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Service Manager Competency Framework



	General Duties
	The Service Manager is required to fulfil their role by fully implementing Express Group Fife Policy and Procedures.



	Managing Equality
	The Service Manager has a responsibility to lead on the delivery of Express Group Fife core values.

· Promote the equality, diversity and rights of others by ensuring people are respected and valued as individuals.
· Develop, maintain and evaluate systems and structures to promote the rights, responsibility and diversity of the people who use Express Group Fife services.
· Support involvement by the people who use Express Group Fife services in the management of the services provided.
· Promote the rights and needs of the people who use Express Group Fife services in the community.



	Managing Quality








Managing the Service
	The Service Manager has a responsibility to ensure a quality service by implementing Express Group Fife Quality Standards.

· Implement quality assurance systems within the Express Group Fife.
· Monitor compliance with quality systems.
· Have due regard for health & safety and security in the workplace and contribute to raising awareness.
· Carry out quality audits and produce reports on quality.


The Service Manager has a responsibility to provide a structured approach to Core Management practices.

· Maintain the work of the service to meet the needs of the people who use the service, but also to meet the expectation of the funders.
· Maintain a healthy, safe and productive work environment for staff, volunteers and those who use the service.
· Ensure that the services provided by Express Group Fife meet the quality requirement defined by both the people who use the service and funders.
· Recommend improvements to the Express Group Fife Service plans and activities.


	
Managing People
	
The Service Manager has a responsibility to enable the Service to be provided through a pro-active and positive approach to people management:

· Create productive working relationships with people both within Express Group Fife and external agencies by developing the trust and support of colleagues, team members and Trustees.
· Contribute to the selection of staff and volunteers for the various activities within the Express Group Fife services as required.
· Develop the Express Group Fife staff teams by identifying individual and team development needs and ways of supporting them to continually improve performance, including developing knowledge and practice in providing care services.
· Develop and sustain arrangements for joint working between staff and agencies.
· Develop own skills to improve own performance, including knowledge and practice in providing Care Services.



	Managing Performance













Managing Resources
	The Service Manager has a responsibility for developing and sustaining a culture of achievement and accountability.

· Lead the performance of the Express Group Fife and the individuals within it by: allocating work, agreeing objectives, setting out plans and methods of working, monitoring and evaluating work and ensuring that regular reports on performance are available for the Board of Trustees.
· Respond to poor performance by helping people who have problems affecting their performance and contribution to capability, disciplinary or grievance procedures as required.
· Facilitate team and other meetings so that objectives can be achieved.


The Service Manager has a responsibility to ensure that the tangible physical resources that underpin the services offered by Express Group Fife, including money, are secured and maintained.

· Make recommendations for the use of the physical resources that the services need to achieve their aims.
· Ensure that equipment and materials are available to achieve service activities.
· Contribute to the control of the resources used by the Services.


	
Managing Information
	
The Service Manager has a responsibility to provide an accurate and intelligently analysed description of the activities of the services.

· Gather required information on the service/s and other activities.
· Advise and inform others about Express Group Fife activities taking particular regard to the reporting requirements of funders.
· Market Express Group Fife services.
· Ensure all staff act in accordance with the provisions of the Data Protection current legislation.



	Delivering Care
	The Service Manager will have involvement in the direct delivery of care services where relevant and appropriate.

· Establish, sustain and disengage from relationships with Express Group Fife Service Users and Carers.
· Assess the individual needs and circumstances of Express Group Fife Service Users and Carers.
· Evaluate the risk of abuse, failure to protect and harm to self and others of Express Group Fife Service Users and Carers.
· Plan and agree service responses that meet the individuals identified needs and circumstances.
· Contribute to the provision of effective physical, social and emotional environments for group care with Express Group Fife Services.
· Enable Express Group Fife Service Users, their families and friends to explore and manage change.
· Support Express Group Fife Service Users and Carers with difficult and/or potentially difficult relationships.
· Manage abusive and aggressive behaviour.
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