Job description

Job title:

Team Leader 

Department:

North Wales Victim Help Centre 

Reporting to:
Centre Manager 

Purpose of the job

1. Lead the team to provide effective services to people affected by crime from all sections of the community and ensure effective operation of the team

2. Responsible for service needs assessment and risk assessment processes, the quality of services delivered and commissioned by the team and for monitoring the services received from the team by victims and their families

3. Ensure effective management of the daily operations of the Victim Help Centre 

Main duties

1. Provide leadership to your team

2. Allocate and monitor the progress and quality of work in your area of responsibility

3. Ensure effective use of the case management process by the team and that each case handled by the team is progressed to satisfactory completion

4. Monitor support provided to victims and their families by the team and ensure it complies with service standards

5. Conduct risk assessment in the workplace with particular reference to safe practice in relation to the allocation of volunteers and victim safety

6. Ensure compliance with legal, regulatory, ethical and social requirements and victim support’s policies and procedures
7. Make assessments and decisions on complex services or practice issues

8. Maintain performance information and use outcomes to identify effective practice

9. Produce progress reports as required and make sure that accurate information is communicated to senior management, relevant departments and agencies

10. Ensure services are improved or changes made where necessary, to deliver an efficient and effective service to victims and their families

11. Manage complaints made about the service to satisfactory conclusion

12. Create and maintain a robust employee rota system to ensure the smooth running of the Victim Help Centre 
13. Carry out effective line management and manage overall performance of the team

14. Provide advice and guidance to victim care officers during shifts

15. Develop the employee team and address their individual development/performance needs, set individual and team objectives and undertake annual appraisals

16. Assist in the recruitment and selection process of employees

17. Liaise with North Wales Police to ensure correct information is updated on Force systems.

Generic responsibilities

1. Develop productive working relationships with colleagues and stakeholders

2. Develop a culture and systems that promote equality and value diversity 

3. Promote a health and safety culture within the workplace 

4. Ensure and encourage a learning and development environment for self and colleagues

5. Manage personal resources and own professional development

6. All information must be maintained in accordance with the Data Protection Act 

7. Support Regional Fundraising efforts

8. Undertake other activities as required

Travel

1. Regular travel will be required

2. Occasional overnight stay may be necessary

Unsocial Hours

1. Able to work flexibly including evenings and weekends

This job description serves to illustrate the type and scope of the duties currently required for the above post and to provide an indication of the required level of responsibility. It is not a comprehensive or exclusive list and duties may be varied from time to time, they will not however change the general character of the job or the level of responsibility entailed.

Person specification

Job Title:
Victim Help Centre Team Leader
___________________________________________________________________

Knowledge and Experience

Essential

1. Previous experience of working within a statutory, voluntary, community, private social care or customer service environment dealing with members of the public, successfully managing conflict, difficult and sensitive situations. Demonstrable ability to influence people, whilst remaining professional and impartial. (s)

2. Overseeing direct work with service users (s)

3. Experience of recruiting, managing and developing people (s)

4. Appreciation of the importance of confidentiality and safe working practice. (s)

5. Ability to demonstrate level of awareness of equality and diversity issues appropriate to this role. (s)

Desirable

1. Interfacing with Voluntary and statutory agencies including issues facing the voluntary sector and an understanding of relevant professional roles 

2. Understanding  the impact of crime 

3. Understanding the criminal justice system 

4. Enforcing the importance of confidentiality and safe working practice

Skills and abilities

Essential

1. Think and plan operationally (s)

2. Value, support and manage others (s)

3. Able to work flexibly, including some evenings and weekends (s)
4. Experience of diverse team working, demonstrated by an understanding how own objectives fit into team objectives. Builds effective working relationships with a flexible attitude to team roles. (s)

5. Level 4 Welsh Language skills are essential for this post. The ability to communicate fluently through the medium of welsh would be desirable.(s)
Desirable

1. Communicate effectively, verbally and in written form, including telephone skills

2. Influence others

3. Promote Victim Support’s interests and values 

4. Lead and manage change

5. Manage projects

6. Gather, analyse and use information and evidence from different sources

7. Demonstrates sound problem solving skills and ability to make appropriate judgments and decisions, offering practical ideas and innovative solutions but, knowing when to refer upwards for a decision
8. Knowledge of Force and Partner Agency IT systems
(s) =  Shortlisting Criteria 
(10)



4

