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	Reports to:
	Head of Service
	

	Employee Management:
	4 Managers, 66 employees
	Grade:
	10
	Profile Ref:
	106106

	Purpose of the Post

	To lead and manage the team through continuous change and service improvement to customer service delivery, working in partnership with both internal and external customers, to redesign, develop, improve and deliver services for the public, ensuring that statutory responsibilities and excellent standards are maintained 

	Responsibilities

	· Manage and deliver complex service improvement programmes, projects, systems and operating models, making adjustments to working practices to ensure statutory compliance and continuous improvement in service delivery.

	· Be responsible for the leadership and management of a team of employees, providing direction and co-ordination of workloads, support and guidance, dealing with recruitment, motivation, training, performance & development reviews, welfare, absence and discipline issues as appropriate.

	· Provide professional advice, including the interpretation and development of strategies, policies and procedures, and the implementation of national or regional initiatives. 

	· To be responsible for co-ordinating business change activities within area of responsibility and to continuously review and evaluate service provision to ensure it is fit for purpose, drives continuous improvement and is effectively using available resources.

	· Contribute to the development of a customer focussed approach, audience development plans, public consultation and customer engagement, marketing the Service in a positive and professional manner.

	· Develop and deliver briefing and training sessions for staff, partners and external organisations.

	· Research, prepare and deliver reports, briefings and presentations to a range of audiences. 

	· Lead on the face to face delivery of services , ensuring an effective and efficient service to meet a diverse range of customer needs.

	· To have a thorough understanding of and utilise all systems relevant to the delivery of functions within area of responsibility, analysing and using data to inform decision making.

	· Undertake specific project work as required.

	· Proactively liaise, negotiate and collaborate with internal and external stakeholders including managers, employees, councillors, members of the public and partnership agencies.

	· Keep abreast of wider developments to enhance the service accordingly, to satisfy internal and external demands.

	· Comply with all health and safety regulations, legal requirements, statutory requirements, standing orders and financial regulations of the Council.

	· Undertake performance management and complex data analysis and interpretation, promoting quality practice and service delivery, ensuring continuous improvement and providing relevant information to partner services.

	· To be responsible for the monitoring of the relevant service budget and any allocated budgets or grant funding.

	Education and Training
	Measure
	Rank

	· Level 5 Diploma in Management or Leadership
	A/C
	E

	· Project management training
	A
	E

	Relevant Experience
	Measure
	Rank

	· Experience of successfully creating and leading high performing teams in a customer facing environment 
	A/I
	E

	· Significant experience of having led teams successfully through periods of change
	A/I
	E

	· Significant experience in either a customer service or public library environment, delivering direct services to the public
	A/I
	E

	· Experience of business process re-engineering and relevant methodology
	A/I
	D

	· Experience of presenting information verbally, at meetings and by developing and delivering presentations, briefings and training sessions
	A/I
	E

	· Experience of working in partnership and engaging with others to build productive working relationships
	A/I
	E

	· Experience of identifying skills gaps, training needs and new working practices
	A/I
	E

	General and Special Knowledge
	Measure
	Rank

	· In depth knowledge and understanding of relevant national and local government policies, legislation and developments, including statutory responsibilities.
	A/I
	E

	· Significant knowledge of change management principles, frameworks and tools
	A/I
	E

	· Knowledge and understanding of managing large scale operational services.
	A/I
	E

	· Knowledge of the pressures facing local government and external organisations, especially in relation to the need to work productively with partner organisations.
	A/I
	E

	· A strong commitment to deliver excellent customer care.
	P/I
	E

	· Working knowledge of Microsoft applications
	A/I
	E

	Skills and Abilities
	Measure
	Rank

	· Strong communication, negotiation and interpersonal skills with the ability to anticipate problems and deal with a variety of internal and external stakeholders.
	P/I
	E

	· High professional standards, including a well-developed ability to manage a challenging workload under pressure and to deadlines, using own initiative and demonstrating skills in work prioritisation, organisation and time management.
	A/I
	E

	· Ability to assess the impact of change and the interdependencies across Services and apply judgement, evaluation, risk assessment and problem solving skills to inform, advise and provide solutions.
	A/I
	E

	· Ability to work with internal and external customers and partnerships, sometimes in areas of tension and conflict to deliver common goals.
	A/I
	E

	· Accurate and methodical in the preparation of documentation, data or information and ability to present information verbally at meetings and by undertaking formal presentations, relevant to the designated audience.
	A/I
	E

	· Ability to demonstrate a creative and innovative approach to service delivery and audience development.
	A/I
	E

	· Ability to manage conflict in a changing organisational environment.
	A/I
	E

	· Ability to demonstrate leadership, work predominantly on own initiative, present a positive attitude and support and motivate team members
	I
	E

	Additional Requirements
	Measure
	Rank

	· Willing to work flexibly in accordance with policies and procedures to meet the operational needs of the council.
	A/I
	E

	· Willing to undertake training and continuous professional development in connection with the post.
	A/I
	E

	· Work in accordance with the council's vision, priorities, values and behaviours.
	I
	E

	· Able to undertake any travel in connection with the post.
	A/I
	E


