are critical but not as important as showing understanding and compassion. 
Jude wouldn’t work anywhere else commenting that “Nick and Jenny are GREAT people to work for”. Jude’s husband works as an orthotist (medical engineer) at the hospital and she has two daughters. Jude keeps really busy and likes reading, gardening and time with her girls and grandson over watching TV. Jude is excited about this appointment saying “Nick’s got too much on his plate and it’s the right time to get someone to assist and ease the burden.”
Wendy Fuller – Assistant Night Manager
Forty seven year old Wendy is Jude’s right hand lady or sidekick. Wendy’s got a heart of gold and will do anything apart from the confrontational stuff with staff, that’s not her strength. Wendy is married to Chris who works at Mico Wakefied, and they have three grown children, two boys and one girl. Wendy has worked at PCM for the longest of the office staff at 24 years although there are evening cleaners with more than 30 years experience. Wendy forms a highly competent and respected team with Jude.
Daytime Cleaners (Full Time)
Jamie, Pete, Christina, Jenny, Kalvin, Matt, Rex, Casey and Vanessa make up the rest of the daytime team that work from 6am to 2pm and are in the office from 10am-10.30am for morning tea every day. Unlike the part-time and casual cleaning staff that work the evening shift, the daytime cleaning staff get to know the admin / office staff really well.
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4. Culture

Just about every daytime office staff member reflected on PCM as being very much a family business. While this may well be due to three key staff coming from the same family it appears to also reflect the atmosphere at PCM. Everyone is treated equally with genuine respect and compassion. Christina a daytime cleaner that has been with PCM for 4½ years recently spoke at a Toast Masters Evening choosing the topic of “Why I love my job.” “I realized what wonderful bosses I have... they really do care. We are treated with kindness and courtesy and everyday when we finish at 2pm each one of us are thanked or acknowledged in same way for our services. ...we are so fortunate to be in a work place that fosters a healthy outlook, team spirit and job satisfaction.” 

Furthermore the directors and admin staff regularly lead by example, getting on the end of a mop or vacuum cleaner and getting their hands dirty when numbers are down or new staff need guidance or support. 
PCM is a very flexible employer. Whether it’s a special occasion, an unanticipated emergency or poor health, others are ready and able to step in and take over or offer support. 
The mood at PCM is jovial, there’s plenty of chatter, time for a laugh and interest in others wellbeing. The compulsory 30 minute morning tea is a time for day staff to get together and catch up and share experiences, difficulties or just have a yarn. 

This is not to say that high standards are not expected. Commercial cleaning is not a gold mine and only hard work, carried out day in day out enables a cleaning business to survive. The expectation at PCM is to not just to do what’s required but to spot opportunities to go the extra mile and make it easy for clients to say “you did a great job with that, do you want to make that part of the contract?” 
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The flip side of a running a business with such a strong family feel and such high levels of trust is that there are opportunities for staff to push the boundaries and sometimes some staff, especially the newer ones, might take advantage of this and take more than they give. While PCM has surprisingly few disruptive staffing issues there’s always the odd tricky challenge to keep everyone on their toes. 
5. The Future

There is also a real desire to grow the business. PCM probably only has 1% of the commercial market. The possibility of diversifying into new markets (not shopping malls as weekend work is not desired) or supplying sanitary, kitchen and bathroom products is also a possibility, as is picking up additional gardening and maintenance contracts. The only thing that is holding the business back is the time and expertise to invest into a marketing strategy that will pay dividends. A specific and complementary future project that the Business Manager could lead is the creation of a PCM website.  
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6. Business Manager – The Role
The appointment of a Business Manager is a huge step and investment for Nick and Jenny. The expectation is to recruit someone that can help raise the bar. One of Nick’s strengths is he knows his weaknesses. He has identified definite opportunities for better use of technology (including increasing staff computer skills), more strategic planning and execution, more efficient procedures and processes, greater documentation and making staff more accountable. 

This position will require the successful applicant to bring new skills to the table, to be proactive and innovative in exploring new ways of doing things. While they will report to Nick, the reality is that Nick and Jenny will seem more like friends or colleagues than bosses.
While the Business Manager will be expected to personally get to know staff, clients, and suppliers they will spend most of their day in the office at Saxon Street. Demands will be varied from crisis management to strategic planning. While there is a job description for this position it only contains a basic outline. This may well look quite different in the months to come, especially as the new Business Manager makes their mark. 
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While this position will be challenging, there is a HUGE opportunity to make a difference. New ideas will be welcomed with open arms. The Business Manager will be well supported especially for the first 3-4 months but as time passes they will take on more and more responsibility. One of the main reasons behind this appointment is so Nick can extract himself more and more from the business. The expectation would be that in time the Business Manager will feel 100% comfortable being totally in charge, allowing Nick and Jenny to take a decent holiday without remaining tied to the business.

