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Job Description

	Job Title:

	Executive Head - Customer Services 

	Strategic Team:
	Joint Operations Team

	Business Unit:
	Customer Services

	Responsible To: (day to day issues)
	Assistant Director Community & Customer Services 

	Accountable To: (line manager) 
	Assistant Director Community & Customer Services 

	Salary Grade: 
	Hay Know How Score 400 


	1. Key Purpose of Job

1.1. Responsible for the following professional functions: Customer Services, Revenue and Benefits, Libraries and Information Services.
1.2. Is responsible for the overall strategic direction and operational delivery of services covered in 1.1 above. 
1.3. To be a member of the Council’s Senior Leadership Team providing strategic leadership to facilitate the best outcomes for Torbay by:  

· Collaborating as SLT, within teams, across departments and with partners. 

· Being future focused. 

· Being adaptable. 

· Putting people at the centre of everything we do – both our staff and customers.


To do this by:

· Working with members and overseeing the good governance of the council. 

· Providing corporate direction and communicating this clearly. 

· Confronting budget issues and challenging our performance. 

· Supporting and challenging our colleagues in a safe environment to help tackle issues and develop opportunities. 

· Getting the best out of our teams and individuals. 

· Embedding our organisational values in everything we do.


	2. Anticipated Outcomes of Post

2.1. The delivery of an efficient, effective and professional business unit that as a minimum meets national and local performance targets and delivers high quality outcomes for the customer.

2.2. To develop the customer experience through one direct service to ensure an efficient and joined up service is delivered, underpinned by IT systems.

2.3. Responsible for the leadership, professional development and setting of performance standards.
2.4. To be the Council’s nominated Senior Information Risk Owner (SIRO) and Chief Information Officer (CIO).


	3. Key Duties  
3.1. To ensure that services delivered provide good value for money and are managed within allocated budgets.
3.2. To effectively manage the Council’s IT network (including network safety), and telephone system identifying needs and providing proactive solutions.
3.3. To plan and implement additions, deletions and major modifications to the supporting infrastructure.
3.4. To fully integrate Revenue and Benefits with Customer Services harnessing IT solutions.
3.5. To ensure the development, implementation and evaluation of strategies for the provision of the functions detailed in 1.1, which are responsive to the needs of the Council and are able to respond to changes in governmental direction and legislative change.

3.6. Systems and processes underpin customer focus and are integrated with arrangements to improve service delivery and community engagement.

3.7. Contribution to a culture of trust, openness and mutual respect in between officers and elected Councillors.

3.8. To participate in the corporate management of the Council. To operate with other senior officers as one leadership and management team, connecting across services and drawing together strategy and delivery as appropriate.  

3.9. To demonstrate the Council’s managerial leadership values and behavioural competencies – providing positive leadership, acting with openness, honesty and integrity, and instilling a clear sense of direction and priority. 

3.10. Leading people in an inclusive way to deliver strategic and operational objectives.

3.11. Early identification of risk and management of major issues that may be potentially sensitive or contentious.

3.12. Effective engagement with relevant communities.

3.13. Contribution to a culture of trust, openness and mutual respect in between officers and elected Councillors.

3.14. Sustain and improve the overall reputation of the Council and act in the best interests of Torbay through effective representation locally, regionally and nationally.
3.15. To oversee the plans to improve Customer services and associated Channel shift programme.
3.16. To deliver or commission print and post services, either in-house or through other providers.



	4. Give examples of the typical types of problems and decisions the post will be required to make

4.1. Resource prioritisation - Servicing requests for urgent unplanned/unbudgeted equipment/systems or servicing Ad-hoc Council wide Strategic Project Work.
4.2. Service delivery decisions - Encouraging/embracing Partnership working.
4.3. Strategy/Policy decisions - Establishing Service Delivery Standards, strategies and policies.
4.4. Technical decisions - Establishing innovative IT Solutions to solve complex Business requirements and make efficiency savings.

