[image: image1.jpg]Niz

Waltham Forest







[image: image1.jpg]

	Role Title
	Service Design Lead 

	Directorate
	Corporate Development

	Pay Range / Scale
	PO5

	Purpose

	To lead on service design across a portfolio of transformation and commissioning projects which ensure the delivery of high quality, cost effective services that deliver positive outcomes for Waltham Forest residents and the Council.


	Generic Accountabilities
	End Results/ Outcomes

	Provide specialist advice, guidance, support and challenge to internal /external stakeholders.
	Expert advice, information, support and challenge are provided on the full range of professional commissioning / commercial issues within the area of responsibility.

Learning from complaints / issues is embedded within the organisation and other stakeholders as appropriate and required changes are actioned.

	Identify and interpret issues, trends and problems which may have a broad impact both within 

LBWF and for partner organisations. 
	Solutions are evidence based and meet wider stakeholder requirements.

Strategic decision making is supported.

Documentation is produced, presented and distributed to required timescales and standards

	Lead on specific projects as required.
	Projects are delivered to agreed specification, timescales and budgets.

Change initiatives are successfully integrated and implemented across all impacted service areas.

Value for money is achieved.

	Manage risk within area of responsibility. Ensure all stakeholders are aware of and comply with relevant regulations and procedures.
	Potential risk is identified and mitigation is planned.

Risk registers are maintained.

	Prepare and present a full range of reports (both standard and non-standard) covering area of responsibility.
	Reports are prepared, distributed / presented to the appropriate committee/ to the required standards and timescales.

Evidence based recommendations are made.

	Provide support for junior staff including the mentoring of support officers and supervision where appropriate.


	Improving skills and knowledgebase of colleagues

Ensuring continued professional service for customers

	Ensure the necessary standards relating to safeguarding best practices/protocols are effectively communicated, monitored and maintained.
	Safeguarding standards are monitored and maintained in compliance with Council policy.



	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	Job Specific Accountabilities
	End Results/ Outcomes


	Identify and develop innovative solutions for service design and transformation, drawing on established methodologies, user insight and best practice nationally and internationally.
	Research and discovery is undertaken to identify best practice and innovation from a wide range of sources.

Services users are engaged in the design and prototyping process.

Best practice and innovation is assessed for its validity to the Council and service context before being put forward.
Innovative service design tools and techniques are used to determine the best options for service delivery.
Convincing, evidence based cases for change and innovation are made to senior stakeholders.

	Lead the design of services which respond to current and future need and services comply with statutory and good practice requirements whilst ensuring innovation and value for money.

	Services are designed around the needs of the people who use them.

The Council meets its statutory obligations.

Through effective anticipation of future need services are future proofed.

Outcomes are realised.

Cost effective services options are identified and put in place.
Commissioning and transformation is evidenced based.

	Build and maintain excellent relationships with directors, managers, staff and partners to ensure the views of stakeholders are captured, analysed and constructively challenged during the transformation design and prototyping process.
	Current thinking is challenged constructively and sensitively.
Key stakeholders express high levels of satisfaction with the analysis and recommendations from service and system reviews.

Partners across the council are engaged in the design, prototyping and delivery of new services and transformational change.

	Actively engage with key stakeholders and partners to ensure that the service design process identifies opportunities for synergies and achieves a strategic fit with interrelated service pathways.
	Synergies with other services are identified and opportunities to maximise efficiencies are realised.

Partnership opportunities are identified as part of the commissioning process.

Service design is undertaken as an inclusive process and opportunities for co-production are maximised.

The needs of service users and other stakeholders are identified.

 

	Manage complex relationships with a wide range of internal and external stakeholders to ensure an inclusive and coherent commissioning approach within area of responsibility. 


	Effective working relationships are established with stakeholders (Elected Members, Senior Managers, Service Users, Partner Agencies, other Local Authorities and external bodies).

	To lead the effective coordination of activities and people related to the implementation of a portfolio of service design commissioning projects from proposal to final operational stage (review, analyse, plan, do). 
	Relevant expertise within the Council is bought together and utilised in a co-ordinate way.

