SHAW TRUST JOB DESCRIPTION

All Job Descriptions MUST be used in conjunction with the Standard Job Description Appendix

________________________________________________________________________

Role:  Service Delivery and Contract Manager           Reports To:  Operations Director
________________________________________________________________________

	KPI’s
	End to end delivery of a specified contract and its stated targets, goals and objectives, within a given geographical area 

	People Management
	Overall responsibility for all delivery staff including indirect of supply chain  

	Commercial Activity


	Marketing the services of Shaw Trust to employers and potential customers

	Customer Experience
	Ensuring Shaw Trust customers have a positive customer journey and have access to the most suitable solution for them.  Delivering the specified required service to internal customers

	Key Relationships
	Customers, employers, DEA’s, specialist referring agencies, all levels of direct team, other service delivery managers

	Leading Change
	Generating and delivering a customer focused culture and supporting direct team through any change

	Budget
	Responsible for managing allocated budget with authorisation to agree spend 

	Information Interpretation
	Receiving and disseminating regular reports/MI to the direct team.  Identify trends that impact on effective delivery of contract

	Meetings
	Service delivery managers, employers, line manager, direct team and supply chain

	Technical
	Understanding of employment related services and supply change management


	Aim of role

Responsible for the management and delivery of a specified contract within a given geographical area by translating the strategy into delivery.   Managing and developing a team leading to high level performance that complies with contract requirements




	Key Deliverables

· Accountable for the delivery of the contract, whether with direct employees or through subcontractors, ensuring budget and quality standards are adhered to

· Effective management and development of team members at all levels

· Ensure understanding of and compliance to all relevant policies, procedures and contract requirements, through dissemination and application by all team members

· Implementation of customer service standards and proven customer satisfaction

· Contribution to the planning and management of new services




	Performance Measures

· Specific goals and targets as specified in the contract

· Specific goals as identified through the performance management process

· Against the competency framework

· Specific standards against quality framework




	Skills

· Ability to lead, motivate and influence at all levels and with both internal and external stakeholders

· Commercial Understanding and contract management

· Strong communication and relationship management skills

· Budget and performance management

· Strong influencing and negotiating abilities

· Customer focus


	Essential Criteria; Experience and qualifications

· Proven experience of managing a highly target driven commissioned environment 

· Experience of managing and successfully delivering against large budgets

· Proven experience of effectively managing and developing teams

· Proven track record of managing many delivery arms and capacity building 

· Experience of marketing services and engaging employers or similar

· Excellent knowledge of statutory, corporate and voluntary sectors and a sound understanding of regional and district labour market issues

· Strong understanding of welfare to work environment




	Competency
	Level

	Planning and Organising
	

	Strategic Focus
	

	Interpersonal Skills
	

	Standards and Compliance
	

	Business and Financial Awareness
	

	Market Understanding
	

	Understanding and using Information
	

	Investing in People Progression
	

	Continuous Improvement
	

	Achieving results and objectives
	

	Establishing and Maintaining relationships
	

	Personal Development and Achievement
	


Shaw Trust are currently undertaking a review of employment terms and conditions which includes a  job evaluation exercise and as a consequence the grading / salary of some posts may be increased or decreased
 Recruitment assessment Criteria

· Competency Based Interview

· Group Exercise

· Role Play & Presentation 

· 16PF and feedback interviews

· Aptitude tests

PLEASE REFER TO PERSONAL PERFORMANCE PLAN FOR SPECIFIED TARGETS AND OBJECTIVES AGAINST GIVEN CONTRACT AND GEOGRAPHICAL AREA

Job Description Standard Appendix

Confidentiality

The post holder must maintain the confidentiality of information about clients, staff and other Trust business.  The work is of a confidential nature and information gained must not be communicated to other persons except in the recognised course of duty.  The post holder must meet the requirements of the Data Protection Act at all times.
Safeguarding
It is the responsibility of all employees to make the working environment safe and secure for all. Everyone must adhere to the 5 Rs in relation to possible abuse: Recognition, Response, Reporting, Recording and Referral. The Trust can only ensure its dedication to the protection of vulnerable people with the full cooperation of its employees.” 
Health and Safety

Employees must comply with the provisions of ‘The Health and Safety at Work Act 1974’ and must take reasonable care for the health and safety of themselves and of other persons who may be affected by their acts of omissions whilst at work.  Employees are also required to co-operate with their employer to enable them to perform or comply with any statutory provisions.  The Trust’s efforts to promote a safe and healthy working environment can only succeed with the full co-operation of its employees.

Equality & Diversity

The Trust has an Equality and Diversity Policy and it is the responsibility of all staff to comply with this.  The key responsibilities for staff under this Policy are set out in the Trust Code of Conduct.

Flexibility

This job description is intended to provide a broad outline of the main duties and responsibilities only.  The post holder will need to be flexible in developing the role in conjunction with the line manager.  The post holder may be asked to carry out any other delegated duty or task that is in line with their post.

