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SERVICE DELIVERY SUPERVISOR
RECRUITMENT INFORMATION

The Charity 

Order of Malta Dial-a-Journey Trust is a charitable organisation in the Community Transport Sector of the passenger transport industry.  We safely provide over 25,000 passenger trips on our vehicles every year. 

We deliver a range of transport services from our Door to Door passenger transport service for those who are unable to use conventional public transport, to social services transport; additional needs school transport and further education transport for local colleges.  

We also assist the NHS in delivering patient transport, and provide transport for a number of voluntary organisations who aim to support others in local communities. We offer a self-drive vehicle hire service as well as driver training and assessment. 

In addition we deliver the Shopmobility wheelchair loan and hire schemes on behalf of Stirling and Falkirk Councils from our bases in Falkirk’s Howgate Centre and Stirling Bus Station.

We re-invest any income generated in expanding our range of services and meeting unmet needs in the communities we serve.

The Job 

Order of Malta Dial-a-Journey Trust is looking to recruit an experienced Service Delivery Supervisor to replace the current post holder who is leaving the organisation after a progressive career with us spanning more than 17 years.

The Service Delivery Supervisor will be responsible for supporting the Finance and Service Delivery Manager and Chief Executive in delivering a consistently customer focused passenger transport service and internal support function. 

Key responsibilities of the post will include the effective allocation of drivers and vehicles to the appropriate services while ensuring that demand is met and delivery standards are achieved.  

The post holder will provide the necessary support and direction for a team of over 25 driving and back office staff while ensuring the administrative infrastructure supports the safe and legal operation of all services while maintaining accurate recording systems to enable the Senior Management Team to provide accurate and timeous reports to funders and other stakeholders.

The post holder will undertake 1st line supervisory responsibilities for all staff across all 3 bases. 

The Working Environment

This is a key post in what can be a fast moving environment where the candidate needs to be able to be a self-starter with the ability to think on their feet while solving problems within very tight timescales.  The Service Delivery Supervisor will be expected to lead, direct and support team members on the charity’s road to recovery following the Covid 19 Pandemic. 

Every time a customer engages with us, they are wholly reliant on our staff meeting their expectations all the way through their journey with us.  Although this is achieved through teamwork, the Service Delivery Supervisor will be the person that leads the teams and gives clear direction to team members to ensure we meet customer expectations.

As a team we all accountable to our service users, funders and each other.  Dial-a-Journey’s success and reputation has been built by providing caring and compassionate services for 35 years and the Service Delivery Supervisor will be key to continuing this.

Our environment is currently changing, and we’re looking to improve on our interactions with service users and funders over the coming year, by introducing new scheduling systems, reviewing our social media presence and reviewing our internal support systems.

At the present time, specific duties relating to this and other posts are under review as part of a general restructure as a result of the above and the Service Delivery Supervisor will play a key part in reviewing and allocating tasks.  Therefore this is an excellent opportunity to join us at a time where you will have an opportunity to contribute to making these positive changes.

Submitting your application

Initial applications must be made by completing and submitting the Charity’s standard employment application form, either in handwritten or electronic format.  CV’s will not be accepted.   Incomplete applications forms may not be considered.

The reason for wishing candidates to complete the standard application form is to give each candidate and equal opportunity to present the basic information we require from all candidates at the initial stage.  
Should you be called to interview, we may seek further background information to expand on the information already provided (such as more detail about your achievements and successes in previous posts).

Further information about the post can be obtained by emailing either heidi@dial-a-journey.org or duncan@dial-a-journey.org 

Closing date for applications is Friday 18th February 2022.


THE JOB DESCRIPTION AND PERSON SPECIFICATION
This job description describes the practical purpose and main elements of the job.  It is a guide to the nature and main duties of the job as they are proposed, but is not intended as a wholly comprehensive or permanent schedule of tasks which are still to be finalised as part of an ongoing-review
	1.      JOB DETAILS

Job Title:  SERVICE DELIVERY SUPERVISOR                                                      
Business Area: Service Delivery and Staff Support/Line Management
Reports to: Finance and Service Delivery Manager and CEO               
Salary: £25,000 including on call allowance
Hours of work: 35 hours (with the possibility of evening and weekend work)


	2.     OVERALL PURPOSE OF THE JOB

To be responsible for assisting the smooth delivery of services, and the management, support and supervision of Driving and Support Staff  


	3.      PRINCIPAL RESPONSIBILITIES
1. To assist the Finance and Service Delivery Manager with the delivery of all passenger transport and other services and the 1st line management of all Staff

2. To support and supervise staff of multiple disciplines.


3. To identify ongoing training needs and support for all team members 
4. Any other duties as may be considered appropriate for this post.



