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Dear Applicant

Performance, Systems and Quality Officer

Central Services Team, Leeds (Ref: FCST2-2018)
Permanent and part-time (32 hours per week)
We thank you for your interest in the above vacancy and attach the following documents:

(i) Guidance Notes
(ii) Role Profile for the position
(iii) Application Form
(iv) Equal Opportunities Monitoring Form

(v) Advertising Monitoring Form
If you would like this application pack to be supplied in large print, Braille or any other format, please let us know.

In order to apply for this position, you will need to hold a full driving licence and have access to a vehicle.  Adjustments may be possible where applicants cannot drive as a result of a disability.

The closing date for this post is Friday 25th May 2018 at 9:00am and it is anticipated that interviews will be held on Thursday 7th June 2018.

If you would like an informal chat about the role, please contact the Performance, Systems and Quality Manager, Fiona Fischbach on 07538 472808.
Once completed, please submit your application by e-mail and as a Word document to recruitment@foundationuk.org.
The post holder is expected to work within the policies and procedures of Foundation and be committed to its ethos and values.  This will include promoting and demonstrating the principles of equal opportunity (including encouraging diversity and tackling discrimination) and sensitivity to the environment.

Please note that Foundation does not accept CVs, so please complete all sections of the application form in full.  We are, however, happy to accept your own version of the form, provided it covers all of the questions and is signed.

Many thanks.

Yours faithfully
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HR Administrator
Guidance Notes

For any post in Foundation, the application form plays an essential part in choosing the right person for the role.  It is only the information contained in your application form that will determine whether or not you are shortlisted for an interview.

Completing the Application Form
1. Think about the job you are applying for and exactly what it involves and then read through the application form so that you know exactly what information is required.

2. Read through the Role Profile so that you know exactly what the role is and the skills and abilities you need and then make a rough list of all your skills and experiences.  Choose those you think are relevant to the job.  No assumption will be made about your skills and experience so it is essential that you tell us how you meet the criteria (e.g. if you are a secretary tell us what is involved, please do not assume that the title "secretary" provides us with an explanation of the role you currently do).

3. Complete the application form, ensuring that you cover all the essential criteria from the Role Profile and, if you wish, add any evidence of how you meet the desirable criteria.

4. Please ensure that you have signed and dated the Declaration at the end of the application form.

5. Please e-mail your completed application form to the address in the covering letter.
6. If you have no alternative but to complete the form by hand, please use black ink.  You must then ensure that, when posting your application to us, you have paid the correct postage as we will not be responsible for collecting any underpaid correspondence.  Please also ensure that you post your application at least three days before the closing date, to allow time for it to reach us.

What happens next?

1. Your completed application form will be forwarded to the shortlisting panel on the closing date and they will decide whether or not you are selected for an interview, based upon the selection criteria.

2. If you are shortlisted, we will contact you as soon as possible after the closing date.  If, however, you have not heard from us within 10 working days, please assume that your application has not been successful.

3. The interview panel is normally made up of three people who will ask pre-determined questions based on the Role Profile.  The questions are intended to allow you to expand upon your application and to show the panel how well you meet the requirements of the role.  You will have the opportunity to ask questions about the job, conditions of service or anything else about the organisation.

4. The interview panel will keep a record of their assessment of each candidate so that the reason(s) for their decision are clear, consistent and justifiable.  If you wish to discuss why you have been unsuccessful, please contact the relevant manager who will be pleased to provide you with feedback.

	Role Profile

	Title
	Performance, Systems and Quality Officer

	Location
	Leeds (with the opportunity to work from other offices on occasion )

	Contract
	Permanent and part-time (32 hours per week)

	Grade
	£24,174 - £25,951 (NJC scale point 27 - 29) per annum,  pro rata 

	Report to
	Performance, Systems and Quality Manager

	Role Summary

	Foundation is a registered charity and the largest third sector provider of housing-related support services to socially excluded groups across the north of England.  We provide services for disadvantaged and vulnerable individuals and families.  The organisation is structured into seven service areas, comprising 17 office bases. The Central Services Team, based in Leeds, provides support across the organisation for all colleagues.