The right people with the right skills input at the right time



	Developing business cases for designing services, including the appraisal of commissioning options and making evidence based recommendations which are informed by innovative practice.   
	Service Design is based on evidence of what works

Innovative service solutions are scoped and identified

A range of options are considered so that opportunities to secure improved outcomes and value for money are maximised

	Management of a range of service design/commissioning projects in the areas of “people”  and “place” services.
	Council priorities and outcomes are delivered.

	Manage the Council’s relationship with external providers or agency staff where these are commissioned to provide capacity and/or expertise in delivering service reviews, ensuring this work is delivered to cost, time and quality expectations
	External providers are commissioned and deliver review-related work to cost, time and quality expectations.

	Coordinate activities with internal Council teams (e.g. procurement, legal, contract management, commissioners, project managers) to ensure that design projects are delivered on time and budget.
	Internal stakeholders are engaged and are clear on their role in projects.
Projects meet stakeholder expectations.

Projects are delivered on time and on budget.

	Nature of Contacts 

Continual engagement with and ability to build effective relationships, constructively challenge and influence the following will be critical to the role: Cabinet Members, Strategic Directors, Directors, Heads of Service, Service Managers, Frontline Staff, Programme Managers, Project Managers, Project Boards, and senior representatives from external organisations in both the public and private sector.
Responsible for managing virtual service design teams, consultants and external contractors.

Sensitivity, persuasiveness, and negotiation and assertiveness skills to communicate with diverse audiences in emotive circumstances.   Deal with people at all levels confidently, sensitively and diplomatically.
Provide specialist advice, guidance and support on issues within area of responsibility; develop and maintain joint working and promote the Council position. 

Consult with stakeholders to identify requirements. Communicate changes in policy and working practice to contacts.
Will involve direct contact with service users and members of the public, including dealing with challenging and sensitive situations. 

	Procedural Context
Reports to Transformation Design Manager

Responsible for leading on service design projects across all Council areas of business, providing expert design input to high profile programmes and projects using the LBWF Transformation Framework.

Will undertake detailed research, analysis and broad stakeholder engagement to generate ideas and put forward robust recommendations for change.

Responsible for leading on prototyping to ensure improved outcomes, reduced costs and the delivery of Council priorities.

Responsible for clienting relationships with external contractors to ensure the successful delivery of review and design projects within budget and timescales.

Responsible for chairing, facilitating and presenting at workshops, focus groups and project boards.

Will deliver a specialist service and support initiatives, projects and improvement programmes across a wide variety of service areas.

The success of the role will be measured through the extent of the delivery of agreed benefits identified within each area of transformation in line with corporate outcomes and objectives.

Use initiative to deal with complex issues and respond appropriately in an unpredictable work environment. May involve isolated working outside core hours.

Exercise professional judgement in assessing stakeholder requirements, potential risk and quality assurance of service. Monitor and evaluate performance / service delivery, ensuring all parties are informed of progress / issues as required.
Provide support to customers, colleagues and other stakeholders through applying knowledge of systems, procedures and best practice.  
Responsible for meeting performance standards within a policy framework and regulatory guidelines.   Accountable for proper use and security of information, resources, equipment and/or facilities within area of responsibility.
Responsible for line management and development of junior staff where required.


	Key Facts and Figures
DBS Clearance required


	Resourcing

Budget Responsibilities:   Nil

Supervisory Responsibilities: Line management of up to three members of staff. 


	Competency Level:  Principal Officer 


	Knowledge, Skills and Experience 
· Understanding of, and passion for, service design methodology
· Substantial experience of leading complex projects
· Substantial experience of commissioning services which have evidenced improved value for money and outcomes for residents.
· Knowledge and experience of operating in a complex local authority, or similar, environment
· Knowledge and experience of working in a partnership environment
· Ability to interpret statutory requirements and translate into local strategy 
· Excellent ICT skills, including the ability to full utilise Microsoft Office products, particularly Excel (essential) and Access (desirable)
· Experience in financial management
· Excellent organisatfional and administrative skills
· Excellent written and spoken communication skills

	Indicative Qualifications
Educated to degree standard or equivalent by experience

Relevant professional qualification (desirable)

	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.


Service Design Lead (PO5) - draft
Page 1 of 5

