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Title 
'D\�6HUYLFH�6XSSRUW�:RUNHU 

Department 
$6&+	33 

Post Ref. 
4118 

Job Purpose 
7R�EH�UHVSRQVLEOH�IRU�HQVXULQJ�SURYLVLRQ�GD\�VHUYLFH�DFWLYLWLHV�DQG�FDUH�RI�VHUYLFH�XVHUV�ZLWKLQ�GD\�VHUYLFHV��

Key Responsibilities 

��� 7R�SURYLGH�KLJK�TXDOLW\�SK\VLFDO�DQG�HPRWLRQDO�VXSSRUW�DQG�
SHUVRQDO�FDUH�WR�SHRSOH�ZLWK�IXOO�UHJDUG�WR�WKHLU�SULYDF\��GLJQLW\��
DQG�SDUWLFXODU�QHHGV�DQG�UHODWH�WR�SHRSOH�LQ�D�PDQQHU�ZKLFK�LV�
VHQVLWLYH�WR�DJH��GLVDELOLW\��VH[XDOLW\��JHQGHU�DQG�FXOWXUDO�RULJLQ��

��� 7R�SRVLWLYHO\�VXSSRUW�LQGLYLGXDOV�ZLWKLQ�D�ULVN�PDQDJHPHQW�
IUDPHZRUN��WDNLQJ�GXH�UHJDUG�IRU�WKHLU�SHUVRQDO�ZHOIDUH�DQG�WR�
DGYLVH�VXSHUYLVRUV�PDQDJHUV�RI�DQ\�ULVNV�RU�XQUHVROYHG�LVVXHV��

��� 7R�GHYHORS�GD\�VHUYLFH�VXSSRUW�SODQV�EDVHG�RQ�HIIHFWLYH�
FRQVXOWDWLRQ�ZLWK�VHUYLFH�XVHUV��FDUHUV��VSHFLDOLVW�ZRUNHUV�DQG�
RWKHU�UHOHYDQW�DJHQFLHV�DQG�LQGLYLGXDOV�DQG�GHOLYHU\�RI�D�UDQJH�
RI�DFWLYLWLHV�DV�LGHQWLILHG��

��� 7R�VXSHUYLVH��JXLGH�DQG�VXSSRUW�GD\�VHUYLFH�VXSSRUW�DVVLVWDQWV�
DQG�FDUH�ZRUNHUV�LQ�DFFRUGDQFH�ZLWK�&RXQW\�&RXQFLO�DQG�
'HSDUWPHQWDO�3ROLFLHV�DQG�3URFHGXUHV��

��� 7R�KDYH�D�ZRUNLQJ�NQRZOHGJH�RI�DOO�RSHUDWLRQDO�3URFHGXUHV�DQG�
3ROLFLHV��LQFOXGLQJ�ILUH��HQHUJ\�GLIILFXOWLHV��GLVFLSOLQDU\�LVVXHV��
DFFLGHQWV�DQG�LOOQHVV��

��� 7R�UHSRUW�DQG�IROORZ�XS�KHDOWK�DQG�VDIHW\�LVVXHV�UHODWLQJ�WR�WKH�
SUHPLVHV��YHKLFOHV��HTXLSPHQW�DQG�RWKHU�IDFLOLWLHV�XVHG�E\�WKH�
GD\�VHUYLFH��

��� 7R�EH�D�FRQWDFW�SHUVRQ�LQ�PDLQWDLQLQJ�JRRG�FRPPXQLFDWLRQ�OLQNV�
ZLWK�FDUHUV�DQG�RWKHU�SURIHVVLRQDO�LQGLYLGXDOV�LQ�UHODWLRQ�WR�
VHUYLFH�SURYLVLRQ����

��� 7R�FDUU\�RXW�DOO�GXWLHV�DQG�UHVSRQVLELOLWLHV�ZLWK�D�µFDQ�GR¶�DWWLWXGH��

Key Accountabilities 

��� (IIHFWLYH�GHOLYHU\�RI�GD\�VHUYLFH�RSHUDWLRQV�ZLWKLQ�
GHSDUWPHQWDO�3ROLFLHV��/HJLVODWLRQ�DQG�3UDFWLFH�*XLGHOLQHV��

����7R�VXSSRUW�SHRSOH�DSSURSULDWHO\�LQ�D�PDQQHU�WKDW�SURPRWHV�D�
SHUVRQ�FHQWUHG�DSSURDFK�DQG�WKH�QHHG�IRU�LQFOXVLRQ��

����7R�KDYH�D�ZRUNLQJ�NQRZOHGJH�RI�DOO�RSHUDWLRQDO�3URFHGXUHV�
DQG�3ROLFLHV��

�

�

7KH�SRVW�KROGHU�ZLOO�SHUIRUP�DQ\�GXW\�RU�WDVN�WKDW�LV�DSSURSULDWH�IRU�WKH�UROH�GHVFULEHG 
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Person Specification�
�
Education and Knowledge 

