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	Post Title
	Adult Social Care Business Process Manager

	Post Level
	SMT Specialist level 2

	Service Area
	Wellbeing and Assessment

	Grade
	Grade 10

	Post Level Descriptor

	Reports to Assistant Director. Leads and delivers services against service plans and manages resources. Contributes to the overall performance and objectives of the service area. Attends the leadership forum and contributes to the councils leadership agenda.


	Job Content

	To oversee and provide day-to-day management to a number of small teams, responsible for ensuring that the Council:

· Achieves maximum income due from statutory and discretionary charging for a range of social care support services, through providing timely and accurate financial assessments in line with the Council’s agreed charging policies.  This includes but is not limited to residential and nursing care and community based support services;

· Ensures that customers are billed in a timely and accurate manner and that we have a proactive approach to debt management;

· Provides support to individuals who lack capacity to manage their own financial affairs, including people where the Council acts as Appointee for benefits and for those cases where the Council acts in the capacity as Deputy appointed by the Court of Protection;

· Ensures that the Council is able to discharge its statutory duties to those deceased persons who die intestate and without the means/support to arrange for appropriate funeral arrangements;

· Effectively discharges its statutory duty to provide Direct Payments to eligible social care customers.  This includes ensuring that payments are made efficiently and that there are appropriate audit and control mechanisms to ensure public funding is used appropriately.


	Purpose of the Post

	· To be responsible for the effective and efficient day-to-day operation of the Financial Services team, including ensuring that appropriate targets are set and monitored for each team;

· To ensure that appropriate supervision and support arrangements are in place within the various teams;

· To ensure the effective and efficient provision of a client financial function, which includes Court of Protection, Deputyship, Appointeeship for Benefits and Pensions, protection of property and promoting the financial interests of customers;

· To ensure that all service users receiving social care and support services receive a financial assessment and benefits check;

· To oversee the operation of the Universal Deferred Payments scheme and for supporting customers unable to access their financial resources;

· To ensure that effective systems are in place for raising client invoices and for monitoring income received through charging customers and that outstanding debt is proactively managed.  This includes appropriate recovery action and the write-off of debt;

· To ensure that invoices received from providers for social care and support services are paid in a timely way and in line with performance indicator targets;

· To oversee the effective operation of other payment and billing systems such as Real Time Recording;

· To oversee the implementation of new systems to improve efficiency of processes and practice across the service area, for example Controcc.

· To oversee responses to complaints in respect of the service area;

To attend and participate in regional and national groups relevant to the service area.


	Service Specific Tasks

	· Work in partnership with colleagues in commissioning and service development to assist in identification of unmet needs addressing of quality and or contractual issues with providers and development of new initiatives

· Ensure that services are commissioned within agreed budget provision with appropriate authorisations 

· To monitor and control devolved budgets 

· To contribute to the development of Management information systems.

· Lead on communication which meets Council requirements for internal and external communications 

· Be responsible for providing relevant information to Senior Managers with regard to preparation of the Annual service /Business plan 

· To support the Assistant Director in the development of service provision and resources in response to changes in guidance and legislation –including the provision of statistics and reports as appropriate.

· To support the Assistant Director to ensure effective transparent allocation of funds to support Multi-agency person centred packages of care as well as using the information to inform future commissioning.

· To deputise for the relevant Assistant Director and cover for other Managers as required 

· Effective participation and continued support in the development of Regional and sub regional approaches 



	Performance standards

Delivering high performing services

· Being aware of how my work fits in the council/service area priorities

· Modelling high standards such as good timekeeping, meeting deadlines and demonstrating a “can do attitude”

· Understanding how my team are performing and how the team are judged by customers

· Respecting others by being prepared for meetings

· Providing advice, information and guidance based on up to date professional knowledge

Working collaboratively

· Developing effective relationships with people from diverse backgrounds, treating others with dignity, respect and fairness

· Working with colleagues (internally & externally) to deliver a seamless service to the customer

· Understanding my role within the team and actively participating to achieve targets for the service and the council 

Planning for the future

· Contributing to the team’s goals and targets

· Keeping up to date on key trends within my work area and understanding how these impact on my job role

