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	Post title

	Team Leader Transactional Services

	Job Evaluation

	N12217

	Grade

	Grade 11

	Service

	Resources

	Service area

	Transactional and Customer Services

	Reporting to

	The postholder will be accountable to Operation Manager, Transactional Services

	Location

	Your normal place of work will be Spennymoor, but you may be required to work at any Council workplace within County Durham

	Disclosure and Barring Service (DBS)

	This post is subject to a Basic Disclosure


	Flexitime

	This post is eligible for flexitime

	Politically restricted

	This post is not designated as a politically restricted post in accordance with the requirements of Section 1(5) of the Local Government and Housing Act 1989 and by regulations made from time to time by the Secretary of State.



Description of role
The post holder is responsible for the management, supervision, and leadership of a Transactional Services Team. This will include the provision of technical support and discretionary decision making relating to Transactional and Customer Services. They will contribute to the wider service area management team and will lead by example in terms of embedding the vision, values, and behaviours of the council.
The Team Leader will assist and support in the strategic planning, development, and continuous improvement of Transactional Services to achieve better outcomes in line with the Council’s objectives and Government direction as well as Council Policies and Financial Regulations and relevant legislation.

Duties and Responsibilities
· To drive organisational change and the transformational agenda by championing the organisational benefits and seeking to embed the application of the council’s core values of People Focused, Outcome Focused and Innovation and Empowerment which are built around a ‘One Council’ ethos;
· To strengthen and develop the culture of the council and promote the implementation of a ‘One Council’ approach. To support and seek out collaborative opportunities across the service, within the wider council and with appropriate partners.
· To contribute to our corporate responsibility in relation to climate change by considering and limiting the carbon impact of activities during the course of your work, wherever possible.
· To provide day to day management, supervision, and leadership of a Transactional Services team;
· To manage staff in dealing with customers, at both a first line contact providing a prompt and efficient handling of enquiries or problems and at a secondary level with more complex and contentious issues;
· To manage and monitor disciplinary matters, sickness absence and other human resource issues;
· To seek opportunities for the development and transformation of the team in accordance with Council Policies and Financial Regulations and relevant legislation, including responsibility for leading and managing identified projects.  This may include forward planning, delivery of specific tasks and activities, commissioning, and co-ordinating resource, reporting against agreed frameworks and implementation of change management processes.  
· To be accountable for the delivery and review of service standards, quality, and performance targets;
· To assist the Operations Manager in the formulation and development of policies, practice, initiatives, and procedures;
· Maintain professional and operational standards, ensuring adequate staff supervision, identify training needs and the development of staff, in accordance with the Corporate Appraisal process;
· To manage a quality service by undertaking quality checks as required and the development and monitoring of staff performance with individual Key Performance Indicators (KPI) linked to the overall team KPI to contribute to the delivery of an efficient and effective service; 
· To support the preparation of  financial and any other required information and ensuring the accurate and timely completion of all Government returns;
· To collate and prepare financial and statistical information for the accurate and timely completion of all necessary reconciliation;
· To support the development of accurate income forecasts for current and future years.
· Contribute as appropriate in the identification of opportunities that can modernise service provision, improve service delivery and deliver MTFP savings options.
· Manage the day-to-day activities within Transactional Services teams including managing a team of advisors, devising, and overseeing improvement plans, responding to member enquiries, delivering staff training and quality development programs.   
· Assist in the provision of a customer focussed service, through the development of partnership working with key stakeholders to maximise benefit take up and promote awareness of welfare benefits and social and financial inclusion.
· Prioritise work within the respective teams to maximise performance and ensure staff deliver against objectives, targets, quality standards and workstream deadlines.   
· Use workforce planning data to inform the appropriate interventions for employee development and encourage progressions, as appropriate;
· Oversee staff performance, productivity, and quality, and providing appropriate feedback through supervision and 1-2-1s.  Where necessary responding to performance-related matters.  Responding to staff queries and support needs.  
·  Oversee staff training requirements in conjunction with the Operations Manager
· Assist the Operations Manager in the formulation and development of policies, practices, initiatives, and procedures;
· Deputise for the Operations Manager when required;
· Maintain an enhanced working knowledge of all legislative procedures and working practices relevant to the post;
· Ensure principles of equality and diversity are embraced and underpin all work for employees and service users.
· Engage with key internal and external stakeholders to ensure successful project and service delivery and development;
· To develop and actively promote the use of digital solutions across the service wherever possible and ensure the service is providing value for money in all instances through maximisation of such solutions.
· To support and assist the Operations Manager in developing and maintaining a robust performance management framework within the service, focussing on key performance indicators and monitoring/reporting on the performance measures to continually improve the service;
· To provide a first line response to complaints relating to the individual service, adhering to the Corporate Complaints process;
· Provide effective leadership, coordination, and day to day management of the team.
· Promote awareness and understanding of the council’s aims, policies and operational procedures and be able to communicate to staff how the service links to the vision. 
· Contribute to developing service and financial business plans, ensuring that corporate objectives are translated into functional objectives;
· Identify and analyse key issues impacting on performance and to work with the Operations Manager to develop innovative solutions to drive performance improvements, ensuring effective working relationships with both internal and external partners;
· To contribute to our corporate responsibility in relation to climate change by considering and limiting the carbon impact of activities during the course of your work, wherever possible.