��� 6RFLDO�&DUH�TXDOLILFDWLRQ��(TXLYDOHQW�194�&DUH�����

��� .QRZOHGJH�RI�UHOHYDQW�/HJLVODWLRQ��

��� (YLGHQFH�RI�FRQWLQXRXV�SURIHVVLRQDO�GHYHORSPHQW��

��� .QRZOHGJH�RI�PDLQ�,&7�V\VWHPV�LQ�WKH�VHUYLFH�DUHD���

Personal skills and general competencies 
 

��� 3XWV�LQWR�SUDFWLFH�WKH�&RXQFLO¶V�FRPPLWPHQW�WR�H[FHOOHQW�
FXVWRPHU�FDUH��

�
��� :RUNV�HIILFLHQWO\�DQG�HIIHFWLYHO\�DQG�DFWLYHO\�ORRNV�IRU�ZD\V�RI�

LPSURYLQJ�VHUYLFHV�DQG�RXWFRPHV�IRU�FXVWRPHUV��
�
�
��� :RUNV�ZHOO�ZLWK�FROOHDJXHV�EXW�DOVR�DEOH�WR�ZRUN�RQ�WKHLU�RZQ�

LQLWLDWLYH���
�
��� 6KDUHV�WKH�&RXQFLO¶V�FRPPLWPHQW�WR�SURYLGLQJ�D�VDIH�

HQYLURQPHQW�IRU�FXVWRPHUV�DQG�VWDII�DQG�DOVR�WUHDWLQJ�DOO�ZLWK�
UHVSHFW�DQG�FRQVLGHUDWLRQ�

�
��� $�KLJK�OHYHO�RI�SHUVRQDO�GULYH�DQG�FRPPLWPHQW�WR�H[FHOOHQW�
FXVWRPHU�FDUH�DQG�WKH�DELOLW\�WR�VHW�DQ�Q�H[DPSOH�IRU�RWKHU�VWDII��

�
����6WURQJ�LQWHUSHUVRQDO�VNLOOV�WR�JDLQ�WKH�DJUHHPHQW�DQG�DFFHSWDQFH�
RI�RWKHUV�LQFOXGLQJ�FROOHDJXHV��VHQLRU�PDQDJHUV�DQG�FXVWRPHUV��

�
����$ELOLW\�WR�PDNH�GHFLVLRQV�DQG�VROYH�SUREOHPV�WR�PHHW�RSHUDWLRQDO�
WDUJHWV��LQYROYLQJ�GHYLVLQJ�VROXWLRQV�DQG�SULRULWLVLQJ�WKH�UHVRXUFHV�
DYDLODEOH��
�

����$ELOLW\�WR�PHHW�DJUHHG�REMHFWLYHV�DQG�GHOLYHU�WDUJHWV�E\�WKH�
HIIHFWLYH�XVH�RI�UHVRXUFHV��
�

����7R�XQGHUVWDQG�WKH�LPSRUWDQFH�RI�SULYDF\�DQG�FRQILGHQWLDOLW\��
�

����7R�EH�DEOH�WR�XVH�GHSDUWPHQWDO�,&7�V\VWHPV�VDIHO\�DQG�
DSSURSULDWH�WR�WKH�OHYHO�RI�WKH�SRVW��

Experience 

���� 0LQLPXP�RI�WZR�\HDU¶V�H[SHULHQFH�RI�ZRUNLQJ�ZLWK�SHRSOH�ZLWK�
GLVDELOLWLHV�RU�LQ�FDUH�VHWWLQJV��

���� ([SHULHQFH�RI�HPSRZHULQJ�DQG�DGYRFDF\�RQ�EHKDOI�RI�VHUYLFH�
XVHUV��

���� ([SHULHQFH�RI�KDQGOLQJ�PRQH\�DQG�DQ�XQGHUVWDQGLQJ�RI�
)LQDQFLDO�*XLGHOLQHV��

���� ([SHULHQFH�RI�WKH�VXSHUYLVLRQ�SURFHVV��

���� ([SHULHQFH�RI�GHOLYHU\�RI�D�ZLGH�UDQJH�RI�GD\�WR�GD\�DFWLYLWLHV�
IRU�VHUYLFH�XVHUV�DQG�DFW�DV�D�OLQN�ZRUNHU�WR�D�NH\�JURXS�RI�
VHUYLFH�XVHUV��

