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Job description -Service Delivery Manager 

Post Full-time: 36.25 hours per week 

Accountable to  Head of Service Delivery & Standards  

Employing authority Age UK Sheffield 

Salary £30,000 – £33.000 (dependant on experience)

Office base Eyre Street 

Duration of post Permanent subject to continued funding 

Purpose of post To lead the front line operational delivery of contracted and paid for services for older people living in Sheffield. 

Reporting to the Head of Service Delivery & Standards the Service Delivery & Standards Manager is responsible for the day to day management of services and will contribute to the overall management of the organisation 

To organise work to achieve maximum effectiveness and efficiency. 

Responsible for: Individual Services & Project Leads, Service Coordinators and Volunteer Coordinators providing support and advice to the individual teams to ensure the continuous smooth running of all Age UK Sheffield’s Services delivered to our customers. 

Main Duties and responsibilities 

1. Monitoring and addressing day-to-day demands on operational service, ensuring that service targets and contractual obligations are met. 

2. Supporting the Head of Service Delivery & Standards  on the implementation of quality systems for operational services and ensuring that regular service reviews and spot checks are scheduled and carried out to ensure high quality, efficient and effective service delivery and, where areas for improvement have been identified, ensuring any changes necessary are implemented to ensure high standards of service. 

3. Implementation of health and safety policies and procedures, responsibility for co-ordinating a portfolio of periodic risk assessments; reporting and escalating any issues that may endanger or harm others. 

4. Ensuring team delivery of key performance indicators and taking the necessary steps to anticipate and remedy problems as they arise. 

5. Working with the  Head of Service Delivery & Standards and individual teams to deliver what is important to funders and commissioners and the customers they support to achieve individuals outcomes, service and organisational outcomes 

6. Undertaking the Duty Manager role, allocating referrals, making judgements about the relative urgency and priority of cases. 

7. Providing guidance, support manage and direct management to Service & Project leads, Service Coordinators and Volunteer Coordinators to ensure the highest levels of performance and standards of conduct at all times, taking advice and action to swiftly address any concerns. Providing essential HR support, knowledge and advice to enable them to develop and be supportive to manage their own individual teams well. 

8. Manage sickness absence and performance in accordance with policies and procedures 

9. Ensuring all staff are supported and developed through induction, on the job coaching, individual supervision, group supervision and appraisals, training programmes and identifying and promptly addressing learning and development needs. 

10. To support Service & Project leads, Service Coordinators and Volunteer Coordinators to be able to deploy staff resources efficiently and effectively, including the management of rotas, additional hours, and use of bank staff. To ensure staff additional payments, invoices, etc. are processed correctly accordance with financial procedures. 

11. To support the Head of Service Delivery & Standards to ensure that accurate records are maintained for all services provided and payments received in respect of any charged-for services. To ensure that staff are aware of and comply with financial controls, including delegated authorities, cash handling and expense claim procedures. 


12. To be a point of contact for safeguarding and to escalate cases to the Head of Service Delivery & Standards ensuring safeguarding awareness is integrated into practice and making referrals to and liaising with the Local Authority 

13. To support the Head of Service Delivery & Standards to Investigate complaints, grievances and conduct disciplinary meetings as necessary and to manage, record and investigate Incidents, accidents, and data breaches.

14. To support in the recruitment of staff as part of the selection panel, ensuring compliance with Recruitment and Selection Policy and Equality legislation 

15. Identify, establish and develop relationships with specialist services and community- based groups and organisations for referrals into Age UK Sheffield services. Ensuring that services are accessible and meet the needs of customers from a diverse range of backgrounds and are representative of the needs of local communities 

16. Monitor, review, evaluate and provide regular service reports for funders and statistical data to ensure compliance with all quality and reporting requirements. 

17. Coordinate activity to monitor service quality and customer satisfaction including customer surveys, interviews, outcomes monitoring and focus groups Identify and enable meaningful opportunities for customer involvement in shaping services 

18. Ensure all records, staff and customer data are managed in line with Data Management and Information Governance Policies 

19. Undertake appropriate training, as required, including: service specific training, induction and ongoing programmes and professional events. 

20. Implement all Age UK Sheffield policies and contribute to their further development, as necessary. 

The post holder will work with the Head of Service Delivery & Standards to: 

· Represent Age UK Sheffield to partners in the public, private and voluntary sector locally, regionally and nationally as appropriate. 
· plan and prepare for the annual audits and inspections by accredited/regulatory bodies, ensuring that operational services exceed these requirements 
· Deliver the strategic plan 
· Develop new and innovative service models 
·  Implement new services 
·  Support the Head of Service Delivery & Standards in the effective management of service  budgets.
· Ensure services are financially viable and achieve full cost recovery 
· are promoted to all key stakeholders, customers and clients; 
Approach 

· Ability to plan and prioritise a complex workload 
· Proactive, outcome and solution focused 
· Committed to delivering best practice 
·  ensure customer-focused approach of all staff, volunteers and students and promote a flexible ‘can do’ approach across the organisation; 
· flexible attitude to the demands of the post and the needs of the organisation  empowering Age UK Sheffield customers to take control of their lives and the decisions affecting them 
· spotting opportunities and making it happen 
· motivate staff, volunteers and students to achieve excellent performance; promote shared values with all staff, students and volunteers; 
· promote diversity 
· continuous development 
· working strictly with the resources available 

Most challenging part of the job 

· managing multiple services and contractual targets 
· managing teams remotely 
· balancing competing priorities 
· delivering services within a changing and developing environment and meeting the needs of a diverse range of stakeholders; 

Communication and working relationships 

· with customers, family and professionals 
· with Age UK Sheffield staff, volunteers and students; 
· with referring agencies, GP practices and other health and social care  professionals 
· with Age UK National 
· with designated student social workers; 
· with Age UK Head of Service Delivery & Standards for supervision and annual review; 
·  with voluntary, community and faith sector organisations. 
· With SMT


Arrangements to complement this post 

1. Induction 

Induction will be developed in partnership with the new starter and will include all Age UK Sheffield’s policies and procedures e.g. Health and Safety, Confidentiality and provide the opportunity to shadow existing staff as they deliver Age UKS services. Safeguarding Vulnerable Adults and Children training will be completed within 6 weeks of commencement of employment in line with Age UK Sheffield Safeguarding Vulnerable Adults and Children Policy.
 
2. Hours of work 

36.25 hours per week.
 
3. Probationary period 

Employment is subject to a satisfactory probationary period of 6 months. During this time your performance and conduct will be reviewed and assessed. The probation period may be extended. 


4. Special requirements 

Appointment is subject to a satisfactory Disclosure and Barring Service (DBS) check at enhanced level. Continued employment is subject to satisfactory DBS checks undertaken at least every two years. 

5. Mobile phone and Laptop 

You will be issued with a mobile telephone and laptop that must be carried with you during working hours (in line with Age UK Sheffield Mobile Telephone procedure). 

6. Shared Learning and Peer Sessions with the Team

Regular Sessions

7. 1-1 Support Sessions

1-1  support sessions with the Head of Service Delivery & Standards to be used to support the post holder’s personal development as  learns the new role. 

8. Software 

A bespoke software system has been designed to support the delivery of all Age UK Sheffield services.
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