· Making suggestions to make improve the service

· Ensuring policies are kept up to date

Inspiring others

· Setting a good example to others

· Having a positive outlook and trying to lift the spirits of the team

· Celebrating the achievements of colleagues

· Influencing others to gain co-operation/support to achieve targets

Putting the customer first

Working in line with the customer service standards by: 
· Providing excellent, easy to use services

· Being polite, helpful and treat others with respect

· Giving clear and accurate information

· Acting promptly

Taking responsibility and self-awareness

· Displaying high standards of behaviour in line with council and legal guidelines e.g. Code of conduct, values, behaviour& skills framework, health & safety, equality and diversity

· Accepting responsibility for my actions (positive and negative)

· Being aware of my performance, strengths and weaknesses 

· Discussing and agreeing actions with my manager to improve performance, learn and develop in my role

· Taking part in learning and development activities 

· Putting into practice new knowledge and skills

· Using ICT effectively and efficiently as required in my role

Effective communication

· Presenting information in a clear and structured way that will be understood by the audience

· Actively listening, paying attention to messages from other and responding appropriately

· Taking responsibility by asking others to clarify things when you are not sure what is expected

Making change happen

· Responding positively to change, treating new situations as an opportunity for learning

· Suggesting new ways of doing things better

· Changing my working practices and behaviours as needed

Showing resilience in times of changes by learning from past experience and being able to bounce back from challenging experiences


	Job Competencies

	Engaging People  - Level 2

Proactively listening and conveying information/ideas in a variety of ways to engage people and stay connected.

Delivering On Or Promises Level 2

Creating the right environment for teams and individuals to perform at their best, ensuring performance is monitored, evaluated and prioritised effectively.

Delivering On Customer Outcomes Level 2

Delivering a customer focused service across the team.

Enabling Change Level 2

Creating and enabling an environment that encourages the acceptance of change within teams.

Aspiring To Be Better Level 2

Enabling the right environment for teams and individuals to show high levels of self awareness to perform at their best.

Working Together Level 2

Promoting collaborative relationships with others to deliver an excellent customer focused service.




	Person Specification

	Responsible To

	Assistant Director for Wellbeing and Assessment

	Responsible For

	Manager – Financial Assessment and Income Recovery
Court of Protection Officer

Direct Payments Team


	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	Substantial knowledge and understanding of Local Government and the political framework it operates including legislation, policy and practice and the range of services involved in supporting:

Adults of working age, older people and their carers who have social care needs

A working knowledge of Local Authority Financial Regulations 

A working knowledge of DH charging guidance

Advanced verbal and written skills and the ability to communicate effectively with people at all levels.

Ability to clearly explain organisational goals and priorities, ensuring a shared understanding and alignment to council objectives.

Demonstrable experience in dealing with a range of staff internal and external to the Council, ranging from providers and care staff at both an operational and senior management level.  

Competent IT skills to enable effective communication and planning. Ability to use a range of computer packages including Word, Outlook, Excel and PowerPoint.

The ability to work to tight deadlines and to manage competing and conflicting priorities
	Project / change management models.

Knowledge of North Tyneside’s Safeguarding Policies and Procedures for adults


	Application form/ Interview



	Qualifications and Training
	Degree in relevant subject or an appropriate professional qualification relevant to the position.
	Relevant management qualification.
	Application Form/Interview

	Experience
	Experience of working in a local government, health or other relevant financial environment. 

Experience of leading and managing change effectively.

Demonstrable experience of ability to take operational decisions that will resolve issues/problems as they arise

Experience of managing staff and to build and develop teams

A high level of interpersonal skills with sensitivity diplomacy and activity of judgement.


	
	Application Form/Interview

	Special Requirements
	High personal standards of integrity and probity.

Ability to demonstrate resilience and emotional intelligence.

Ability to work with staff at all levels of seniority and from other disciplines.

Ability to work flexibly and creatively as part of a team.

A proactive, enthusiastic, committed and enthusiastic approach to work.

Strong commitment to Equal Opportunities and anti-discriminatory practice in employment and service delivery.


	
	Application Form/Interview
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