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	Job Title 
	Specialist  

	Job Family
	Specialist Services 

	Service Area
	Service Delivery 

	Grades 
	Level 1 (grade 7)

Level 2 (grade 8)

Level 3 (grade 9)

  Level 4 (grade 10)

	Job Reference
	


	Reporting to:
	Responsible for :

	Operationally: Specialist Services Manager Functionally: Lead Specialist
	Nil


	Team Purpose

	Provide customer focused specialist advice on a range of statutory and non-statutory services including environmental health, planning, revenues and benefits, housing, economic development, transport, and health and well-being advice to the Council, Members, residents, clients and businesses in the Borough.  To input and deliver appropriate areas of the Corporate Strategy and associated policies and plans.


	Role Purpose 

	To deliver a specialist, professional service with high standards of advice and support and resolving cases of varying complexity as they arise. Ensure compliance with statutory regulations, legislation, professional codes of practice and adherence to Council policy.  Deliver projects, interventions and initiatives and develop policies (together with the Strategy teams) in-line with Corporate and business plans.  Ensure and develop appropriate levels of quality and specialist knowledge within the Case Management and Customer Services teams.  To ensure that enquiries and cases are managed and completed at the appropriate level (within specialist teams, case management and customer services).


	Key Accountabilities



	Level 1; (grade 7)
· Deliver customer focused specialist advice and services, keeping up to date with current and emerging legislation, best practice and policy to ensure continuous development and improvement in services.
· Being accountable for relatively routine cases applications, cases and inspections, ensuring satisfactory resolution that will require an understanding of specialist area, processes and compliance, regulations and legislation.

· Ensure statutory duties, policies, procedures and workflows for dealing with all cases are adhered to.
· Ensure personal, professional development is maintained to the required standards.
· Ensure strict confidentiality is maintained and data protection rules followed.  
· Offer guidance and advice to customers on specialist area.
Level  2 (grade 8)
As above and;

· Being accountable for a broader range of relatively routine cases, applications and inspections, ensuring satisfactory resolution that will require good understanding of specialist area, processes and compliance, regulations and legislation.

Level 3 -  (grade 9)
As above and;
· Being accountable for a range of more complex cases, applications and inspections, ensuring satisfactory resolution that will require a good understanding of specialist area, processes and compliance, regulations and legislation.

· Undertake a range of more complex cases that will require good understanding of specialist area, processes and compliance, regulations and legislation.

Level 4 -  (grade 10)

As above and;
· Being accountable for a broader range of more complex cases, applications and inspections, ensuring satisfactory resolution that will require a very good understanding of specialist area, processes and compliance, regulations and legislation.

· Identify and manage risks within specialist area.
· Undertake specific projects as directed and work closely with Senior Specialists and other units across the council.


	Key Objectives

	Working with customers
	Able to identify and develop opportunities to improve the customer journey. Champion own ideas for the improvement of service and processes.
Develop digital and self-service channels and implement customer enabling and prevention opportunities.

	Working towards the Corporate Plan
	Contribute to Corporate Plan development and the development of associated plans and policies. 

Deliver agreed objectives and services associated with the Corporate Plan. 

	Knowledge of services
	In-depth understanding of specialist area, being professionally qualified in one and good understanding of the operation of another.

	Using systems effectively
	Advanced skills in a number of Specialist Services systems and proficient in use of customer services systems.


	Specific Tasks

	Case Management skills
	Lead a Community of Practice across Specialist Services.  Manage and resolve complex or contentious applications, cases and inspections using specialist expertise and judgement, act as a single point of contact for customers, and attend court if necessary. 

Advise the case management and service processing team on aspects of minor/less contentious applications or cases.

	Team work and working with others
	As part of a specialist team work collaboratively across the Council to provide a seamless service to customers, collaborate on corporate projects and engage positively and effectively with members, partners and other stakeholders. 
Conduct self and work in ways which encourage communication and empowerment within the team. 

Develop skill levels of self and others to support multi skilling and knowledge transfer.

	Enquiries, reports and service requests
	A member of a comprehensive specialist customer focused advice team, ensuring specialist advice and input is provided where required.
Provide specialist advice and input to commissioning and contract management. 
Prepare and present reports to Cabinet, full Council, Council, Committees or other internal or external meeting.

	Processing and administration
	Access and accurately update all relevant information systems, ensuring the "golden customer record” conforms to all verification and validation processes and in accordance with Data Protection principles and Council policy.

	Strategy and policy
	Lead and manage projects and contracts within own professional area that deliver community and corporate objectives. Provide specialist advice and input to corporate projects. 

	Performance
	Implement strategies, policies, service and financial plans and the budget, to ensure statutory and corporate targets are met and   provide best value for the Council. 

Draft policies which respond to emerging legislation, best practice and guidance to ensure continuous development and improvement in services.
Understand strategy, performance and quality assurance standards and service/financial planning requirements for own specialist area.

	Qualifications

	Level 1
Educated to A’ level standard/NVQ 3 and/or experience in working in specialist area.

