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	Service Delivery Manager
	


	Category
	Essential
	Desirable

	Commitment 
	· to deliver high quality, innovative services for older people in Sheffield [AF, I, GD]

· to the highest standards of professional and corporate conduct, accountability and openness [AF, I]

· to facilitate independent living for older people [AF,]

· to a flexible, person-centred approach [I,GD]
	

	Customer focus and operational management
	· ability and commitment to deliver excellent, flexible, person-centred customer service [AF, I]

· ability to raise customer expectations, make realistic promises and deliver them [AF,  I, GE];
· ability to deal effectively with complaints at a service level (I)
· ability to act as lead for safeguarding referrals [AF,I]
· understanding of the health and social care system and services available to older people [AF, I]

· ability to develop systems to ensure quality of data inputted onto customer management system [AF, I]
· experience of delivering customer engagement [AF, I, GD]
· creative problem solving [AF]; 
· ability to actively listen and hear [AF, I, GD,]
· receptive to constructive critical feedback [GD];
· friendly and approachable; [ I GD,]
· unruffled by the unexpected; [I GD,]
· flexible and responsive ‘can-do’ approach [AF,  I, GD,]


	

	Leadership and people management skills
	· excellent people management skills [AF,I]
· excellent networking skills [AF, I];
· ability to act as a role model, demonstrating: drive, enthusiasm, high professional standards and achieving results [AF,  I];
· ability to inspire trust, confidence and commitment [ I,]
· experience of staff/volunteer training and professional practice development [AF, I];

· experience of implementing staff policies and procedures [AF,I]
· ability to engage, influence and communicate effectively with a wide range of people [AF, GD, I,]
· highly organised and confident organiser; [AF,  I].
· ability to help others learn from their experience [AF, I].

· negotiation and conflict resolution skills [I,]
	

	Experience/Qualifications
	· proven experience in a supervisory/management role within a voluntary or public sector organisation [ I, AF]
· experience of partnership working with other voluntary or public sector organisations [AF, I]

	management qualification


	Monitoring, evaluation and quality standards
	· ability to delegate, take responsibility and account for performance in a pressured environment [AF,  I]
· ability to deliver objectives within a performance management framework [AF,  I]
· ability to collate, analyse and report on complex information [AF,  I] 
· experience of delivering services in accordance with quality standards [AF, I]

· experience of monitoring outcomes, project evaluation, data analysis and reporting [AF, I]

· sound understanding of health and safety and its application in the workplace[AF, I]

· experience of working in accordance to external quality standards for example CHAS, ISO,  [AF, I]
	

	Service development and promotion
	· ambition to make a difference [AF, I]
· experience of implementing new services or projects [AF,I]
	experience of project management [AF, WE]

	Resource management
	· experience of people management [AF, I]

· experience of managing conflicting priorities [AF, GD, I]
· ability to allocate referrals making judgements about the relative urgency and priority of cases [AF, I]
· commitment to working within Age UK Sheffield staff policies and procedures [AF, I]
· ability to manage service budgets [AF, I]
· ability to work to tight timescales [AF,  I]
	

	Team working
	· experience of managing and motivating staff/volunteers/student teams [AF, I]
· ability to work flexibly with others, outside normal office hours if required [AF, I]
· commitment to supporting others to achieve above average performance [, I] 
· commitment to deliver the objectives of Age UK Sheffield and those of our partners [AF, I]

· ability to work on own initiative, accept responsibility and report on performance [AF, I]

· ability to liaise effectively with colleagues [AF, I, GD]

· experience of and ability to manage own and others performance in a pressurised and rapidly changing environment [AF, I]

· ability to step back, reflect and learn from experience, as a member of a team [AF,GD, I, ]

· ability to respect differences of opinion and be open to challenge [AF, GD,I]
	excellent inclusive and facilitative team leadership skills [AF, PE,]



	Communication and interpersonal skills
	· excellent interpersonal, verbal and written communication skills [AF, GD, P, I,]
· ability to overcome barriers and communicate with individuals experiencing memory loss, communication difficulties and fluctuating capacity [AF, I,]
· ability to present to a range of audiences in appropriate and accessible formats [AF, P,  I]
· ability to remain calm when under pressure and to be reliable at times of crisis [I ]

· good ICT skills [AF,  P]
	

	Work related circumstances
	· evidence of continuous professional learning/improvement [AF, I]
· evidence of learning from mistakes [AF, I, ]
· willingness to participate in on going education, training and/or learning programs [AF, I]

· ability to travel locally [AF, I]

· ability and commitment to working within professional boundaries [ I]
	· Full UK driving license and access to a car


When filling in your application form, please show clearly how your skills, knowledge and experience match with the list above. These skills, knowledge and experience can have been gained in either a paid or unpaid capacity.
AF = Application Form; GD = Group Discussion; I = Interview; P = Presentation 

Recruitment process

1. Assessment of application form.

2. Assessment of observed group discussion 

3. Assessment of presentation 
4. Interview

Topic for Group Discussion: As a group devise a plan for increasing levels of involvement of older people in service delivery and design at Age UK Sheffield??
Topic for Presentation: Describe a challenge you have faced whilst managing a service. How did you overcome the challenge, what was your learning from it and would you do anything differently?
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