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JOB PROFILE

This job profile is for use in appointment of Service Managers fulfilling specialist functions. As an essential element of the specialist manager role is to be able to offer cover for core SM roles, the JD is based first and foremost on the requirements of the core operational SM role.  
Job Title:


Service Manager / Specialist Service Manager


Accountable to:

Head of Service 
Responsible for:
Family Court Advisors, Enhanced Practitioners, Self-Employed Contractors, Family Support Workers, Bank Staff and students placed within the organisation.   

Team:



(to be specified)
  
Location:
Work base to be agreed locally with regular travel throughout the operational area with occasional travel to other locations as required.   
Key working


Cafcass staff, Judiciary and Court Services, Solicitors, Local
Relationships: 
Authorities and other related professional and partnership agencies and stakeholders/service users.
 
Role Requirements:
(See attached person specification)
 

Terms of Employment:

Grade:


Service Manager

Band:



Band 7 
Salary:
£42,656 - £46,818  

London Weighting:
£4,250 per annum for staff with a permanent work base in Greater London. 

Superannuation:
The pension fund used by Cafcass is the West Yorkshire Pension Fund (a Local Government Pension Scheme). Membership of the scheme is voluntary.  However, unless notified otherwise all staff will be brought into the scheme.  Contribution rates are based on a tiered system.
Annual Leave:
28 days rising to 33 days after 5 years reckonable service, inclusive of 3 statutory / privilege days to be taken between Christmas and New Year 

Job Summary

To provide effective leadership and management by delivering service improvement within a geographical area, in order that services are delivered in accordance with national standards and priorities, in line with Cafcass policies, and statutory frameworks and provide value for money.

MAIN DUTIES AND RESPONSIBILITIES

Quality & Service Delivery

1. Provide an effective child centred service, which achieves Cafcass objectives, Corporate operating priorities, national standards and quality, and is proactive, flexible and leads to improved outcomes for children.

2. To ensure children are safeguarded through the provision of services in line with policies, National Standards, corporate operating priorities and legal frameworks 

3. To support operational service managers and ensure a timely and complete response to all comments, compliments and complaints in line with the Cafcass procedures.

4. To ensure the provision of reflective supervision and effective performance management for all practitioners in the team and, where applicable, contract management of Self-employed contractors. 

5. To maximise available resources through developing the skills of the staff in order to deliver a range of Cafcass services (e.g. Early Intervention, Family Group Conferencing) 

6. Provide services in line with operational need, including operational service manager cover as required

7. Responsibility for leading and implementing internal inspections of practice standards and ensuring appropriate presentation for Ofsted

8. Liaison and management of relationships with Ofsted as required throughout the external inspection process

Performance & Resource Management

9. To provide effective day to day management and leadership ensuring that practice meets national standards and staff innovation and success is celebrated, encouraging a culture of continuous improvement.

10. Manage practice and performance through effective recruitment and induction of staff, supervision, appraisal, and regular meetings, making full use of CMS to analyse caseload and throughput. 

11. Identify and implement development and training programmes for operational areas including individuals, team or roles including facilitating mentoring/coaching ensuring that individual team member performance meets the required standards.   

12. To manage a delegated budget, approve spending within the designated limits, ensure cost effective use of resources and delivery of services, complying with Cafcass policies and providing all necessary information for complete and accurate returns of full financial information.

13. Promote a culture of practice improvement where issues of diversity and equality are fully addressed and integrated into practice.
14. To take responsibility for, ensuring compliance with Health and Safety policies within area of responsibility.  

15. To act as “critical friend” to operational Service Managers in completing regular team self-assessment of practice, performance and quality, with robust actions built in to development plans, to ensure that individual and area performance targets are met.  

16. Proactively to seek opportunities for collaboration with stakeholders (including children and families), to ensure joint initiatives contribute to positive outcomes for children and contribute to developments and improvements in the Family Justice System.  

Leadership/Change Management

17. To provide effective leadership to the team, combining professional challenge with strong support, providing clear accountability in line with the Cafcass accountability review.
18. Take a leadership role in team, area and national projects and meetings as required.

