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JOB DESCRIPTION

Post:
Service Manager – Support at Home
Responsible to:


Chief Executive Officer
Responsible for:
Assistant Team Leaders, Administration / Finance                Support (where applicable), and wider staff and volunteers within the Support at Home service
Key Relationships:
Other staff working within Age UK Wigan Borough, customers, carers, contractors, commissioners, external partners and key stakeholders
Salary:



£28,635 
Hours of work:


37 hours per week
Note: This post is subject to Disclosure & Barring Service (DBS) disclosure procedures.
Purpose of the Post

The Service Manager – Support at Home will support the management and growth of Age UK Wigan Borough’s Support at Home services, which include: 
· Home Help Service – supporting older people to remain independent at home

· Handyperson Service – practical support delivered to older people, including commissioned work where applicable

The postholder will help ensure the service is well organised, responsive, safe and contribute to financial sustainability. They will support the team to deliver a high-quality service, maintain good customer experience, and ensure the department runs effectively. 

The role of the Service Manager is expected to be:

· 50% Growth and Development – helping the service to grow and identify opportunities for the future.

· 30% Performance and Finance – monitoring service performance, utilisation, income and supporting sustainability

· 20% Oversight – providing leadership, support and accountability across the service.
Key Duties and Responsibilities
1. Growth and Development

· Identify ways of growing the services, including attending external meetings, staffing information stands and other methods of publicity.
· Liaise with external suppliers who may be interested in referring into the services.
· To develop a recruitment strategy to ensure a high level of Home Helpers are recruited.
· Develop other related services that fall within the Support at Home provision.
2. Performance and Finance

a. Quality and Customer Experience
· Help ensure a high standard of customer service across the department.

· Support the use of customer feedback and quality checks to improve the service.

· Respond to service concerns, complaints and customer issues appropriately.

· Ensure safeguarding concerns are escalated and recorded correctly.

· Promote a person-centred, respectful and professional approach.
b. Financial and Service Performance
· Monitor service income, utilisation and general performance.

· Help identify opportunities to improve efficiency and service sustainability.

· Support the service to meet agreed financial and operational targets.

· Work with senior managers and Finance colleagues to review service performance where required.

c. Contracts, Compliance and Safe Working
· Support the smooth delivery of commissioned or contract-based services, including the Handyperson Service.

· Ensure required monitoring information and records are completed accurately.

· Help ensure the service operates in line with policies, procedures and health and safety requirements.

· Maintain oversight of key compliance areas such as lone working, safeguarding and risk management.

· Support business continuity and service resilience.

3. Oversight
a. Team Support and Line Management
· Provide line management support to Assistant Team Leaders and relevant administration staff.

· Support staff through regular check-ins, supervision and team meetings.

· Promote a positive and supportive team culture.

· Support recruitment, induction and training of new staff where required.

· Work with senior managers / HR support on staffing matters where needed.

b. Operational Systems and Administration
· Oversee the effective use of systems such as Charitylog, Outlook and internal service records.

· Ensure service information is recorded accurately and kept up to date.

· Support the production of service reports and monitoring information.

· Work with Finance and administration staff to support invoicing, payroll information and reconciliation processes.

· Help ensure annual leave, utilisation and staffing information is monitored effectively.

c. General Oversight

· Support the day-to-day running of the Support at Home services.

· Help ensure the service is organised, efficient and responsive to customer needs.

· Monitor service activity, staffing levels and customer demand.

· Work with Assistant Team Leaders to ensure effective coordination of rotas, cover and workload.

· Help identify practical improvements to service delivery.
4. General Responsibilities
· Work within Age UK Wigan Borough policies and procedures.

· Attend training, meetings and organisational events as required.

· Undertake any other duties appropriate to the role.

AGE UK WIGAN BOROUGH

PERSON SPECIFICATION – Service Manager, Support At Home 
BASED AT Age UK Wigan Borough
Please ensure that you show how you meet each of the following requirements 
when completing your application form.

	
	ESSENTIAL


	EVIDENCE

	         Knowledge and Experience 


	1.
	Experience of working in a customer-facing service, ideally in a health, care, community or support setting
	Application form
Interview

	2.
	Experience of helping to manage or coordinate a busy operational service
	Application form
Interview

	3.
	Experience of supporting, supervising or leading staff
	Application form

Interview

	4.
	Experience of handling service issues, customer concerns or day-to-day operational challenges
	Application form

Interview

	5. 
	Experience of using systems, reports or service information to support service delivery
	Application form

Interview

	          Skills



	1.
	Good organisational skills and ability to manage competing priorities
	Application form

Interview

	2.
	Good communication skills, both written and verbal
	Application form

Test

	3.
	Ability to support and motivate a team in a fair and professional way
	Application form

Test

Interview

	4.
	Good IT skills, including Microsoft Office and confidence using service databases / systems
	Application form

Test

Interview

	5.
	Ability to build positive working relationships with colleagues, customers and stakeholders
	Application form

Test

Interview

	6.
	Ability to identify problems and support practical solutions
	Application form

Test

Interview

	         General



	1.
	Demonstration of the Age UK Wigan Borough PRIDE values: Person-centred, Respectful, Innovative, Dynamic, Empowering
	Application form Interview

	2.
	A good understanding of equality and diversity issues as they impact on older people
	Application form Interview

	3.
	An understanding of, and commitment to, client confidentiality and safeguarding issues. 
	Application form Interview

	4.
	Able to work calmly under pressure

	Application form Interview

	5.
	This post requires a valid driving licence and access to a car for business purposes.
	Application form Interview
Full Driving Licence
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