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JOB DESCRIPTION

Post:
Team Leader, Support At Home service 
Responsible to:


Chief Executive Officer
Responsible for:


Staff and volunteers in the SAH service
Key Relationships:
Other staff working in Age UK Wigan Borough, customers and key stakeholders
Salary:



£27,801 (pay award pending)
Hours of work:


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

The Team Leader – Support at Home is responsible for the operational leadership, performance management, and development of two distinct but connected services:

· Home Help Service, a person-centred, income-generating support service focused on enabling independence and reducing isolation.

· Handyperson Service, a practical support service delivered under local authority contract arrangements, requiring structured performance monitoring, compliance reporting, and contract accountability.

The postholder will ensure both services operate efficiently, meet financial and contractual targets, deliver high-quality outcomes for customers, and align with Age UK Wigan Borough values.

The role requires balancing commercial performance, compliance requirements, workforce management, and service quality across two departments with different operational challenges and opportunities.

Key Duties & Responsibilities

1. Service Leadership and Performance

· Provide day-to-day leadership across both the Home Help and Handyperson services.

· Ensure services operate efficiently, safely, and in line with organisational policies and contractual requirements.

· Monitor utilisation, staffing capacity, service demand, and performance indicators.

· Identify opportunities for growth, efficiency, and service improvement.

· Ensure services remain financially viable and achieve income targets where applicable.

2. Contract Management and Reporting (Handyperson Service)

· Oversee delivery of services under local authority or commissioned contracts.

· Produce required monitoring returns, including quarterly reports and performance data.

· Ensure accurate recording of jobs completed, outcomes, and compliance measures.

· Act as a key liaison point with commissioners where required.

· Ensure contract KPIs and service standards are consistently met.

3. Operational Administration and Systems

· Oversee effective use of Charitylog (CRM), Outlook systems, and internal monitoring tools.

· Ensure accurate recording of staff annual leave, rotas, utilisation, and service delivery data.

· Produce weekly, monthly, and quarterly operational reports.

· Provide service data to finance for invoicing, payroll processing, and month-end procedures.

· Lead monthly service reconciliation processes including overtime calculations and utilisation checks.

4. Workforce Management and HR Responsibilities

· Line manage Support at Home administration staff and Team Leaders, including regular performance reviews, sickness meetings etc in consultation with the Central Services Manager.

· Oversee recruitment processes including shortlisting, interviewing, induction, and onboarding.

· Address performance, conduct, and capability matter in partnership with the Central Services Manager.

· Ensure adequate staffing cover across services, including contingency planning.

5. Financial and Commercial Oversight

· Monitor service income, utilisation rates, and productivity.

· Support pricing reviews and commercial sustainability planning.

· Coordinate invoicing processes and payroll information for services.

· Liaise with Finance regarding payment cycles, direct debits, and reconciliations.

6. Customer Service and Quality Assurance

· Ensure high standards of customer experience and person-centred delivery by overseeing completion of quality questionnaires and other methods of quality assurance.
· Investigate complaints and implement service improvements.

· Support safeguarding discussions and ensure appropriate recording and escalation.

7. Cross-Department Collaboration

· Work with Publicity & Fundraising to promote services and support outreach activity.

· Represent Support at Home services at internal management meetings.

· Contribute to organisational planning and service development.

· Support partnership working with external agencies and referrers.

8. Operational Cover and Business Continuity

· Provide operational cover for administration and Team Leader roles during absence.

· Support telephone systems and front-line contact where required.

· Provide oversight of Handyperson functions during Team Leader absence.

9. Health, Safety and Compliance

· Ensure compliance with health and safety requirements across both services, supporting risk management processes.

· Undertake designated organisational roles such as First Aider or Fire Marshal if required.

10. General Responsibilities

· Work within all Age UK Wigan Borough policies and procedures.

· Attend meetings, training, and organisational events as required.

· Undertake additional duties consistent with the role.

AGE UK WIGAN BOROUGH

PERSON SPECIFICATION – Team Leader, Support At Home services
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 developing a commercial service, ensuring that it is financially successful, whilst maintaining strong values and customer orientation.

	Application form
Interview

	2.
	Experience of recruiting, managing, training and supporting staff (preferably who work externally)
	Application form
Interview

	3.
	Experience of managing a busy, growing service
	Application form

Interview

	4.
	Knowledge of quality systems, including external quality standards.
	Application form

Interview

	          Skills



	1.
	Strong management skills, able to deal with issues from a wide range of staff in a firm but fair way.
	Application form

Interview

	1.
	The ability to use computers and common office software applications, in particular Microsoft functions.            
	Application form

Test

	2.
	Excellent written and verbal communication and presentation skills
	Application form

Test

Interview

	3.
	Excellent organisational skills and the ability to prioritise a heavy workload 
	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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