Degree in a relevant subject - desirable.

Level 2

Educated to A’ level standard/NVQ 3 and/or experience in working in specialist area.
Degree in a relevant subject - desirable.

Level 3

Degree / relevant qualification and/or extensive work experience in specialist area.  
Working towards professional qualification.

Level 4

Degree / relevant qualification and/or extensive work experience in specialist area.  
Working towards professional qualification.


	Knowledge, Skills and Experience

	Level 1
· Working experience and knowledge of specialist area.
· Working knowledge of legislation and developments in specialist area.
· Experience of working with systems relevant to specialist area.
· Experience of casework within Specialist area, which is relatively routine and with guidance and support of more experienced staff, referring to Senior Specialists for work outside previous experience.

· Proven ability to enforce legislation where appropriate.
Level 2

· Good working experience and knowledge of specialist area.
· Good working knowledge of legislation and developments in specialist area.
· Experience of working with systems relevant to specialist area.
· Experience of casework within Specialist area, which is relatively routine and with guidance and support of more experienced staff, referring to Senior Specialists for work outside previous experience.

· Proven ability to enforce legislation where appropriate.

Level 3

· Good working experience and knowledge of specialist area.
· Good working knowledge of legislation and developments in specialist area.
· Proven ability to give sound advice and guidance on a limited range cases, topics or issues 

· Experience of working with systems relevant to specialist area.
· Experience of casework, within Specialist area, some of which can be complex, and with some guidance and support of more experienced staff, occasionally referring to Senior Specialists for work outside previous experience.

· Proven ability to enforce legislation where appropriate.

Level 4

As above and:
· Very good working experience and knowledge of practices / methodologies of specialist area 
· Very good  working knowledge of legislation and developments in specialist area
· Proven ability to give sound advice and guidance on a wider range cases, topics or issues 

· Experience of working with systems relevant to specialist area.
· Experience of a range casework within Specialist area, some of which can be complex, and with little guidance and support of more experienced staff, occasionally referring to Senior Specialists for work outside previous experience.

· Proven ability to enforce legislation where appropriate.



	Specialist Knowledge

	Please see attachment outlining key specialist knowledge, qualifications and skills.



	Signed (Job Holder):
	
	Date:

	Signed (Service Lead): 
	
	Date:


Behaviours Framework

Central to the delivery of the role are the Council’s values and behaviours and all employees are expected to work within the Council’s Core Behaviours Framework. These are shared by all employees and applied to everything we do. The points for each behaviour are shown below. 
	Generic Staff Behaviours
	Definition

	Adaptability & Flexibility
	Respond positively to change and adapt own behaviour or work practices when there is a change in the work environment.

	Customer Service
	Demonstrating an understanding that customers and customer satisfaction are the foundations of the organisations success.

	Communication
	The ability to communicate well through a variety of communication methods.

	Personal Improvement (own learning & development)
	The ability to see where personal improvements can be made, and the willingness to undertake development opportunities to achieve them.

	Taking Responsibility and Achieving Results
	The ability and willingness to focus on achieving individual and organisational goals.

	Working with Others
	The willingness to act as part of a team and work towards achieving organisational goals and outcomes.

	Management Behaviours
	Definition

	Change Management
	The ability to communicate a compelling vision generating genuine motivation and commitment and to act as a sponsor of change.

	Financial and Resource Management
	Demonstrating an understanding of the financial impact of decisions that are made at all levels of the organisation.

	Leading and Motivating
	The ability to lead a team by using knowledge, experience, motivation and expertise to make rapid and effective decisions.

	Project Management
	Effectively managing projects by utilising individual strengths, resources and expertise to achieve maximum productivity.

	Service Delivery and Continuous Improvement
	The ability to see where improvements can be made, and the willingness to keep encouraging the change of systems or procedures where necessary to achieve improvements and deliver an effective service.

	Strategic Management
	The ability to define and share the vision and strategy of the Council.


All employees are expected to be flexible in undertaking the duties and responsibilities attached to their role and may be asked to perform other duties, which reasonably correspond to the general character of their role and their level of responsibility. All employees are required to be flexible to undertake out of hours work as required, meetings outside office hours will be routine and officers will be expected to attend.  This job description will be supplemented and further defined by annual objectives which will be developed in conjunction with the post holder.

This job description will be subject to regular review and the Council reserves the right to amend or add to the details.
Key Policies

We are an equal opportunities employer and therefore all staff are expected to comply with our equality policies and help create a work environment in which everyone is treated with dignity, respect, courtesy and fairness. You are also expected to fully comply with Health and Safety Policies and procedures in force to help maintain and develop a safe working environment. In pursuing a practice of continuous improvement and seeking to obtain best value in all aspects of the service, staff will be expected to assist in other such duties as may be allocated for the benefit of the organisation and their own personal development. Staff will be expected to assist if the council has to deal with the results of a civil emergency.
Some posts will be subject to a DBS check and be politically restricted.
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