	
West Yorkshire Fire & Rescue Service
Job Description.
Post Title:	Service Delivery Administration Hub Manager.
Grade:	6.
Responsible To:	District Commander (HR Reference).
Purpose Of Post:	To lead, manage and coordinate the Service Delivery Administration Hub function to the provision of a high quality, efficient and effective administration support service for the station-based Service Delivery function.
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Main duties and responsibilities of the role.
Coordination of the Service Delivery Administration Hub.
To be responsible for the supervision and coordination of the work carried out by the Service Delivery Administration Hub (SDAH).
To lead and manage the SDAH function to ensure Service Level Agreement targets are consistently achieved.
To provide management support to the Service Delivery Administrators with allocation and prioritisation of work, delegation of tasks to ensure work deadlines, and ensuring service standards are met.
Responsible for the formulation of plans, policies, strategies or guidance to support the development of SDAH.
To manage the time and flexibility of the administrators within SDAH in relation to their posts and the needs of the Service in a balanced way.
To record and authorise leave and sickness records for Administration staff.
To support the District Commander (HR Reference) to monitor and report on the performance of the SDAH.
To provide support and guidance to the Administrators with complex queries/activites and provide/source training and development where required.
Provide line management support to the Administrators ensuring appropriate training development and performance management.
Ensure the service provided to the station based Service Delivery function is efficient, visible and meets the needs of the customers.
Review the mechanisms for feedback on the service and amend/streamline processes because of any feedback.
Lead and manage the recruitment and selection process for Administration vacancies within SDAH.
Ensure appropriate Health and Safety arrangements are in place within the SDAH function.
Administration and monitoring of the SDAH budget.
General Service Delivery Administration.
Ensure SDAH provide effective and efficient administration support to the station based Service Delivery teams and external stakeholders, providing information and support.
Act as point of contact for station based Service Delivery function and provide appropriate and timely information and advice.
Point of contact with support departments to book in contractors and visitors to stations following the correct procedures.
Set up and be responsible for the SDAH Teams sites and associated SharePoint sites.
Liaise with stations to ensure adequate supply of all office resources and station consumable stock and where required ordering replacements via Opex.
Manage enquiries from members of the public, external agencies, schools etc and where necessary signpost to relevant teams.
Participate in training activites as specified by the District Commander (HR Reference).
To update computer records and use the computer system to assist in reports, audits and investigation purposes.
Prevention Administration.
Work closely with the District Prevention Managers and Prevention, Assurance and Improvement Team (PAIT) to ensure the prevention administration work carried out by the SDAH meets the needs of the Districts.
Support the adminstrators with the input of data onto databases as required e.g. requests/triaging for Safe and Well visits and other prevention tasks, with the responsibility for ensuring any data produced in relation to the post is accurate and correct.
Support station based Service Delivery teams with community engagement by ensuring suitable resources are available. Sending letters and communicating with organisers via email and phone and sending email appointments to watches.
Manage and deliver an effective telephone triaging service through designated groups that supports the identification of potential risk to fire crews and the community.
Gathering and accurately recording as much information as the initial point of contact on the Prevention Database.
Arrange and book school talks with schools, keeping a log of attendance, ensuring suitable resources and access to resources is available. Sending letters and communicating with schools via email and phone and sending email appointments to watches.
Organisational wide responsibilities.
Adherence to the NFCC Core Code of Ethics and West Yorkshire Fire Service Values. 
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To implement and promote the Authority’s:
Health and Safety policies.
Equality and Diversity policies.
Information Security Management System policies.
Safeguarding policies.
Business continuity policy and contingency arrangements. 
Policies related to General Data Protection Regulation and Data Protection Act 2018.
Commitment to maintaining our Customer Service expectations.
A satisfactory Standard Disclosure and Barring check is required for the role.
This post has been designated a hybrid working post which means the postholder’s working time will be split between the workplace and home. The actual pattern and number of days at each will be agreed locally with the line manager and will be determined based on the service needs.
Skills and experience requirements for this role
In the supporting statement section of the application form give clear, concise examples of how you meet all of the Essential person specification criteria (i.e. items you must be able to do from day one to be able to do the job), identified as ‘Application’ in order to be shortlisted for this vacancy.  If a large number of applications are received, only those who also meet the Desirable criteria, identified as ‘Application’, will be shortlisted, i.e. criteria you need to do the job, but which could be learnt during training.
Please list or number the competency criteria below against which you are providing evidence/examples in order to structure your supporting statement in a well organised way.
There may be some criteria that are identified through ‘Selection Process’ only. You will only be assessed on these criteria during the selection process and not from your application form, this may involve tests, presentations, interview etc.
	
	Experience.
	Essential/Desirable.
	Where identified.

	1. 
	Demonstrable experience of undertaking typical office administration duties within a large organisation.
	Essential.
	Application & Selection Process.

	
	Experience of supervising and leading a team and ensuring performance objectives are met.
	Desirable.
	Application & Selection Process.

	
	Experience of developing and monitoring service standards and Key Performance Indicators (KPIs).
	Desirable.
	Application & Selection Process.



	
	Education and Training.
	Essential/Desirable.
	Where identified.

	
	Literacy and Numeracy at Level 2 / GCSE Maths and English Grade C or above / equivalent qualifications, or equivalent level of literacy and numeracy gained through work experience.
	Essential.
	Application. 

	
	Proficient in the use of Microsoft Office applications including Word and Excel, and with a range of internal ICT systems
	Essential.
	Application & Selection Process.

	
	NVQ level 3 / or equivalent qualification in a relevant subject.
	Essential.
	Application & Selection Process.



	
	Special knowledge and skills.
	Essential/Desirable.
	Where identified.

	
	Ability to work effectively as part of a team.
	Essential.
	Application & Selection Process.

	
	Ability to work flexibly in relation to the needs of the post.
	Essential.
	Application & Selection Process.

	
	Communicate effectively both orally and in writing to a range of different audiences and able to form positive working relationships.
	Essential.
	Application & Selection Process.

	
	Demonstrate commitment to good data quality within all areas of work.
	Essential.
	Selection Process only.

	
	Ability to work on own initiative, prioritising workloads and meeting conflicting deadlines.
	Essential.
	Application & Selection Process.

	
	Ability to show sensitivity and use discretion when necessary.
	Essential.
	Application & Selection Process.

	
	Demonstrates commitment to taking a leading role in driving forward WYFRS’ commitment to Equality & Diversity, NFCC Core Code of Ethics and WYFRS values.
	Essential.
	Selection Process only.

	
	Ability to motivate and encourage teamwork in line with organisational objectives.
	Essential.
	Application & Selection Process.

	
	Commitment to providing a high quality standard of service within the Authority and to the community. 
	Essential.
	Application & Selection Process.
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