19. Promote a positive culture of continuous improvement across the organisation, acting as change champion in local areas
General 

20. To be an effective representative for Cafcass and to act at all times in a professional manner, which to promotes a positive image of the organisation.

21.  To work flexibly across the operational area and beyond as determined by the Head of Service, including the requirement to complete specialist pieces of work as required e.g. contract management reviews for SECs or completion of individual management reviews. 
22. To liaise on individual cases and relevant issues with partner agencies.

23. To represent Cafcass, working in partnership with other statutory, voluntary and private organisations within the geographical area to safeguard and enhance the wellbeing of children and young people.

24. To manage own and others’ continuous professional development 

This job profile is not a definitive list of responsibilities but identifies the key components of the role.  The specific objectives of the post holder will be subject to review as part of the individual performance review process

Appendix 1:
This appendix details the range of specialist duties that the postholder is required to undertake.  Specialist SM’s will have their specific individual role defined by Operational Area Service Priorities.  The following list of responsibilities applies to all Specialist Service Managers although the focus will vary depending on the needs of each Cafcass Service Area.  The challenges of the role requires that Specialist Service Managers adopt a flexible approach
	Function 
	Summary of Proposed tasks (further details are provided in the narrative below) 

	Staff development 
	· Undertake training needs analysis

· Devise training programme

· Design internal inputs

· Deliver internal inputs 

· Evaluate impact of training

· Commission external training/trainers

· Contribute to individual action plans

· Monitor progress of individuals

	Coaching 
	· Provide /facilitate individual coaching to support improvements in practice 

	Internal audit and Quality Improvement
	· Audit individual work as required, including audit of assessments undertaken by managers
· Contribute to team audits

· Undertake caseload reviews as required

· Contribute to HR processes as required

	Support for Complaints Handling and Practice Learning 
	· Consultation for operational SM’s at first point of decision making

· Undertaking complaints investigations as needed

· Tracking of timeliness of response

· Analysing themes from complaints

· Identifying learning from complaints

· Monitor team actions on learning points from complaints

	Self employed contractors 
	· Undertaken contract reviews to meet performance requirement

· Complete annual performance reviews 

	Serious case reviews
	· Undertake internal  management reviews 

· Disseminate learning from SCR’s
· Track implementation of recommendations from SCR’s 

	Investigations re staff performance
	· Undertake investigations for practitioner staff as required.


Support for user feedback / engagement
1. Enable Service Managers to problem solve complaints and respond to Data Protection requests through providing support, advice and quality assurance on proposed responses.
2. Undertake formal investigations and serious case reviews, preparing and presenting reports and findings.
3. Provide reports to Learning Action Panels on organisational issues where practice has not met recognised practice standards or examples of good practice.
4. Assist in the identification and reporting of team and individual practitioner issues where practice has not met recognised practice standards and outcomes of actions taken and to promote sharing of good practice.
5. Organise and support service user feedback and focus groups.
6. Work with local teams to ensure that customer service and quality information recording is undertaken effectively and efficiently.
7. Collate and analyse customer service and quality related data and prepare and present findings for both individual teams and service area to inform Cafcass Business Planning.
Internal Audit and Quality Improvement
1. Provide teams with a commissioned practice improvement service including practice observation, audits and the development of improvement plans.
2. Lead on the organisation and commissioning of training and development events  and the dissemination of research. 
3. When required, contribute to both the national and local quality improvement agenda.

4. Provide advice and assistance to Service Managers for planning and implementing new initiatives, procedures and practice developments at both team and individual levels.
5. Provide support and guidance to line managers where individual or team performance areas for development are identified through internal audit activity including assisting with preparation and monitoring of development plans and individual action plans.  The provision of coaching for line managers and individual practitioners around any issues identified through internal audits is an important requirement.  
6. Assist Managers and staff in service area to prepare for inspections.
7. Lead on the collation and analysis of Knowledge, Learning and Practice Development and quality assurance related data, preparing and presenting reports for both individual teams and service area to inform Cafcass Business Planning.
8. Advise on the actions required to implement practice and procedural changes arising from Learning Action Panels, liaising with other  Managers as required.
9. When required, contribute to national practice improvement initiatives to ensure that strategic development is informed by local experience and national policy is fully embedded in local practice.