4.5. Standards/Policy decisions - Establishing Customer Services Delivery standards and technology enablement
4.6. Strategy decisions - Establishing Print & Post Room strategy; Decisions relating to high level Strategic Direction of Services.
4.7. Decisions on high value procurements (exceeding £100k)

4.8. Decisions concerning efficiency and staff restructures.

4.9. Decisions on all types of staff management. ie recruitment, Disciplinary, home working, training, etc

4.10. Decisions on Disaster recovery planning


	5. Budgetary / Financial Responsibilities of the post
5.1. Responsible for all aspects of Budget development and management within services outlined in 1.1 (CIRCA up to £8M)


	6. Supervision / Line Management Responsibilities of the post ( Please show / provide organisation structure as an appendices, showing official reporting lines
6.1.        To undertake the supervision of the Heads of Service within the team and ensure the regular supervision of each team member using identified mechanisms.

6.2.       To assertively and continually challenge teams and managers to improve performance.
6.3.        To establish annual objectives and ensure that these are cascaded to team members monitoring their performance through the Council’s appraisal process.




	7. Working Environment & Conditions of the post

7.1. Normal working conditions and environment



	8. Physical Demands of the post
8.1.  Normal physical effort

	


	9. Specific Resources used by the post 

9.1. None


	10. Key Contacts and Relationships

10.1. External - Central Government, Other Local Authorities, Other public sector 
organisations, The Council’s auditors, Private and voluntary organisations and employers
10.2. Internal - 
Elected Mayor,  Other Elected Members, Executive Director Operations and Finance, Assistant Directors, Senior staff across the Council, Trades Unions, Employees at all levels across the Council


	11. Other Duties

11.1. To undertake additional duties as required, commensurate with the level of the job.



	Other Information

a) All staff must commit to Equal Opportunities and Anti-Discriminatory Practice.

b) The Council operates a Smoke-Free Policy and the post-holder is prohibited from smoking in any of the Council's buildings (including Council owned and Council leased buildings, but excluding designated areas in residential schemes), enclosed spaces within the curtilage of buildings, and Council vehicles. The Council does not permit smoking breaks within work time, however, in services where the flexi-scheme is in operation, employees may take reasonable break times outside of core hours, in accordance with flexi-time arrangements.  Employees should follow the flexi-scheme procedure for agreeing time away from their duties in the normal manner with their immediate colleagues and line manager, with break start and finish times being recorded, as with any other break-time arrangement.  
c) The post-holder is expected to familiarise themselves with and adhere to all relevant Council Policies and Procedures.

d) The post-holder must comply with the Council’s Health and Safety requirements as outlined in the H&S policy appropriate to the role.
e) This post is based at the Town hall but the post holder may be required to move their base to any other location within the Council at a future date. 
f) You will be asked to complete a Criminal Records Self Declaration Form. Criminal convictions will only be taken into account when they are relevant to the post. You will only     be asked to disclose ‘unspent’ convictions

g) Torbay Council is committed to safeguarding and promoting the welfare of children and applicants must be willing to undergo the checks appropriate to the post applied for.  





Person Specification
	Note for Candidate
All Candidates
The supporting statement on your application form will be used to assess ability to meet the essential requirements of the role, so you should explain how you meet each of the numbered essential requirements within your supporting statement. 
 
In a competitive situation, the desirable criteria may be taken into consideration, so you are encouraged to show how you also meet each of the desirable criteria.
Candidates who consider that they have a disability
Reasonable adjustments will be made to the job, job requirements or recruitment process for candidates with a disability.
If you consider yourself to have a disability you should indicate this on your application form, providing any information you would like us to take into account with regard to your disability in order to offer a fair selection interview.

Where ever possible and reasonable we will make adjustments and offer alternatives to help you through the application and selection process. 

If you have indicated that you have a disability on your application form you will be guaranteed an interview if you clearly demonstrate in your supporting evidence how you broadly meet the essential requirements of the role.  