The salary band for this position is currently $35-40,000. The word “currently” is very relevant. While the salary band might seem modest, the Business Manager will be well placed to help increase revenue and therefore profitability and make the cake bigger. In many ways the ball is in your court.
7. Ownership Possibilities

If the new Business Manager is prepared to make a long-term commitment to PCM he/she could eventually be given the opportunity to obtain ownership in the business. This would of course be with mutual agreement and following a number of years of committed service. This is a direct reflection on the amount of responsibility the Business Manger will have as well as appropriate recognition for long term commitment. Those looking for a job for one-two years are probably best not to apply. Nick and Jenny are looking for a commitment of at least two to three years, but ideally longer.
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8. Skills Required

It is essential that the new Business Manager has the same fundamental values of the PCM Directors and staff. The desire to help, always do an excellent job, be friendly, trusting and courteous, treat everyone with respect and turn up each day determined to enjoy their job. This is absolutely critical and so will be keenly assessed throughout the recruitment process. 

The Business Manager needs to have a good understanding of what makes a business tick. Ideally you will have experience and / or training in staff management (HR) marketing & sales, finance & accounting and administration and IT. While some insight or experience in commercial cleaning would be ideal, this is not a necessity and the workings of the industry can be learnt. Applicants may have a degree in business management/ studies but alternatively might have had a range of small business experience   where   they   have   learnt
	through experience. Because the Business Manager needs to be a “jack of all trades” they are not expected to be an expert in each of these
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areas (PCM has an accountant), as long as they are able to find out what they don’t know from books, the internet and the experts. The secret is having the confidence, the willingness to learn and get up and go.
From an IT perspective the Business Manager will need to be familiar with email, MS Word, Excel and at least some basic experience with databases. Computer systems knowledge / experience would be a bonus.
9. Practical Exercise

	An important part of the recruitment process is to demonstrate your ability. Please create a new document by copying the scenario and questions below, completing it and naming it Practical Exercise <first name> <last name>. e.g. “Practical Exercise – Sally Brown” and upload with your CV and cover letter. Applicants that do not submit the practical exercise are at a significant disadvantage and 
	[image: image16.jpg]


 
[image: image17]


are highly unlikely to be shortlisted. We anticipate you will spend approximately 20 mins completing this exercise and thank you for taking that time. Feel free to use bullet points.
Scenario:

You are the new Business Manager at PCM.  A newly employed day time cleaner, Rachel, has failed to show for her third shift with no explanation. She was on time for her first shift and did a really good job and then rang in “sick” for her second shift. You’ve heard from her supervisor that “she’s a good kid” and deserves a chance but you’ve also been told by another cleaner that she saw her really drunk in town late the night before her third shift and at that point had doubts that she’d be sober enough to be working early the next day.

1. What are the issues you need to consider?  (no more than 70 words)

2. In order to resolve this situation, what would you do next? (no more than 80 words) 

10. Application Process

To apply for this position please complete the online application form at:

www.hrdirection.co.nz/vacancies.html
Please attach three Microsoft Word documents

1. Your cover letter

2. Your curriculum vitae 

3. Your answers to the scenario above (the practical exercise).

Your curriculum vitae should include recent work experience, evidence of relevant skills, attributes and any qualifications, as well as answers to the scenario questions above. Please address your cover letter to Nick Barlow explaining why you are interested in this position. 

(Additional tips on CV preparation at:   www.hrdirection.co.nz/cvprep.html )

If it is not possible to apply online you can post your application to:

Professional Cleaning Maintenance Co Ltd
c/o HR Direction, 

P.O. Box 1079
CHRISTCHURCH

Queries to esther@hrdirection.co.nz  in the first instance or phone Simon, at 977 1972.  If we miss your call (the office is often unattended) please leave a message and we’ll get back to you within 24 hours. BUT please read all the information contained in this document first, we sometimes field questions that have already been answered.
Applications close 5pm, Tuesday 29 September 2009

You will be updated on the status of your application no later than 5pm, Wednesday 1 October.

We sincerely thank you for your interest and the time you have taken to apply.

Simon Panckhurst, Viv Frodsham and Esther Dunstall   (HR Direction)



	c/o Nick and Jenny Barlow

Professional Cleaning Maintenance Co Ltd
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