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Job description

Job title:
Account Manager


Service Area / Function:
Victims Services for West Midlands
Job Location: 
To be advised
Reporting to:
Victim Services Director, Wales and West
Responsible for:
Directly: 
4 to 9 employees

Indirectly: 
Up to 30 employees & 175 volunteers

____________________________________________________________________

1 Purpose of the job 
To ensure the provision of Victim Assessment, Referral & Non-Specialist Support (“Victims Services”) in accordance with the Service Contract for the Police and Crime Commissioner (“PCC”) for West Midlands and to develop and maintain effective relationships and formal partnerships across organisations and with key stakeholders.  
2 Main responsibilities 
Leadership

· To lead the Victim Service to provide excellent services which ensure victims are best equipped to cope with their victimisation and reduce long term impact on emotional, mental and physical wellbeing
· Providing effective leadership and direction and be a role model who leads by example and  whose behaviour is emulated by other people

· To demonstrate positive behaviours which reflect our policies and values 

Performance

· Deliver excellent services which support the strategic goals of the PCC and their service goals to victims and witnesses.

· Develop and maintain effective relationships and formal partnerships across organisations and with key stakeholders.
· Evidence through service delivery excellence, Victim Support’s vision to be the world’s best charity for victims and witnesses and which ensures the retention and development of contracts for services to victims and witnesses and which makes Victim Support the provider of choice. 
· Operate within the required legislative framework of the Code of Conduct for Victims of Crime and the EU Directive on the rights of the victim.

· Comply in all respects and be in accordance with the Statement of Requirements as described in the Contract Documents or as confirmed in each annual Official Purchase Order delivered during the Term.
· Provide robust and effective coordination and case management to provide a single point of contact for victims and witnesses and seamless support through referral and signposting to specialist services and agencies. 

· To undertake close monitoring of costs and budget performance against delivery.  

Change, Challenge and Improvement 

· Support the organisation by providing expertise and insight in contract management and strategic matters  

· 
Lead on driving through continual improvement activities and initiatives by actively engaging in research, evaluation and analysis of the Victim Services performance and outputs, alongside outputs in relation to wider services received by victims, ensuring all opportunities to improve services are identified and acted upon. 

Managing People & Teamwork

· Create a sense of shared purpose and an environment in which all team members feel valued and contribute towards achievement of Victim Support’s vision and the delivery of Victims Services.
· Not only deliver an outstanding service to victims of crime but also deliver outstanding “value for money” in its delivery by maximising outputs and contributions from all staff and volunteers, using clear personal development tools and provision of support at both the individual and team level. 

· To ensure sufficient number of persons are employed of sufficient abilities skills and experience for the proper performance of the Services to ensure that the Services are provided at all times and in all respects to the Contract Standard and that there is sufficient provision of employees available to provide the Services during staff holidays or absence through sickness or otherwise.

· To ensure that all major risks are identified and that adequate controls are put in place to reduce, mitigate or eliminate them

· To be the lead staff member for Safeguarding Children, Young People and Vulnerable Adults and for safeguarding the delivery of the Services, 

· To ensure that appropriate verification procedures for Staff and volunteers working with children, young people and vulnerable adults are undertaken 

Project Work 

· Work at a strategic level with key partners, representing the interests of Victim Support as required 

· Contribute towards and participate in the development of initiatives to enhance the representation of victim and witnesses and their interests 

· Identify service delivery developments and income generation opportunities to support development initiatives
3 Tasks 

· To liaise and work with the PCC Contract Manager (who will be lead contact person, appointed by the PCC for West Midlands, who will meet with the authorised representative of each Commissioner) to discuss and address any material matters concerning the Service Contract 
· The provision of accurate and timely management information such as the PCC for West Midlands or any Commissioner may require each month or as may reasonably be required from time to time.

· Developing a business delivery and improvement plan that links to contract performance and delivery and maintain on a monthly basis. 
· To follow Victim Support’s Victims Standard Operating Procedures (“VSOPs”) appropriately and as necessary taking account of the operating procedures and needs of PCCs.  
· To ensure completion of regular checks as detailed within Victim Support’s Health and Safety Diary

4 Generic responsibilities

Learning, Development and Training 

· Renew and enhance direct report team skills and maintain own professional development.
Equality, Diversity and Inclusion

· Ensure all duties are carried out in a manner which promotes Victim Support’s equality, diversity and inclusion policies.
Health, Safety & Environment 

· Promote a health and safety culture, observe all health and safety rules and procedures and complete training courses, as required.
Data Protection


· Ensure that essential information of a sensitive and/or personal nature is not disclosed to, or discussed with, inappropriate persons and that all information is maintained in accordance with the Data Protection Act.
Other Duties

· Undertake any other duties as required.
5

Key Deliverables – Measures of success

· Delivery of Victims Services in time, budget and quality to the contract standards
· The retention and development of contracts for services to victims and witnesses of crime
· Achievements of objectives as defined in annual performance review
6 
Key Dimensions 
Budget 

· Circa £1,000,000 pa
Staff & volunteers

· Up to 30 employees and c.200 volunteers
Resources 

· Services will be managed and delivered by employees occupying 5 key VS offices and co-located with other agencies at 2 other sites.
7 Travel

· Regular travel will be required throughout contract area and to London to meet the needs of the service and to fulfil the role. There will also be a need for travel outside of the contract area to meet the demands of the role and for training or staff meetings.  Occasional overnight stays may be necessary.
8 Unsocial Hours

· There may be an occasional need to work outside core hours and at the weekend to meet the demands of the role.  This is expected to be taken within flexible working arrangements.  In addition the role has a requirement to be part of a 24 hour on-call rota
This job description serves to illustrate the type and scope of the role and to provide an indication of the required level and breadth of responsibility. 
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