[image: image2.png]





  [image: image2.png]
                          
    

Position:



          Citizens Advice Consumer Service
                                                                (CACS) Contract Manager                                            
Term:





Fixed Term – initially for 12 months
Location:




Edinburgh or Glasgow
Salary:




circa £32,000 - £35,000 per annum

(commensurate with experience) 
Reports to:




Head of Bureau Services




Line manager responsibility:

No line management responsibilities
Budget responsibility:


Responsible for service delivery budge
Date:





April 2017

About CAS
Citizens Advice Scotland, our 61 member bureau and our consumer helpline together form Scotland’s largest independent advice network. We help more than 300,000 people solve their problems each year in communities everywhere from city Centre’s to the Highlands and Islands. We look at the problems people bring to our advice services and campaign for change where it’s needed most. We work for a fairer Scotland where people are empowered and their rights respected.
Main Purpose of Job:
Responsible for the direction, development and delivery of the Citizens Advice Consumer Service in Scotland, including management of the CAS supplier contract for the consumer service.
· Responsible for the direction, development and delivery of the Citizens Advice Consumer Service in Scotland as part of the consumer advice landscape. 

· Management of the CAS supplier contract for the consumer service. 
· Working in collaboration with Citizens Advice England and Wales, providing a joint consumer advice service in GB.
· Review and implement the delivery of the Scottish consumer telephone advice service to meet CAS service delivery objectives in line with future service requirements and strategic objectives
· Responsible for creating and maintaining effective working relationship with consumer service delivery partners in Scotland, in particular the trading Standards community, and developing strategic relationships with them to ensure the consumer service occupies a central role for future consumer service advice delivery.
Key Responsibilities:

1. Strategic direction and planning:

· Responsible for managing the consumer advice service in Scotland 
· Review performance and develop a plan for improving the delivery of the consumer service. 
· Responsible for the strategic development of the relationship between CAS and the CAS service delivery partner.
· Undertakes a review of the consumer service in Scotland within the context of the consumer landscape changes and make recommendations for future development.
2. Operational delivery and contract management:

· Performance manage the supply of service between CAS and the consumer service supplier

· Accountable for the overall performance and operational delivery of the consumer advice service in Scotland, working and liaising with the GB Consumer Service Operations Team to review the GB service  performance

· Responsible for reporting within Scotland, on service performance and contractual adherence 

· Takes responsibility for dealing with escalated CAS contract management issues and complaints

· Leads operational meetings, in Scotland, with suppliers, operations managers and others as appropriate.

· Leads on operational audits at Scotland delivery sites in line with CAS Senior Managers requirements. 

· Takes part in GB wide meetings including those with service partners.

3. Service development:
· Develops a detailed project plan for implementation, in Scotland, of CAS consumer service operational objectives.

· Contributes to the planning and implementation of GB wide service improvement or change programmes, in particular, managing any risks to service delivery in Scotland.

· Make recommendations for the development of the Scotland consumer service.

· Undertakes staff management responsibilities, where appropriate, for operational, change or project staff deployed within CAS’ consumer service.

· Plans and implements a strategy to develop on behalf of CAS subject matter expertise on consumer affairs and to ensure CAS can undertake its own service quality reviews.
· In line with requirements of funders, plan and expand the Scotland services’ capabilities, e.g. to provide level one advice on energy and posts contacts.  
4. Communication and Stakeholders:
· Represents the service internally and externally, within Scotland,  delivering presentations and responding to requests for information in relation to the consumer service

· Ensures that relationships with service partners and other stakeholders are managed appropriately and contributes to the management of relationships with GB operation.

· Ensure the development of relationships with consumer redress organisations in particular the Trading Standards community
· Dealing with escalated matters such as performance and service complaints in Scottish operations. 
· Manages strategic and tactical relationships with Citizens Advice, in particular, the Consumer Service operations team, ensuring CAS is seen as an equal partner in the work throughout GB.
5. Financial management:

· Responsible for the development of service delivery plan and budget

· Responsible for the delivery of the service, in Scotland, within allocated budget, working closely with CAS finance colleagues to monitor progress

· Manage the Scottish supplier operational performance  recommending payments, reimbursements and penalties as detailed in the supplier contract. 

· Liaising with overall service and CAS financial team to set and deliver against an accurate budget

· Liaising with Citizens Advice England and Wales to ensure that Contract Support payments are agreed in advance and reimbursed in line with that agreement. 
· Recommendation on any financial penalties which may be imposed for non-performance of contract
6. GB wide procedures and tasks:

· Undertake tasks on behalf of the Consumer Service Operations Team, following agreement, as part of the GB requirement.
· Undertake such other duties and tasks as may lie within the scope of this post.  

The above job description is not exhaustive and is clarified to include broad duties inherent in the post. Evaluation and development of this post may, in time, indicate a need to revise duties herein. 
Person Specification:
	
	Essential
	Desirable

	Aptitudes

Abilities

Skills
	· Commitment to quality evidenced via the use of training and competence frameworks or other formal quality systems
· Effective team worker
· Ability to work well under pressure with minimum supervision
· Excellent planning and organising skills
· Excellent written and oral communication skills evidenced via report writing and presentations
· Excellent interpersonal, influencing and negotiating skills
	

	Education

and Knowledge
	· Experience of successful project and change management
· Experience of managing substantial project budgets (c. £1 million p.a.)
· Experience of performance managing contracts  
· Experience of working with partner agencies (including local authorities)
· Experience of the consumer landscape and of consumer redress including recourse to Trading Standards

· Proficient user of IT, in particular Word, Excel and PowerPoint; the internet and email; and technology in project planning and implementation
	· Knowledge of the voluntary sector and advice agencies
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