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Manchester City Council
Role Profile

Operations Manager (Charging Team), Grade 9
Revenues and Benefits, Corporate Services Directorate
Reports to: Head of Corporate Assessments 
Job Family: Transactional Back Office 

Key Role Descriptors:

This role will lead and manage a designated service area, maintaining a focus on achieving performance in line with national, corporate and service level measures.  

The role holder will provide professional consultation, support and guidance for team members and colleagues to assist in decision making and approve specific decisions.

The role holder will ensure the delivery of an effective, professional function, establishing excellent relationships with residents and stakeholders and ensuring quality customer focused services are delivered within performance, cost and quality targets.

Key Role Accountabilities: 

Provide management to an assigned service area or function to ensure that it is responsive to business needs and that continuous improvement to service delivery is achieved through effective planning and performance management.

Maintain competence in subject matter specialism, ensuring that the Council adopts and maintains best practice in areas of specialism, providing ad-hoc advice as required.

Oversee the production of relevant and accurate management information, ensuring that this is produced consistently to strict deadlines.

Where appropriate, undertake management of contracts and procurement processes for delivery of services.

Set clearly defined objectives, plan activities and projects and take account of risks and changing circumstances that may affect policies and service delivery. 

Develop and deliver process improvement plans and strategies in accordance with agreed time, quality, budget and other performance criteria within the Council.

Ensure that statutory guidelines and corporate policies and protocols are adhered to and maintain relationships with other teams to ensure the highest standard of service delivery.

Be a strong and clear advocate for the organisation’s Our Manchester approach.

Roles at this level will be required to manage a range of assigned resources, which may be human, financial or other, to ensure continuous improvement in service delivery.  Staff management duties may be either through direct line management of a team (including appraisals, performance management and other duties) or through matrix management of a virtual team of officers. 

Personal commitment to continuous self-development and service improvement.

Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications

Where the roleholder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 

































Role Portfolio: This role sits within the Corporate Assessments function

The overall priorities of the service are to:  

· Provide fast, accurate and efficient services that are good value for money, meet the Council’s aims and follow recognised best practice.
· Improve the accuracy and speed of how we do things.
· Collect the maximum amount of money owed to the Council.
· Extend customer self-service options and maintain close links with the Customer Service Organisation.
· Reduce fraud by using effective processes to prevent, detect and investigate fraud. 
· Work with partners and residents to promote in-work benefits and assist residents to reach their full potential in employment. 
· Involve residents, partners and stakeholders in developing the service and improving our performance.
· Work with our residents and stakeholders to keep claim and account details accurate and up to date.
· Support residents with cost of living pressures.
· Make best use of funding for discretionary awards to mitigate the impacts of welfare reforms and other hardship. 

This Operations Manager (Charging Team) role primary responsibilities include:

· The function of administering and processing the assessments of Manchester residents’ contribution to their care costs accurately and promptly, ensuring that all financial assessments are applied in line with The Care Act 2014, The Care and Support (Charging and Assessment of Resources) Regulations 2014 and Department of Health (DoH) guidance.
· Providing leadership and direction to the Case Management team.
· They will also have a major role to play in the wider management and strategy development of the Corporate Assessments Service. 





 

Key Behaviours, Skills and Technical Requirements

Our Manchester Behaviours
· We are proud and passionate about Manchester
· We take time to listen and understand 
· We ‘own it’ and we’re not afraid to try new things  
· We work together and trust each other
· We show that we value our differences and treat people fairly

General Skills

· Communication Skills: Writes and speaks convincingly and clearly, avoiding the unnecessary use of jargon or complicated language; writes in a well-structured and logical way and structures information to meet the needs and understanding of the intended audience; ability to influence or persuade internal and external stakeholders.
· Planning and Organising: Excellent time management skills, creating own work schedules, prioritising, preparing in advance and setting realistic timescales for own self and others. Has the ability to visualise a sequence of actions needed to achieve a specific goal and how to estimate the resources required.
· Problem Solving and Decision Making: Strong decision-making skills with the ability to resolve complex issues in a pressurised environment.
· Financial Management: Resource and financial management skills to develop effective planning, financial management and reporting frameworks. Manage allocated resources effectively, delivering business performance and value for money.
· ICT Skills: Skills to use ICT systems to obtain and analyse data and present it effectively through a variety of ICT channels.
· People Management: Strong development, management and motivation skills, providing leadership and direction to the team.  Ability to secure and direct resources to fulfil work requirements over a wide service area.
· Analytical Skills: Ability to identify patterns and trends that may impact on decisions and propose realistic conclusions identifying the risks and any assumptions made.
· An understanding of the principles of data management and security.

Technical Requirements (Role Specific) 

· Current expertise in the administration and delivery of Adults Financial Assessments functions including knowledge of the national framework within which the role operates.
· Good presentation skills.
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