�

5ROH�'LPHQVLRQV 

�
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����7R�DGPLQLVWHU�PHGLFDWLRQ�LQ�OLQH�ZLWK�3ROLF\�UHOHYDQW�WR�WKH�VHUYLFH�DUHD��

���� 7R�GULYH�YHKLFOHV�DV�DXWKRULVHG�DQG�WUDQVSRUW�VHUYLFH�XVHUV�DQG�RWKHU�SHUVRQQHO�DV�UHTXLUHG�DQG�DSSURSULDWH��

���� 7R�FRQWULEXWH�WR�DQG�DWWHQG�VHUYLFH�XVHU�UHYLHZV��PHHWLQJV�DQG�RWKHU�IRUXPV�DV�UHTXLUHG��

���� 7R�QRWLI\�WKH�GD\�VHUYLFH�OHDGHU�RI�DQ\�VKRUWIDOOV�LQ�VHUYLFH�SURYLVLRQ�LQ�RUGHU�WR�FRQWULEXWH�WR�WKH�SODQQLQJ���GHYHORSPHQW�RI�VHUYLFHV��

���� 7R�FRPSO\�ZLWK�WKH�'HSDUWPHQWDO�KHDOWK�DQG�VDIHW\�3ROLFLHV�DQG�XQGHUVWDQG�WKHLU�UHVSRQVLELOLW\�ZLWK�UHJDUG�WR�WKH�OHJDO�UHTXLUHPHQWV����������
RI�KHDOWK�DQG�VDIHW\��

���� 7R�EH�DEOH�WR�FRPPXQLFDWH�HIIHFWLYHO\�ZLWK�VHUYLFH�XVHUV�DW�DOO�OHYHOV�LQFOXGLQJ�XVH�RI�DSSURSULDWH�VLJQV�DQG�V\PEROV��

���� 7R�EH�DEOH�WR�VXSSRUW�DQG�KHOS�SHRSOH�ZLWK�WKHLU�SHUVRQDO�FDUH�QHHGV�LQ�D�PDQQHU�WKDW�UHVSHFWV�WKH�GLJQLW\�RI�WKH�SHUVRQ�DW�DOO�WLPHV��

���� 7R�VXSSRUW�SHRSOH�ZLWK�FRPSOH[�QHHGV�DQG�RU�FKDOOHQJLQJ�EHKDYLRXUV��

���� 7R�EH�DEOH�WR�XQGHUWDNH�ULVN�DVVHVVPHQWV�IRU�DOO�LQGLYLGXDO�DFWLYLWLHV�ZLWKLQ�WKH�VHUYLFH��

���� 7R�EH�DEOH�WR�FRPPXQLFDWH�HIIHFWLYHO\�ZLWK�WKH�VWDII�WHDP��ZLWK�RWKHU�SURIHVVLRQDOV�DQG�SDUHQWV�DQG�FDUHUV��

���� 7R�EH�DEOH�WR�ZRUN�RQ�WKHLU�RZQ�ZLWK�VHUYLFH�XVHUV�DW�D�EDVH�RU�RXW�LQ�WKH�FRPPXQLW\��

���� 7R�PDLQWDLQ�DFFXUDWH�VHUYLFH�XVHU�UHFRUGV�DQG�SURGXFH�UHSRUWV�DQG�RWKHU�GRFXPHQWV�DV�UHTXLUHG��

���� 7R�EH�DZDUH�RI�DQG�ZRUN�ZLWKLQ�DOORFDWHG�EXGJHWV�DQG�ILQDQFLDO�SURFHGXUHV��

���� 7R�HQJDJH�HIIHFWLYHO\�ZLWK�VHUYLFH�XVHUV��FROOHDJXHV�DQG�VWDNHKROGHUV�WR�HQVXUH�WKH�WUDQVIRUPDWLRQ�RI�GD\�VHUYLFH�SURYLVLRQ��

���� 7R�EH�DEOH�WR�SULRULWLVH�DQG�RUJDQLVH�ZRUNORDG��

���� 7R�XVH�DQ\�HTXLSPHQW�DV�GLUHFWHG�E\�WKH�FDUH�SODQ�RQFH�DSSURSULDWH�WUDLQLQJ�KDV�WDNHQ�SODFH�DQG�EH�DEOH�WR�DVVLVW�LQ�WKH�KDQGOLQJ�RI�
SHRSOH�DQG�LQDQLPDWH�REMHFWV��

���� 7R�UHVSRQG�DSSURSULDWHO\�WR�FULVLV�DQG�HPHUJHQF\�VLWXDWLRQV�DQG�UHSRUW�DQ\�LQFLGHQWV�WKDW�PD\�DULVH� �

Please attach a structure chart�


