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	Job details

	Job title
	Senior Transport Officer Entitlement and Appeals

	Job Reference
	24446

	Grade and Salary
	G5 - £34,434 per annum (pro rata for part time)
This role includes performance related pay progression 

	Service and Team
	Passenger Transport Unit (PTU)

	Location
	Endeavour House, 8 Russell Road, Ipswich, Suffolk, IP1 2BX - Hybrid working

	Hours per week
	37

	Status
	Fixed Term or Secondment to 11/08/2028 (secondment cover)

	This role may offer the following flexible working options

	· Working part time hours (eg different hours/days to those advertised)
· Job sharing
· Working compressed hours (eg a nine-day fortnight)
· Term time working (including partial term-time working)
· Use of flexitime / time off in lieu
· Hybrid working options, including some home working
· Working from different Council buildings
· Working adjusted core hours (eg starting later and finishing later or other patterns)





	About us



As a modern and effective council, we understand the importance of being flexible and well-connected in the ways we work. We focus our ambitions on doing what’s right for people, our partners and our communities - both now and for the future. 

That’s why, as one of the largest employers in Suffolk, we believe in empowering everyone. Through career variety and collaborative working, accessible career paths and professional development. 

The support and care we offer encourages and enables you to be the best you can be. To make a meaningful impact on the world around you. To achieve a unique sense of pride in what you do, why you do it and where. Reimagine the possibilities.

	Main purpose of the job


To lead on the assessment of entitlement to home-to-school/college travel for all mainstream and Special Educational Needs and/or disabilities (SEND) learners, this will include providing advice on all aspects of the school travel policies.
Leading on the review and appeals processes for parents, schools and CYP colleagues to ensure compliance with statutory guidelines. 

To manage and administer the transport review/appeals processes for the school travel policies.  Responding to all stage one reviews for mainstream and SEND.  Planning, coordination and preparation off all stage two appeal documentation.

To manage and administer the Parental Agreement process, whereby SCC provides reimbursement for qualifying parents who transport their child to the place of education.

	[bookmark: _Hlk34906451]About the team 



The post is part of the Passenger Transport team within the Growth Highways and Infrastructure Directorate.  Passenger Transport is responsible for the delivery of travel services across Suffolk.  The team consists of 3 integrated teams with a head count of approximately 40.  The post has very close links with Children and Young People’s Services.

	What you will be expected to deliver in the role



The Senior Transport Officer plays a key role across the delivery of Home to School travel services in relation to entitlement for mainstream and Special Education Needs and Disabilities transport.

You will be responsible for:
· Assessment of pre and post 16 travel applications in line with current policies and IT systems.
· Processing applications through the review/appeal process including regular monitoring and statistical reporting.
· [bookmark: _Hlk88753898]Attend Specialist Education Placement Panel (SEP) and In Year Fair Access Panel to advise on home to school travel entitlement. 
· To manage all external contracts with regard to the production and administration of cards for home-to-school/college travel. 
· To manage the issuing bus and train passes. 
· Issuing invoices, managing payments and refunds for paid travel.
· Manage the Parental Agreement procoess
· Data management, financial monitoring, and statistical analysis, producing and delivering reports as required.
· Working with the operations team to ensure all applications are processed efficiently and journeys are allocated to meet the current timeframes as detailed in the policy and/or service level agreement.
· Responsible for all stage one complaint responses as part of the Suffolk County Council Corporate Complaints process.
· Working on own initiative and autonomous decision making.
· Development of new ideas and processes to ensure the effectively delivery of all home to school entitlement. 
· Day to day supervision of staff, including setting work priorities for the team and training as required.
· Be the first point of contact for the contact centre, providing on-going operational advice, support and guidance as required of the role.
· Preparation and delivery of service reports on required statistical information.
· Responding to stage one complaints as part of the Suffolk County Council Corporate Complaints process. Investigating and providing information for complaints from the Local Government and Social Care Ombudsman (LGSCO), Councillor and MP enquiries.
· Working closely with the customer contact centre and other partners to develop and improve the customer journey in relation to home to school travel entitlement.
· Work with colleagues across the council to deliver digital services. 
· Work with the Line Managers on development of service improvement plan.
· Contract management and procurement for home to school travel pass printing and production.
· Financial monitoring of pass production and related costs.
· Support line Managers with financial and budget monitoring and reporting.

