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JOB DESCRIPTION

JOB TITLE:
Support Services Officer
PLACE OF WORK:
3 Glengall Street, Belfast

RESPONSIBLE FOR:
Administrative and Reception Teams in Relate NI
ACCOUNTABILITY:
Business Services & Performance Manager
Context of the Job

Management of the administrative and reception teams for Relate NI and provide support to the Business Services & Performance Manager. The postholder will also oversee the maintenance and development of Relate’s Business & Scheduling system and be responsible for the production of client service reports and statistical information associated with the delivery of Relate’s counselling services.  The post holder will also oversee the maintenance and health and safety of Relate NI’s service centres and venue partners. 
Key Tasks – Administrative and Reception Services

Manage the administrative and reception teams across the organisation and provide minute taking service as required
Develop the management information systems, producing timely and accurate reports to inform the SMT, project commissioners, project co-ordinators and Finance.

Monitor and manage the client waiting list ensuring it is maintained within Relate NI standards
.

Manage the journey of higher intensity clients from initial point of contact through to service discharge.

Act as champion in developing our client-centred ethos and for continuous improvement.

Responsible for maintaining healthy, safe and productive working conditions in the administrative and reception service functions across all of Relate’s service outlets.

Develop a range of appropriate venue partners to meet the needs of our clients, negotiating terms and conditions and appropriate Health & Safety matters and ensuring insurances are in place in Public venues used. 

Develop and maintain appropriate and effective information management and communication systems across the administrative and reception functions. Implement a quality system including annual internal audits of management information, counsellor and client records.
Ensure the needs and expectations of those who use the services provided by Support Services are regularly and appropriately assessed.  (i.e Managers’ needs, Administrative support, reception services and contract management).

Ensure feedback is sought and analysed in a systematic way from across the organisation about the administrative and reception service functions and make decisions in relation to formal complaints in accordance with agreed procedures.

Develop and maintain a positive climate of co-operation and co-ordination across the administrative and reception functions and with other staff in the organisation.
Ensure staff within the administrative and reception functions are trained to use IT effectively and responsibly within their work.

Develop and manage Relate NI’s promotional material ensuring they are clear, accurate and up to date ensuring a ready stock is available to promote the organisations at events.

Provide support to the Business Services & Performance Manager in the administration of Partnership Projects.

Key Tasks –Management Information, Computerised Appointments System, Statistics and Finance

Provide accurate and timely activity reports to inform business and project decisions. Provide customer and client specific reporting summarising service performance against agreed targets (KPIs) together with analysis of service trends. 
Manage the computerised appointments system with a particular focus on improving efficiency
Monitor client management data 
Manage Relate’s database of practitioners and report on practitioners’ working hours.

Maintain Relate’s business system and provide statistical reports on the delivery and take-up of service for both internal and external consumption including funders and for contract requirements.

Work in collaboration with the SMT in identifying relevant KPIs for evaluation of business and client services

Key Tasks – Management of Staff

Assess and manage the performance of the administrative and reception staff teams (including regular operational team meetings, supervision and appraisal routines).
Develop and monitor individual and team productivity, promoting new innovative ways of working through designing efficient systems and processes.

Actively promote a cross organisations team working and client centred ethos.

Contribute to the selection of staff as a recruitment and selection panel member.

Responsible for the induction of other administrative and reception staff throughout the organisation.

Identify and address the learning needs of individual staff and teams within the administrative and reception functions and ensure that Relate’s training and development policies are effectively implemented across the administrative and reception functions.   

General
Continue to develop and improve own performance through attendance at relevant training courses.

Represent and promote the aims, values and principles of Relate NI, with particular emphasis on equal opportunities and attend and participate at conferences and seminars as required.

Co-operate with other members of Relate NI staff and co-ordinate work programmes where appropriate.

Such other duties as the Chief Executive on behalf of Relate NI may from time to time determine and such other duties which are consistent with the grade of the post.

Salary:
Agenda for Change Scale 6 Pts 21 – 29 £24,389 £32,663 per annum  

Pension:
There is a voluntary contributory pension scheme, into which both employer pays 6% and employee pays 3% of salary.

Hours of Working:
35 hours per week. On occasions the demands of the job may require work outside these hours. Arrangements to be agreed between manager and post-holder.  These extra hours will be compensated by time off in lieu.

Holiday Allowance:
25 days per year pro rata.


12 statutory days.


The Relate NI holiday year runs from 1 April to 31 March.
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