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COMMUNITY OPERATIONS
JOB DESCRIPTION

POST TITLE:


Performance Delivery Officer
GRADE:



Band 6
MANAGER RESPONSIBLE TO:
Place and Performance Manager
Overall Objectives of the Post:

To support the development and implementation of an innovative approach to Area Management across the Borough, promoting the effective targeting of resource and supporting planned delivery of services utilising evidence based methodology, data capture and local intelligence.  To produce and analyse detailed performance data covering all aspects of the service, including Greenspace, Streetscene and Street Cleansing services, and make recommendations for service improvements. 

To manage and respond to Customer Feedback, identifying key trends and analysing feedback.  To provide administrative support to operational teams within Community Operations, including performance monitoring and ensuring that databases, systems and records used by the service are kept up to date as required.  

Key Tasks of the Post:

1. You will be responsible for:

· Working collaboratively with internal and external stakeholders, to assist in the provision of consistent and cohesive services for customers.

· Working with colleagues and partners to develop our approach to Area Quality monitoring and CAF planning.

· Working to identify, develop and implement an ICT management system for the service.  
· Producing accurate and detailed performance information for all aspects of Community Operations, within agreed timescales and in accordance with agreed statutory and local definitions.
· Carrying out detailed analysis of performance information in relation to each aspect of the service, making recommendations on how to improve performance and service delivery.  
· Assisting in the completion of statutory or statistical returns required on behalf of the service and submit in a timely manner.
· Dealing with complaints, stakeholder feedback and service requests from all sources.   

· Monitoring and tracking complaints for the service, including the preparation of information to assist in Ombudsman investigations, or complex complaint responses.  

· Carrying out benchmarking and research, research good practice and make recommendations for improvement. 
· Working with the Council’s Corporate Communications Team to update and maintain  web pages for Teams across the service area. 
· Supporting operational teams to undertake meaningful consultation with residents, customers and other stakeholders to achieve continuous improvement in service delivery. 

· Providing administrative and business support to Community Operations as necessary.    
2. Health and Safety - The Council is committed to health and safety.  In this role you will gain an understanding of the health and safety guidance in-line with training and safe working practices, to ensure you keep safe and avoid accidents to you and others.  You will: 

· Take responsibility for your own and others’ Health and Safety.

· Actively participate and engage with appropriate safety and operational training, including toolbox talks.
3. General - In addition to specific aspects of delivery above you will:

· Carry out all work to the highest professional standards and in accordance with the Council’s policies and procedures in order to provide an excellent standard of service to residents, supporting the Council to meet its objectives.

· Contribute towards the corporate strategies and priorities of the Council. 
· Act always as a representative of the Council, promoting positive engagement with residents and maintaining good relationships with elected members, other stakeholders and partners. 

· Communicate effectively with elected members, colleagues, residents and other stakeholders are required.

· Develop professional relationships, and share good practice, with other departments and colleagues, to aid consistency and engender co-operation across services.

· Comply with the organisation’s commitment to Equality and Diversity in the delivery of all services. 

· Actively participate in employment engagement activities, encouraging your team to also participate.

· Contribute towards the delivery of corporate strategies and priorities of the Council. 

· Take responsibility and accountability for your performance.

· Work in a positive and co-operative manner with other members of the Team.

· Treat fellow team members, customers and colleagues with respect and dignity.

· Reflect the Council’s values in daily contact with partners, stakeholders and residents. 

· Recognise the achievements of team members and effectively deal with poor performance.

· Be a champion for Place and Communities Services and a source of support and encouragement for colleagues.

· Demonstrate excellent problem-solving abilities, an attitude towards delivering service goals and a pragmatic approach to daily tasks.

· Consistently strive towards making a difference in the quality and impact of the services being delivered.

· Effectively work with colleagues across Community Operations, to exploit opportunities for greater synergies and efficient ways of working. 

· Contribute positively to team meetings.

· Demonstrate total professionalism, propriety, and value equality and diversity.

All employees have a responsibility to undertake training and development as required.  They also have a responsibility to assist, where appropriate and necessary, with the training and development of fellow employees.

All employees have a responsibility of care for their own and others’ health and safety.

The above list is not exhaustive and other duties may be attached to the post from time to time.  Variation may also occur to the duties and responsibilities without changing the general character of the post.
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