Staff Development

1. Devise practice led training programmes which focus on improvement priorities and better outcomes for children and families.
2. In conjunction with Heads of Service, design internal inputs for training which reflect the professional learning needs for practitioners in the Cafcass Service Area.
3. Deliver internal inputs for practice led training in the Cafcass Service Area.
4. Ensure all training is properly recorded.
5. Contribute information on training and development to inform the SEF and business plans.
6. Evaluate the impact of all practice led training within the Cafcass Service area and assess how learning is being transferred back to front line practice with resulting outcomes for children and families.
7. Ensure staff gain maximum benefit from available knowledge sources both internally and externally.
8. Work with operational managers to ensure Personal Development Plans are in place, which inform the training needs analysis.
Coaching

1. Provide inputs and coach individual practitioners to support practice improvement.  
Self Employed Contractors

1. Subject to needs of the Cafcass Service Area, complete annual performance and contract management reviews, applying consistent performance management scrutiny and oversight to SEC work.
Serious Case Reviews

1. Undertake individual management reviews where required upon notification of Serious Case Reviews.
2. Track implementation of any recommendations arising from Serious Case Reviews and co-ordinate with relevant stakeholders to ensure these are shared and understood by senior managers within the Cafcass Service Area and that change can be evidenced.
3. Disseminate learning arising from Serious Case Reviews across the Cafcass Service Area and more widely across the organisation as required.   
4. Monitor and report on changes and differences in practice as a result of learning from Serious Case Reviews.
Investigations regarding staff performance

1. When required, undertake investigations into performance capability issues.  Provide objective professional reports regarding practice standards and role performance as part of formal capability review processes so that fair, evidence based decision making can be applied
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PERSON SPECIFICATION 

	Qualifications

	· GSCC recognised social work qualification

	Experience



	· Supervisory and/or Practice Management experience at a level sufficient to make success of the post.

	Technical Competencies

	Delivering a Quality Service

	· Up to date knowledge of the statutory and assessment frameworks for working with children and families
· Up to date knowledge of DCSF guidance and relevant research about social work with children and families.
· Up to date knowledge of practice policies and practice guidance. 
· Up to date knowledge of Health and Safety and other legislation relevant to the work place

	Managing Finance And Resources

	· Evidence of effective use of resources in casework
· Experience of producing accurate timely data and management information
· Experience of working within a budget and to manage resources effectively

	Leadership And Management Of Staff

	· An understanding of the challenges of delivering high quality work to deadlines in a context of organisational change
· Experience of supporting practitioners to adopt new ways of working, and comply with practice instructions or directions.
· Experience of using training / coaching / support skills to improve practice

	Service User And Stakeholder Focus

	· Ability to show link between user engagement and improved outcomes for children
· Experience of achieving positive outcomes for children through working in a family justice environment
· Experience of promoting diversity and/or challenging discrimination 
· .

	Leading And Managing Change

	· Experience of effective use of a range of change management / improvement techniques 




	Personal Qualities



	· A collaborative team worker who can build positive relationships and work effectively across boundaries and achieve results through others

	· A good understanding and track record of performance management including target setting and monitoring 

	· Personal conduct, integrity and credibility that commands the confidence of managers and staff at all levels, external partners and stakeholders

	· Committed to ensuring that all practice and engagement with others is free from discrimination and adheres to equal opportunities legislation and organisational policies.

	· Able to communicate effectively both verbally and in writing to a wide range of audiences

	· An approachable manager with excellent interpersonal skills

	· An ability to operate effectively and sensitively within a political environment and to develop relationships that command respect, trust and confidence

	· A commitment to social justice, equality and the needs of children

	· A proactive self starter able to manage multiple priorities, which may mean reconciling the demands of corporate and service requirements

	· Commitment to continuing professional development
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