Note: All roles are interchangeable, however will require experience within one of the relevant service areas.  
Collections/ASC Financial Services
· To ensure financial assessments for Adult Social Care and carried out in line with the Care Act 2014 and that any assessed income to the council is collected in a timely manner, in line with the council’s Debt Management Policy and ASC providers are paid on time.
· Support the authorised Deputy for Property and Financial Affairs appointed for service users lacking capacity, as defined by the Care and Support (Charging and Assessment of Resources) Regulations 2024.
· Working with other internal services, such as Children and Young Peoples Services and Adult and Health Services   through the provision of a consolidated financial support solutions.  
· Maximise council revenue through the effective management, collection and , and recovery of all council revenues and debt and the council’s Debt Management Policy. 
· Be pro-active in identifying areas where collection of monies owed to the Council could improve and advise the Operations Managers of any such areas as a priority.
· Be pro-active in identifying areas where collection could improve and advise the Operations Managers of any such areas as a priority.
Welfare Benefits/Welfare Rights/ Discretionary Support
· Ensure that all discretionary support is provided in line with council policies and current legislation and including the reconciliation of spend.
· Ensure all officers work within the Welfare Strategy to maximise benefit entitlement and provide a full range of support to residents.
· Protect vulnerable customers through the effective management of the Council’s Discretionary Housing Payments and Safeguarding policies.
· Ensure benefit performance is maintained within agreed performance indicators.
· Implement new initiatives to improve both the customer experience and the service offering.  
· Ensuring business and service risks are identified and raised with the Operations Managers and that mitigations are managed to reduce, avoid, and eliminate the relevant risk.  
· To ensure all government returns are submitted on time to inform the councils financial planning arrangements. Also working alongside other services, in particular regeneration and finance, where business decisions may impact on the service. 
· To work closely with partners, such as internal audit, ensuring that a proactive approach to fraud is undertaken.  
· Support the Operations Managers with areas of improvement in terms of succession, staff development and gaps in business requirements.
Council Tax and Business Rates Billing
· Support the management and administration of Council Tax and Business Rates billing and liability assessments and associated discretionary policies.

· Support the management of Annual Billing and Benefits Year End processes, statistical returns and play an active role in ensuring Customer Service Excellence is maintained.

· [bookmark: _Hlk183110697]Ensure efficient and robust processes are in place for payment of Council Tax and Business Rates, and ensure the promotion of Direct Debits are prioritised wherever possible.

· Be pro-active in identifying areas where collection could improve and advise the Operations Managers of any such areas as a priority.

      Income and Technical Support 

· Support the management of the council’s cash management and transportation contract and the development, management and administration of Corporate Income Management and Cash Management Policies, ensuring that all sums collected are properly accounted and comply financial regulations and financial management systems including Payment Card Industry Data Security Standard (PCI DSS) and maintaining compliance with standards.

· Support the management and applications support and development of DIP/Workflow systems including scanning, referencing and management of all data imports, interfaces, and extracts. Support the key interfaces with income management and finance systems. 

· Support the planning and delivery of systems training. 

The above is not exhaustive and the post holder will be expected to undertake any duties which may reasonably fall within the level of responsibility of the post, as directed by the Operations and Strategic Managers.


Organisational Responsibilities
Values and behaviours
To demonstrate and be a role model for the council’s values and behaviours to promote and encourage positive behaviours, enhancing the quality and integrity of the services we provide.

Smarter working, transformation, and design principles
To seek new and innovative ideas to work smarter, irrespective of job role, and to be creative, innovative and empowered. Understand the operational impact of transformational change and service design principles to support new ways of working and to meet customer needs.

Communication
To communicate effectively with our customers, managers, peers and partners and to work collaboratively to provide the best possible public service. Communication between teams, services and partner organisations is imperative in providing the best possible service to our public.