	4 JOB CHALLENGES AND PROBLEM SOLVING 

The nature of the post is diverse, and can be fast moving, (often with many deviations from the original plan throughout the course of the day in order to meet changing demands on our services).   As such the post holder will be expected to demonstrate a commitment to ensuring the job is seen through to completion by all colleagues by applying hands on solutions to problems where necessary.

The post holder must
· Demonstrate a flexible approach towards performing allocated duties.
· Be able to work unsupervised and on own initiative.
· Be able to work to tight timescales/deadlines

	5      Key Responsibilities

There are 3 Key responsibilities the Service Delivery Supervisor will assume.

Overseeing duties

To oversee the work of the Driving and Support Teams and ensure that duties and tasks are completed in such a way that service delivery and administrative objectives are met and sustained through development of (and adherence to) new or established systems and procedures.
Within the established systems, there are a number of specific tasks the Service Delivery Supervisor must ensure their team complete that will be reviewed and agreed with the new post holder.

Operational Responsibilities
The Service Delivery Supervisor will work alongside the Finance and Service Delivery Manager and CEO to ensure the day to day delivery of Dial-a-Journey’s passenger transport and Shopmobility and Taxicard booking service are carried out efficiently and effectively in accordance with all legislation affecting Charity, Company and Road Transport Laws. 

Staffing Responsibilities 

Acting as the first line Manager, the Operations Supervisor will assist the Service Delivery Manager and CEO to line manage, direct and support a team of multi-disciplined staff 


	6.      ADDITIONAL COMMENTS
Every job description in the organisation may be subject to a review either: on an annual basis at the time of the annual appraisal meeting, or;
as a result of a change in strategic direction, or

as a result of a team/ operational requirements, or

as a result of agreed performance appraisal needs and objectives, or

within six months of appointment


These key tasks are not intended to be exhaustive, but they highlight a number of major tasks that the post-holder may be reasonably expected to undertake.

PERSON SPECIFICATION

	ATTRIBUTES


	ESSENTIAL
	DESIRABLE

	QUALIFICATIONS


	· While it’s expected that the candidate must be able to demonstrate past or current educational attainment at HNC level or above the nature of this post does not rely solely on the possession of a specific vocational qualification.

The nature of the post is diverse, and as such, the post holder will be expected to demonstrate a capacity for learning the wide range of topics that are attached to it, as well as applying hands on solutions to problems.  

· Must possess D1 Minibus Licence (or cat B car licence and willing to undertake training)
· Will require to undertake PVG Clearance


	Relevant qualification in customer service and/or staff /admin management/passenger transport operations


	SKILLS AND EXPERIENCE
	The Post holder must possess;
· Demonstrable ability to work effectively as a team member and team leader

· Demonstrable ability to communicate information in a clear and concise manner in different formats

· Recent experience of working in a service delivery environment and working with stakeholders  to provide a high level of customer satisfaction
· Possess excellent organisational skills with ability to problem solve while managing and prioritising diverse workloads and meeting strict deadlines while maintaining attention to detail and accuracy
· Demonstrable competence  in computer literacy and awareness including the of using MS office, including Word, Excel, and Outlook

· Ability to deal with information of a confidential nature
· Excellent written and communication skills

· Experience of conducting investigative interviews and preparing casework for disciplinary and grievance meetings


	· Experience of working in a passenger transport environment 

· Clerical/admin experience

· Knowledge of vehicle and driving legislation
· Awareness of the use of Social Media

· Experienced in the use of working with vehicle routing, scheduling and vehicle maintenance software packages

· Knowledge of Health and Safety regulations and requirements
· An understanding of the ethos of the third sector


	OTHER ATTRIBUTES
	· Flexible and adaptable commitment to the needs of a customer focussed and demand led service
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