The post holder will play a critical role in ensuring that Foundation’s services comply with quality standards, developing a culture of continuous improvement, evidencing the provision of high quality services to customers/commissioners, driving up performance across the organisation and assisting with the continuing work of developing our case management software (CDP SHARP). 
The post holder will be expected to work at all levels of the organisation, from reporting to Senior Managers, working with front line staff in local teams and consulting with customers. 

Foundation is committed to developing a co-production approach, involving its customers in activities and decisions at all levels of the organisation. 
The Mission of Central Operations
To deliver excellence in customer service and strategic business support at Foundation through:
· developing a very good understanding of the front line business and its varied components;
· understanding what the customer wants from Central Operations and IT;
· a clear consciousness of value for money (economy, efficiency and effectiveness);
· the development of sound and modern systems, procedures and governance arrangements;
· an integrated one-stop approach to our customers; 

· equipping colleagues with the necessary skills, expertise and resources to deliver professional support services; and

· contributing to making Foundation a “great place to work”.

We will deliver this by:

· actively developing effective and supportive working relationships with colleagues;
· being strategic and pro-active;
· consistently beating customer expectations and seeking to add value;
· taking time out through shadowing, coaching and mentoring to get to know our internal customers and their business priorities;
· finding imaginative solutions to problems;
· preparing strategic financial plans and risk registers; and
· setting a good example on sustainability.
You will contribute to this by providing support to the overall strategic direction of central services.  You will positively influence the delivery of business goals through the provision of a high quality service and by developing and maintaining effective relationships with team members, and internal & external customers.



	Key Accountabilities



	Main duties and accountabilities
· Input into quality-related policy development and review, which may involve consultation with key stakeholders and customers.

· Assist the PSQ Manager in the implementation and evaluation of quality assurance processes. 

· Provide support to teams to work within various local and national quality assurance processes and utilising them to improve performance.

· Assist the PSQ Manager in the development and implementation of support tools.

· Supporting the development and implementation of a robust internal quality audit process.

· Conducting analyses of outcomes data and preparation of summary reports for a range of audiences, including for marketing and development purposes.

· Supporting the administration of the Quality Matters Group.
· Supporting the development and sharing of best practice across the organisation.
· Leading on administering a rolling programme of work that includes stakeholder and customer surveys, the review of complaints and the collation and analysis of customer exit surveys (including SMS text surveys).

· Supporting the involvement of customers and front line staff in measuring impact and performance. 

· Assisting the PSQ Manager with the building of simple reports and forms on case management system.

· Providing advice and support to all users of case management system.

· Assisting in the delivery of appropriate training, to ensure maximum efficient use of the system.

· Work with the PSQ Manager to prepare management information and performance reports. 
· Assist with the measurement of the impact of the work of our front line teams and identify ways in which we can use this in the preparation of bids. 
This role definition is not exhaustive but gives a general outline of the tasks required of the post holder.  From time to time, the post holder may be asked to carry out additional reasonable tasks, as appropriate to the needs of the business.  As such, this role definition will be subject to revision as required.



	Role Requirements



	
	Essential
	Desirable

	Experience
	· Data entry and analysis

· Working with case management  CRM systems

· Report writing
	· Experience of quality review of policies/practice
· Experience of supporting people experiencing social exclusion
· Management of computer/CRM systems 

	Qualifications
	· GSCE or equivalent Grade C or above in maths and English

· Educated to A Level standard
	· Degree level qualification in a related discipline

	Knowledge/ Aptitude
	· Able to work independently and be able to successfully manage multiple work streams
· Work to deadlines 

· Able to understand, interpret and present complex data in a meaningful way 

· Good knowledge of commonly used Microsoft Office applications
· Excellent communication skills (able to communicate with a wide range of people)
· Able to work well in a team and contribute to collective priorities
	· Working knowledge of case management software.

· Experience of measuring outcomes and impact

· Experience of working with disadvantaged people/groups



	Qualities we are looking for in Candidates (Competency Framework)


	Personal Effectiveness
	Approach to work

· Excellent multi-tasker, taking personal responsibility for results and improvement.

· Strong organisational management skills.  