Person Specification

	Job Title:
	Executive Head – Customer Services 
	Strategic Team
	Joint Operations Team – Community & Customer Services
	Team/

Service:
	Customer Services


	Essential Skills and Effectiveness:

	Desirable Skills and Effectiveness:

	1. High degree of technology awareness.
2. Ability to influence and win the confidence of a wide cross sector of people within differing organisations.

3. Ability to monitor and evaluate services and practices to ensure agreed standards are maintained and intervene constructively where necessary.

4. Excellent analytical and performance management skills.

5. First class communication, ambassadorial and media management skills – ensuring that the reputation of Torbay Council is promoted at every opportunity.

6. Proven ability to lead change and to support services during periods of change and development, minimising the impact on staff morale and maximising and sustaining performance improvements to a service.

7. Champion the importance of continuing professional development – and role model good practice in this area.

8.  Able to think creatively and develop innovative solutions.

9. Manage conflicting priorities.

10. High degree of customer awareness.

11. Achievement and performance driven.

12. Ability to use judgement, tact and sensitivity.

13. High degree of personal integrity and political awareness and sensitivity.

14. Able to develop, negotiate and extend challenging outcomes and goals, make complex decisions based on facts and complete tasks to a high standard.

15. High level of financial acumen and ability to manage budgets and control costs.

16. Proven effective presentation and report writing skills.

Proven commitment to anti-discriminatory practice
	


	Essential Knowledge:
	Desirable Knowledge:



	17. Relevant professional knowledge of ICT technologies and future Government ICT strategies affecting Local Government.

18. Relevant professional knowledge of Information Governance functions, data Protection legislation, Government Data security requirements for Local Government.
19. Relevant professional knowledge of delivering a Corporate Customer Services function.

20. Relevant professional knowledge of delivering a Print & Post room facility.

21. Detailed knowledge of national and regional service priorities and the requirements for their local implementation in the context of the political and operational environment.

22. Excellent understanding of how best to achieve service outcomes with proven approaches to ensuring the correct approach is taken.  

23. A high level of knowledge and understanding of confidentiality, data protection and ethics.

24. Demonstrable and detailed knowledge of performance management and improvement models.

25. Understanding of wider local government issues and the political context and environment in which it operates.

26. Relevant legislation and wider issues in the context of the political and operational environment.
	


	Essential Experience/Achievements:


	Desirable Experience/Achievements:

	27. Relevant professional experience of ICT technologies and strategy

28. Relevant professional experience of delivering Corporate Customer Services.

29. Relevant professional experience of supporting Information Governance and data protection/security functions.

30. Relevant professional experience of supporting Corporate Print and Post room facilities.

31. Proven experience of developing strategic plans based on needs assessment and delivery of required outcomes.

32. Experience of developing and implementing new ways of delivering services and innovative working practice to succeed in achieving and maintaining service improvements and achieving best outcomes for service users.

33. Experience of successfully planning for and contributing to relevant audit and inspection processes.

34. Successful senior leadership role within a relevant organisation.

35. Experience of leading and managing large, complex teams and working within partnership arrangements.

36. Proven experience of successful project/programme management.

37. Experience of managing large and complex budgets.

38. Proven success in contributing to larger “corporate” agendas, ensuring that services are informed by the Council’s agreed economic, environmental and social priorities.

39. Competence and confidence in working with elected members, regulators and partners.


	1. Commercial experience in a related field

2. Public Sector expertise


	Essential Qualifications/Professional Memberships:


	Desirable Qualifications/Professional Memberships:



	40. Relevant professional qualification or equivalent experience
41. Relevant degree or equivalent qualification
42. A recognised management qualification (e.g. ILM, Institute of Management) or equivalent experience.


	43. A recognised qualification in project management (e.g. Prince2) or equivalent

44. Higher degree or equivalent




	Essential – Other requirements of the job role  

· Ability to travel efficiently around the Bay/South West/UK  in order to carry out duties

· Ability to accommodate unsociable hours

· Ability to accommodate on-call working

· Ability to accommodate occasional home-working 
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