EAST SUSSEX COUNTY COUNCI[image: ]L JOB DESCRIPTION
Job Title: Team Manager Customer Services
Department: Communities, Economy and Transport
Grade: Local Managerial Grade 3
Responsible to: Head of Customer, Library and Information Services
Responsible for: The Customer Services Team
Purpose of the Role:
The way we serve our customers is continually changing due to customers’ needs and different ways of communicating and accessing information. This role is central to understanding the needs of the customers and shaping how we deliver services for those needs, based on customer feedback.  This role leads and delivers on key developments aimed to improve the customer experience for our residents, service users and customers. Developments are overseen by our Customer Experience Board and this role reports to the Board on projects which improve customers’ journeys when they interact with the Council.
Leading our Customer Services Team you will oversee the Council’s Customer Services which are responsible for our customer experience programme and investigating formal complaints.  Supplying information for Freedom of Information and Environmental Information Regulations requests. The team also responds to all requests made under the General Data Protection Regulation (GDPR) and Data Protection Act for information which the Council holds about people (Subject Access Requests), which they are legally entitled to access.  In addition, the team is responsible for the governance of how the County Council manages and holds its records.
The postholder works closely with staff, customers and contractors across all of the Council’s services in order to provide guidance and expertise to staff in fulfilling the Council’s Customer Promise and providing excellent customer service. The postholder advises and supports the Customer Services Team in resolving complex corporate complaints and managing information requests in accordance with statutory requirements (under the Freedom of Information Act, Data Protection Act, and Environmental Information Regulations). In addition, the postholder supports the team lead on the Council’s approach to record keeping and provides advice across the whole council as to the best way to do this.
The postholder needs excellent abilities and skills in communication and working collaboratively with others, attention to detail, accuracy and the ability to plan projects and work to tight deadlines. They also need to have the ability to work collaboratively across the Council. The postholder needs previous experience in a customer facing role, developing and implementing service improvement for customers.
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This role will lead and manage the Corporate Digital Preservation Project, which will develop and implement a corporate strategy for the digital preservation of modern records and archive material, and then ensure ongoing compliance across ESCC. In addition, the postholder will be responsible for the Records Centre.


Key tasks:
1. Responsible for the delivery of all services within the designated service area in accordance with the County Council’s and Department’s policies and procedures and statutory requirements, including the services provided in partnership and to other clients under contract.  
2. Provide effective leadership and communication, through clear objectives, so that the team identifies with East Sussex County Council’s Promise and achieves agreed programmes of work.
3. Lead the planning and implementation of Service Plans, Departmental and County Plans to ensure the continued development of a high quality service.
4. Plan, monitor and control resources to maximise the efficient and effective use of finances and people in order to ensure the efficient and effective achievements of individual, team, partnership and departmental activities and objectives.
5. Achieve the annual performance targets for the designated service unit and manage performance within the context of the external inspection framework, performance indicators and agreed targets.  
6. Service, develop and maintain existing partnership, and develop further partnerships, working both internally and externally.
7. Seek out and pursue sources of external funding to support and maintain the work of the Service, including both grant funding, donations and service clients, and maximise the use of volunteers
8. Manage internal and external communications, media relations and PR management, in conjunction with the Departmental Communications Officer and central communications team
9. Contribute to policy development at a local, regional and national level and represent the Service at a senior level on appropriate Regional and National Committees. 
10. Provide effective leadership on health and safety matters by actively promoting health and safety awareness and ensuring the provision of safe working practises to ensure compliance with policy and standards.
Recognising that ESCC is a large organisation with a number of over-arching priorities extending to all areas of our work,  you should be aware of these Council priorities and align strategic decisions with them, proactively seeking appropriate opportunities in your work/service area, and that of others, to contribute, in consultation with your line manager; in particular, but not limited to:
· Net zero emissions targets – reduce the environmental impact of your work, and that of the services you are responsible for.  
· Equality, Diversity and Inclusion – proactively contributing to an inclusive and supportive working environment.
· Making the best of our resources - always being aware of what you can do to maximise the use of public monies in the services we both commission and provide, and proactively identifying areas to improve value for money wherever possible. 
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[bookmark: _Hlk90892196]PERSON SPECIFICATION
Essential education and qualifications
1. Degree or equivalent
Essential key skills, abilities, knowledge, experience, values and behaviours
2. Ability to translate policy into workable solutions, devising and implementing new service initiatives and efficiencies.
3. Political awareness.
4. Partnership working skills.
5. Public representation of the County Council as a whole.
6. Ability to develop evidence base and use evidence to produce clear and precise arguments and reports using analytical skills to solve problems.
7. Leadership skills and ability to motivate and develop teams and individuals.
8. Coaching skills.
9. Interpersonal and communication skills including negotiating and influencing skills.
10. Budget management skills.
11. Ability to think strategically and laterally.
12. Ability to understand complex issues and information.
13. Ability to manage people and resources including planning and prioritising workloads for self and others.
14. Ability to promote and market the Service and its services.
15. Knowledge of business planning and performance management.
16. A knowledge of the key issues facing Local Government.
17. Knowledge of statutory framework for local authority.
18. Expert level of professional, technical and legal knowledge and competence in a particular specialist field
19. Aware of Health, Safety and Welfare and Risk management.
20. Understanding of Data Protection and Freedom of Information.
21. Experience of work in a large public or private sector organisation.
22. Experience of leading and managing at a strategic level.
23. Preparing, operating and monitoring business plans.
24. Working with elected members.
25. Planning, implementing and monitoring staff development.
26. Experience of managing change and delivering solutions.
27. Strongly self-motivated with the ability to enthuse and motivate others
28. Results driven.
29. A commitment to equal Opportunities and anti-discriminatory practice.
30. Flexible, responsive and resilient.
Desirable key skills, abilities, knowledge, experience, values and behaviours
31. Management qualification
32. Knowledge of wider ESCC business
33. Delivery of training/coaching
34. Managing people remotely
35. Understanding of information management
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[bookmark: _Hlk90892710]			 Health & Safety Functions
This section is to make you aware of any health & safety related functions you may be expected to either perform or to which may be exposed in relation to the post you are applying for. This information will help you if successful in your application identify any health-related condition which may impact on your ability to perform the job role, enabling us to support you in your employment by way of reasonable adjustments or workplace support.
	Function
	Applicable to role 

	Using display screen equipment 
	Yes

	Working with children/vulnerable adults
	No

	Moving & handling operations
	No

	Occupational Driving
	No

	Lone Working
	No

	Working at height
	No

	Shift / night work
	No

	Working with hazardous substances
	No

	Using power tools
	No

	Exposure to noise and /or vibration
	No

	Food handling
	No

	Exposure to blood /body fluids
	No




image1.jpeg
East Sussex
County Council




