shaw trust

Job Description

Job Title: Area Manager - National Careers
Service

Reports to: Regional Operations Manager — National Careers
Service

Grade Band: C

Location: London or West Midlands

Purpose

To lead a team of community-based Careers Advisers, and work in partnership with
the Lead Careers Adviser supporting advisers to drive the Performance and Quality
of the team, promoting strong community integration, innovations, and continuous
improvement strategies. The National Careers Service provides free careers
information, advice, and guidance to both young people (from the age of 13) and
adults predominately through face-to-face delivery within the community, website,
webchat, and telephone helpline. The Service vision is for individuals to enjoy more
rewarding working lives and to create a culture where career development and
acquiring new sKills are the norm.

Main Duties and Responsibilities

1. Accountable to the Regional Operations Manager for |eading subregional direct
delivery teams to achieve and exceed all performance metrics, KPIs , quality and
complaints standards and contractual requirements, through application of
business insight tools and localised reporting data to target key operational
areas.

2. Line management of a sub-regional, predominately Outreach, team, National
Careers Services Careers Advisers and Lead advisers including observations;
training; KIT meetings, Performance Reviews, and any other relevant tasks

3. Support Careers Advisers in the delivery of the service by ensuring best practice
on delivery of careers advice, putting customers on the CRM, using correct
documentation and other delivery requirements.

4. Ensure the team of Careers Advisers meet all audit and all standards for quality
of service; safeguarding, information, and data security to meet contract
requirements

5. Support new Careers Advisers with induction and ongoing support to meet
performance and quality targets

6. Support with management cover for the First Contact delivery.
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7.

8.

9.

10.

11.

12.

13.

14.
15.

16.

17.

Responsible for driving business activity with particular focus on referral
numbers, caseload volumes; Customer Non-attendance rates; outcome
conversion rates; individual and team performance, Individual and team level
quality and compliance
Implementing supportive performance improvement strategies to build team
efficiencies and motivate performance.

Working with the Community Relationship Manager to ensure all Employer and

Partnership opportunities for the area are identified; building and sustaining
community and stakeholder relationships to nurture innovation and maximise
performance potentials.

Identify and work with a variety of organisations to generate customer referrals to
meet targets, being the first point of contact with partners such as Jobcentre
Plus.

Utilise business reporting to capacity build team and focus continuous
improvement activities
Promote performance management to drive continuous improvement throughout
internal delivery.

Responsible for all recruitment activity to attract and retain allotted team
headcount, to maximise delivery potential
Ensure there is suitable cover to provide a service in all contract venues
Support Careers Advisers to use and contribute to local, regional, and national
LMI (Labour Market Information) to support customer progression in their career
Represent and promote the contract in a professional and commercial manner,
working effectively with other agencies
Attend company meetings and training and liaise with staff at all levels.

Other

1.

To complete all mandatory and regulatory training and to undertake any further
training as identified in the Shaw Trust review procedures.

To keep up to date with all Shaw Trust Policies and Procedures as found on the
Loop.

Ensure that safe working practices are followed in respect of COSHH (Control of
Substances Hazardous to Health) and other Risk Assessment control measures.
Employees must comply with the provisions of ‘The Health and Safety at Work
Act 1974’ and must take reasonable care for the health and safety of themselves
and of other persons who may be affected by their acts of omissions whilst at
work. Employees are also required to co-operate with their employer to enable
them to perform or comply with any statutory provisions. The Trust’s efforts to
promote a safe and healthy working environment can only succeed with the full
co-operation of its employees.

To understand, comply with and promote Shaw Trust’s safeguarding policy and
procedures. It is the responsibility of all employees to make the working
environment safe and secure for all. Everyone must adhere to the 5 Rs in
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10.

11.

relation to possible abuse: Recognition, Response, Reporting, Recording and
Referral. The Trust can only ensure its dedication to the protection of vulnerable
people with the full cooperation of its employees.

The Trust has a Diversity and Inclusion Policy, and it is the responsibility of all
staff to comply with this. The key responsibilities for staff under this Policy are
set out in the Trust Code of Conduct.

To maintain the confidentiality about clients, staff, and other Trust business. The
work is of a confidential nature and information gained must not be
communicated to other persons except in the recognised course of duty. The
post holder must meet the requirements of the Data Protection Act at all times.
To maintain awareness of risk and to take personal responsibility for ensuring
that the Trust is not exposed to risk. To report any issues or concerns relating to
risk and the effectiveness of the Trust’s risk management arrangements.

Be aware of, promote and implement Shaw Trust’s Risk, Quality, and
Information Security Management Systems.

To report to line manager, or other appropriate person, in the event of
awareness of bad practice.

Recycle and manage energy within your environment in line with Shaw Trust's
Strategic aim to adopt green approaches and become carbon neutral.

This job description is intended to provide a broad outline of the main duties and
responsibilities only. The post holder will need to be flexible in developing the role in
conjunction with the line manager. The post holder may be asked to carry out any
other delegated duty or task that is in line with their post.
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Person Specification
Job Title: Area Manager — National Careers Service
(E=Essential D=Desirable)

SKILLS AND CORE COMPETENCIES

Technical competency (qualifications and training)
e Minimum Level 2 in Customer Service or equivalent experience (D)
e Education: GCSE in English and Maths or equivalent (E)
e A relevant degree or management qualification or equivalent (E)
e Demonstrable evidence of Continuing Professional Development (E)
e Qualification in Careers Information and Advice or in Advice & Guidance or
equivalent (D)

Experience
e Demonstrable experience in leading / managing a team, driving performance
and target achievement. (E)

e Demonstrable experience in leading / managing a team, driving performance
and target achievement in an Outreach environment. (E)

Skills and Attributes

o Demonstrate a skilled and competent background in delivering careers
advice in a range of settings and through a range of delivery modes (E)

e Proven track record of working in a target driven environment, and be able to
demonstrate an ability to meet or exceed contract targets (E)

e In depth understanding of quality systems and procedures (E)

e Proven skills and success in developing effective relationships with a range
of stakeholders (E)

¢ Ability to demonstrate success in producing efficiencies and increased
outcomes against targets (E)

e Demonstrable ability to broker new community relations and implement ideas
to support both community and operational needs. Excellent IT skills
including Office and databases (E)

¢ Ability to balance and respond appropriately to competing demands to meet
deadlines (E)

¢ Ability to prioritise, plan and organise own work, meet deadlines and targets

(E)

Personal qualities, communicating and relating to others
e Excellent communication and organisational skills (E)
e Ability to communicate effectively, particularly over the telephone and email.
(E)
o Ability to manage difficult customer complaints and resolve these
diplomatically. (E)
e Good teamwork skills. (E)
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Safeguarding
e Be able to display an awareness, understanding and commitment to the
protection and safeguarding of young people and vulnerable adults. (E)
e This post requires a Disclosure and Barring Service Check at a Basic Level.

(E)

Other

e Have an understanding of and be able to demonstrate a commitment to
Equal Opportunities and Diversity (E)

Area Manager - NCS Job Description Page 5 of 5
shawtrust.org.uk