· Possesses high levels of resilience, personally driven and tenacious.

· Able to work effectively at times of significant pressure.
· Should be a creative, motivated, flexible and dedicated individual with enthusiasm to implement new systems and drive through change.
· Commitment to personal development.
Risk management

· Works in line with policies and procedures.
· Applies and promotes risk management to work practices, as required.

· Able to manage resources effectively in meeting the post objectives.

	Customer Focus
	Service provision

· Using analysis and judgement, able to identify and select the best approach or solution to resolve problems.  
· Looks to continually improve existing practices.

Recording and monitoring

· Ability to plan and see through project work, ensuring objectives and targets are met on time and within budget.
· Comfortable working with a range of management information to interpret and produce reports, where required.
· Confident at presenting information in a variety of situations and dealing with feedback and challenges.
· Should possess strong facilitation skills in supporting colleagues to buy-in to new systems and ways of working.

Equality and Diversity

· Should demonstrate a commitment to the principles of equal opportunity and diversity and, in particular, the principles underlying Foundation’s Equality and Diversity policy.

	Interpersonal Skills
	Working with others

· Build and maintain effective working relationships with customers, colleagues, partner agencies and other stakeholders.

· Manage and ensure that clear, professional and emotional boundaries are established. 

· Demonstrate a keen understanding of the ability to adapt your approach when working with different groups (e.g. customers, partner agencies, stakeholders and colleagues).

Communication

· Verbal communication skills to engage effectively with a range of customers and partner agencies. 

· Engage with colleagues in the team and other agencies.

·    Presents verbal and written information clearly and professionally 

Diversity

· Build trust and have respect for others, show an awareness of the impact of your own behavior, demonstrate an understanding and sensitivity to the diverse needs of customers and treat everyone fairly and consistently.


	Commitment to the Organisation
	Commitment to organisational goals

· Should be able to demonstrate a strong commitment to the objectives and values of Foundation.

· Non-judgemental and committed to challenging discrimination. 

Embracing change

· Open to and supportive of change and new ways of working.

· Willingness to participate in shaping the future of the organisation by taking on responsibilities and projects, in addition to core workload.





















	Application Number
	[for office use only]


	Application Form

	Vacancy
	Performance, Systems and Quality Manager
	Vacancy Ref
	FCST2-2018

	

	Personal Details

	Title
	
	First Name(s)
	
	Surname
	

	

	Address
	

	
	Post Code
	

	

	Mobile Tel
	
	Work Tel
	
	Home Tel
	

	

	E-mail address
	

	May we contact you at work?
	

	Do you hold a full, valid Driving Licence?
	

	Do you have access to a vehicle?
	

	

	Employment History

	Date
	Employer
	Salary
	Position and Responsibilities
	Reason for Leaving

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	Education/Qualifications/Training Relevant to the Role

	Date
	Course/Qualification

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


	Role Requirements

	Please comment on your ability to carry out the duties and responsibilities for this role and also demonstrate how you meet the role requirements.



	References

	Please provide contact details for two referees, one of which should be your present or most recent employer.  Where you have been in post with your current or last employer (if currently not working) for less than 12 months, we will automatically take up references from your last two employers.  Please provide their details.  If you are offered the post, it will be completely conditional upon receipt of satisfactory references.

	
	Referee 1
	Referee 2

	Name
	
	

	Position
	
	

	Relationship
	
	

	Address
	
	

	Telephone
	
	

	E-mail
	
	

	Please ensure that the above information is complete and up to date.  Where possible, please provide an e-mail address to help speed up the reference request process.


	Convictions

	Please state any convictions you have had for criminal offences.  Most of our posts are exempt from the Rehabilitation of Offenders Act.  If the post you are applying for is not exempt, this will be stated in the covering letter and you need only declare unspent convictions.  If necessary, complete a separate sheet providing details of dates, offences and sentences and then send under separate cover, marked “Private and Confidential”.  All exempt posts will be subject to criminal record checks via the Disclosure Barring Service.  Having a criminal record may not prevent you from working with Foundation.

