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	Job details

	Job title
	Service Delivery Manager

	Job Reference
	24692

	Grade and Salary
	6 - £42,123 per annum (pro rata for part time)
This role includes performance related pay progression

	Service and Team
	Passenger Transport Unit (PTU) – Service Delivery

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

	Hours per week
	37

	Status
	Permanent 

	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


Lead and manage the effective delivery of contracted transport services procured by passenger transport in line with relevant legislation, policy and guidance.

Take an operational lead on and provide effective day to day responsibility for the management of a team of transport professionals on all adult and CYP social care transport, school travel, special educational needs/disability (SEND) transport, sponsored public transport, community transport and other demand responsive services.

To take the lead and monitor all management information requirements of Passenger Transport including statistical, financial and service information.

	[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 and currently contracts over 2000 routes travelling across Suffolk.  There are around 190 different transport operators signed up to our Dynamic Purchasing System, most of which are actively involved daily transporting children and vulnerable adults. 

This role is in the operations team who are responsible for ensuring that the service delivery for the transport procured operates as it should as per the terms and conditions of the contract.  

	What you will be expected to deliver in the role



This is a leadership role and you will need to work in a collaborative way with Adult Social Care (ASC) and Childrens and Young people Services (CYP) and other partners to ensure the effective delivery of commissioned transport services are delivered to specification and within cost.

You will play a key role in school travel services for eligible pupils for both mainstream and Special Education Needs and Disabilities (SEND) travel as well as passengers for ASC and social care transport.  This will require building and maintaining effective relationships with operators and internal partners across the directorates we provide transport for.  

You will be responsible for:
Managing a Team
· Day to day management of staff, including setting work priorities for the team, one to ones as needed and performance management.
· Be the first point of contact, providing on-going operational advice, support and guidance as required of the role.
· Keeping the team up to date with policy and guidance changes.
· Recruitment and selection of staff, subject to management approval.
Service and Market Delivery
· [bookmark: _Hlk89183363]To ensure effective delivery of the services, plan and allocate sufficient time and resources on the monitoring of the multiple contracts.
· Appropriately procure services in line with CYP School Travel Policy, Post 16 Policy, Spare Seat Policy, Complaint, Review/Appeal process, Procurement regulations and all applicable transport legislation.
· Work closely with colleagues in ASC to procure services in line with their policies.
· Account for and provide accurate reporting on costs and expenditure in relation to the operations budgets.
· Lead on developing the service based on needs, demands, legislative requirements, national best practice and county council policy.  
· [bookmark: _Hlk85022922]Investigate and respond to all stage 1 corporate complaints.
· Work with colleagues across the council to deliver digital services. 
· [bookmark: _Hlk85020728]To develop and maintain supplier relationships through regular communication and contract management.

Contract Monitoring/Management
· Manage contract management processes in according with SCC procurement rules and systems
· Work closely with the Contract Compliance Manager to regularly review and monitor and performance information provided by the operator against contract requirements and promptly address and escalate any identified underperformance issues.
· Monitor the contract management of high-risk contracts
· [bookmark: _Hlk85023002]Establish financial reporting and budget monitoring.
· Preparation and delivery of service reports on required statistical information on contract performance. 
· Working closely with the Contract Compliance Manager, monitor and report on breach points. KPI’s behaviour/incidents and other statistical reporting as required
· Manage and monitor behaviour and incidents on board travel routes and escalate any serious incidents.
· Support senior management with Business Continuity. Deputise to the GHI TMT as required. 

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. Relevant level 5 qualification or equivalent and/or significant commission/contract management experience
2. Considerable experience in transport planning and project management

Values and personal qualities
3. Demonstrates a passion for making a positive difference for Suffolk by delivering a reputable travel service and are committed to the promotion of sustainable transport for all.
4. [bookmark: _Hlk68683140]Shares our WE ASPIRE Values and strives to lead by example in relation to these.
5. A strong commitment to fairness and Equality, Diversity and Inclusion (EDI).
6. Strives to continuously improve in everything they do, taking the initiative to learn and develop.
7. Work with colleagues to achieve the best we can and support one another in our work as one team.
8. Able to make decisions autonomously and take responsibility for actions made and to lead by example 
9. 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.
10. Look ahead and inspire others to continually improve and take pride in what we do and the service we provide to our customers. 
11. Make things happen by empowering, encouraging and motivating colleagues and by showing respect to all people we work with and for. 
12. Be creative and innovative in developing solutions to problems
13. Able to plan own workload and deliver to tight deadlines 
14. Good social skills and able to develop successful relationships with a range of stakeholders and influence others.
15. Demonstrates resilience under pressure and remains positive in times of change or when challenged.

Specialist knowledge skills and experience
16. Previous experience in service planning and contract management activities for public and/or private/voluntary sector organisations. 
17. Knowledge of relevant transport policies, practices & procedures.
18. [bookmark: _Hlk85023703]Identify new service provisions and management of the transition to business-as-usual service delivery. 
19. Experience of operationally managing day to day supplier performance. 
20. [bookmark: _Hlk85023796]Managing and building on customer feedback to drive service improvements.
21. [bookmark: _Hlk85023810]Good knowledge of project management and delivering improvements to processes
22. Experience of operationally managing day to day supplier performance. 
23. Managing and building on customer feedback to drive service improvements.
24. Good knowledge of project management and delivering improvements to processes
25. Proven expertise in developing, establishing and managing key supplier relationships 
26. [bookmark: _Hlk85023651]Negotiation and influencing.
27. Able to develop contract and supplier strategies aligned with the wider business strategy.  
28. Experience of leading people to deliver high performance and managing staff career development. 
29. Good knowledge of current thinking and experience around transport and travel solutions, modelling techniques, use of technology etc.
30. Experience of political awareness and working in a political environment.
31. Experience of working collaboratively with a range of stakeholders to develop shared solutions to complex problems.


	Travel requirements



· Infrequent Travel - 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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