Health, Safety and Wellbeing 
To take responsibility for health, safety, and wellbeing in accordance with the council’s Health and Safety policy and procedures. 



Equality and diversity
To promote a society that gives everyone an equal chance to learn, work and live, free from discrimination and prejudice and ensure our commitment is put into practice. All employees are responsible for eliminating unfair and unlawful discrimination in everything that they do.

Confidentiality

To work in a way that does not divulge personal and/or confidential information and follow the council’s policies and procedures in relation to data protection and security of information.

Climate Change
To contribute to our corporate responsibility in relation to climate change by considering and limiting the carbon impact of activities during the course of your work, wherever possible.

Performance management
To promote a culture whereby performance management is ingrained and the highest of standards and performance are achieved by all. Contribute to the council’s Performance and Development Review processes to ensure continuous learning and improvement and to increase organisational performance.

Quality assurance (for applicable posts)
To set, monitor and evaluate standards at individual, team, and service level so that the highest standards of service are delivered and maintained. Use data, where appropriate, to enhance the quality of service provision and support decision making processes.

Management and leadership (for applicable posts)
To provide vision and leadership to inspire and empower all employees so they can reach their full potential and contribute to the council’s values and behaviours. Managers and leaders must engage in personal development to ensure they are equipped to lead transformational change; always searching for better ways to do things differently to meet organisational changes and service priorities.

Financial management (for applicable posts)
To manage a designated budget, ensuring that the service achieves value for money in all circumstances through the monitoring of expenditure and the early identification of any financial irregularity.

The above is not exhaustive and the post holder will be expected to undertake any duties which may reasonably fall within the level of responsibility and the competence of the post as directed by your manager.






		




		
Person Specification

	Attributes
	Essential
	Desirable

	Qualifications






	· Good Standard of education including English and Maths Graded 4 - 9 or A – C.
and/or
· Ability to demonstrate equivalent experience as detailed in experience and skills and knowledge sections below. 

	· Membership of an appropriate professional body and evidence of continuous personal and professional development.


	Experience






	· Substantial experience of working in a Local Authority Revenues & Benefits, Collections, Financial Support, Welfare Benefits or Discretionary Support Service. 
· Proven ability to manage and lead a team and projects.
· Proven experience of supervising and directing staff
· Working with and developing effective relationships with internal and external stakeholders and customers.
· Experience of managing challenging and difficult situations.
· Proven ability or working under pressure to prescribed deadlines.

	· Experience of working in a Local Government setting.
· Demonstrable skill in understanding and meeting the needs of customers.
· Experience working in a people management role within revenues, benefits, financial services, support, or customer services.
· Experience of interpreting complex and changing legislation across Revenues and Benefits, Financial Services and Adults Social Care. 
· Experience of Court systems and protocols.
· Ability to monitor and maintain quality assurance.



	Skills and Knowledge 






	· Excellent interpersonal and communication skills, both written and verbal including the ability to produce detailed reports.
· Good IT literacy skills.
· Highly numerate with an analytical approach, able to think laterally and solve problems.   
· Ability to manage and prioritise own workload and ensure tasks are completed accurately and with the prescribed timescales.
· Ability to supervise and direct staff to ensure tasks are completed accurately and within prescribed timescales.
· Ability to monitor and maintain quality assurance. 
· Ability to work under pressure.
· Good written, verbal, and organisational skills.

	· Detailed knowledge of Housing Benefit legislation and practice.
Or
· Detailed knowledge of Specified, Supported, Exempt and Temporary Accommodation.
Or
· Detailed knowledge of Council Tax and Business Rates.
Or
· Detailed knowledge of Office of the Public Guardian, Care Act 2014 Charging (including recovery).
Or
· Sundry Debtors regulations and legislation, financial management regulations or BACS regulations and PCI compliance.
Or 
· Detailed knowledge of Social Security/Welfare Benefits Legislation, Guidance and Practice
· Knowledge of Civica systems.
· Knowledge of Oracle financial management systems.
· Knowledge of social care systems.
· Knowledge of wide Care Act 2014.
· Can apply new knowledge and skills in the work place.


	Personal Qualities






	· Highly motivated and enthusiastic self-starter, able to work individual and as part of a team.
· Ability to take ownership and responsibility.
· Understand and respect confidentiality.
· Flexible approach to work.
· Well organised and self-motivated.
· Resilient with strong self-awareness.
· Willingness to undertake continuous professional development.
· May be required to work outside of normal office hours.
· Access to a car or means of mobility support (if driving then you must have a current valid driving licence and appropriate insurance).
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