	Do you have a criminal conviction?
	Yes
	No

	

	Asylum and Immigration Act 

	Under the Asylum and Immigration Act, we have a legal obligation to ensure that all staff has the right to work in the UK.  Therefore, any offer of employment will be subject to the provision of documentary evidence to demonstrate that the successful candidate is entitled to work in the UK.  If you are invited for an interview, you will be asked to provide evidence of your eligibility.

	I confirm that I am entitled to live and work in the United Kingdom and have the relevant documentation to evidence this (e.g. original birth certificate/UK Passport)
	Yes
	No


	Declarations

	Are you related to (or a partner of) a Foundation customer, employee or Board Member?  (If yes, please provide brief details on a separate sheet)
	Yes
	No

	To the best of my knowledge, there is no reason in respect of my physical or mental health, why I would not be able to carry out fully the tasks described for this post.  I confirm that the information I have given on this form is correct and complete.  I understand that misleading statements may be sufficient grounds for dismissal.

	Signed
	
	Dated
	


Equal Opportunities Monitoring Form
Foundation wants to meet the aims and commitments set out in our equality policy.  This includes not discriminating under the Equality Act 2010 and building an accurate picture of the make-up of the workforce and encouraging equality and diversity.  The completion of this form is voluntary, however, it does help us provide a better service if this information is provided.  The completed form will remain confidential and be stored securely and limited to only certain staff within Foundation’s Human Resources department, where it will be used for monitoring purposes only.

What is your gender?
What is your age?
Do you have a disability?
	
	Female
	
	
	21 and under
	
	
	No

	
	Male
	
	
	22 to 30
	
	
	Yes (please specify)

	
	Transgender
	
	
	31 to 40
	
	Reasonable adjustments:

	
	
	
	
	41 to 55
	
	

	
	
	
	
	Over 55
	
	

	
	
	
	
	
	
	


What is your ethnic group?

	White
	
	Asian/Asian British
	
	Mixed/Multiple Ethnic Groups

	
	British
	
	
	Indian
	
	
	White and Black Caribbean

	
	Irish
	
	
	Pakistani
	
	
	White and Black African

	
	Gypsy or Irish Traveller
	
	
	Bangladeshi
	
	
	White and Asian

	
	Other (please specify)
	
	
	Kashmiri
	
	
	Other (please specify)

	
	
	
	
	Chinese
	
	
	

	
	
	
	
	Other (please specify)
	
	
	

	Black/African/Caribbean/Black British
	
	
	
	
	
	

	
	Caribbean
	
	
	Other Ethnic Group (please specify)
	

	
	African
	
	
	
	
	
	

	
	Other (please specify)
	
	
	
	
	
	


What is your religious belief?

	
	No religious belief
	
	
	Hindu
	
	
	Sikh

	
	Christian*
	
	
	Muslim
	
	
	Other (please specify)


* including C of E, Catholic, Protestant and all other Christian denominations
What is your sexual orientation?

	
	Heterosexual
	
	
	Lesbian/Gay
	
	
	Bisexual


Have you ever been a customer of Foundation?
	
	Yes
	
	
	No


If you have been a Foundation customer, please complete the boxes below:
	Start Date
	
	
	End Date
	


Advertising Monitoring

We also monitor how effective our advertising is and, in order to assist us, we would ask that you please let us know where you saw the advertisement for the vacancy which you are applying for.  Please be specific, if you saw the advertisement on the internet, please let us know on which website you saw it and do not just write “internet”.

Where did you see the advertisement for this vacancy?

	
	Foundation Website
	
	Linked-In

	
	Indeed
	
	Gumtree

	
	Job Centre/Directgov Jobs
	
	Best Companies

	
	Homeless Link
	
	Word of Mouth

	
	HAYH
	
	E-mail from a Foundation colleague

	
	Involve Yorkshire/Humber
	
	E-mail from a colleague (not at Foundation)

	
	Clinks
	
	Facebook/Twitter

	
	North Yorkshire County Council
	
	Other (please specify below)


Unit 8 Northwest Business Park


Servia Hill


Leeds LS6 2QH





Tel	0113 303 0150


E-mail	recruitment@foundationuk.org


Website	www.foundatiouk.org









                