Although this list provides examples of what you will be doing it’s not intended to be exhaustive and you will have personal objectives linked to our People Plans and Strategies that will be discussed and agreed with your line manager when you start.

	Person Profile – what you will bring to the team



Qualifications and professional memberships
1. A degree level qualification or equivalent or clear evidence of an equivalent level of knowledge & experience of customer and/or public services.

Specialist knowledge skills and experience
1. In-depth knowledge of relevant law, transport policies, practices & procedures.  Including national and local policies.
2. Excellent literacy skills to review and respond to complex information and evidence presented for transport appeals.  Ability read, understand and interpret legislation, timetables and data relating to financial information.
3. Able to communicate effectively with a wide range of people (families, schools, professionals, elected members), both verbally and in writing.
4. Excellent numeracy skills to analyse financial information, produce original spreadsheets using formula, statistical reporting for specific audiences.
5. Ability to maintain accurate records with excellent attention to detail.
6. Good working knowledge of Microsoft packages, particularly Excel, Word and Outlook. 
7. Ability to use bespoke software programmes such as Capita One, GIS mapping software, GOSS and bespoke transport related IT systems.
8. Good knowledge of project management and delivering improvements to processes in line with service development priorities.
9. Experience of working collaboratively with a range of stakeholders to develop shared solutions to complex problems and bring new thinking to established practices.
10. Able to plan own workload and manage priorities whilst delivering to tight deadlines in line with national and local policies.
11. Budget monitoring and producing reports for senior managers for budget forecasting. 
12. Experience of political awareness and working in a political environment. 
13. Good social skills and able to develop successful relationships with and influence others.

Values and Personal Qualities
1. Demonstrates personal values and behaviours aligned to our corporate WE ASPIRE values.
2. Passionate about delivering a reputable travel service for Suffolk and committed to the promotion of sustainable transport for all.
3. Work with colleagues to achieve the best we can and support one another in our work as one team.
4. Able to make decisions autonomously and take responsibility for actions made and to lead by example 
5. Able to communicate clearly, concisely, and effectively in a variety of forms including written and verbal, using appropriate vocabulary to a wide range of audiences.
6. Look ahead and inspire others to continually improve and take pride in what we do and the service we provide to our customers. 
7. I make things happen by empowering, encouraging and motivating colleagues and by showing respect to all people we work with and for. 
8. Be creative and innovative in developing solutions to problems
9. Able to plan own workload and deliver to tight deadlines 
10. Demonstrates resilience under pressure and remains positive in times of change or when challenged.

Additional requirements 
1. [bookmark: _Hlk41824372]Able to travel between locations throughout and beyond Suffolk.
2. Occasionally travel across the county to attend meetings and site visits as required.
3. Able to attend meetings outside normal working hours.
4. Able to work remotely from the office.

If you think you have what it takes to be successful in this role, even if you don’t meet all the criteria, please apply. We’d appreciate the opportunity to consider your application.

	Travel requirements



On occasions, there may be a requirement for you to travel using reasonable and suitable means available to you.


	Our values – WE ASPIRE



[image: Suffolk County Council's WE ASPIRE Staff Values logo]

At Suffolk County Council our WE ASPIRE values set out the behaviours we expect from everyone in the organisation regardless of who they are, what their role or grade is or where they work.

The values have been developed through feedback and input from employees at the council and underpin how we go about our everyday work.  They define us and help us to be the best we can be.

Visit our careers pages for more information on our WE ASPIRE values.

	Our Customer Commitment
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In addition to our WE ASPIRE values, we also have a Customer Commitment which sets out a number of strong principles that help support high standards of customer service and care that we can all endeavour to consistently demonstrate. 

For more information, view our Customer Commitment poster.

	More information for recruitment applicants



We offer a fantastic working environment including diverse and active staff networks,
great flexible working options and many benefits, as well as the opportunity to improve the lives of Suffolk residents. 

Visit the Suffolk County Council career website to learn more, including information about adjustments to recruitment processes, our interview schemes and other commitments to equality, diversity and inclusion.
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