[image: image1.jpg]Q CareQuality
Commission




	Job Title
	Registration Support Team Manager 

	Job Purpose
	Responsible for the management of overall performance of a team working in a fast-paced, high volume transactional activity environment.  The role focuses on ensuring staff deliver an excellent customer experience, incorporating achievement of service levels and agreed standards of quality.

	Accountabilities
	· Lead and motivate in a high-performance culture, providing high challenge and high support. Promote innovation and continuous improvement, ensuring staff understand and are engaged with team and organisational goals.
· Facilitate and promote exceptional customer service with all customers, both internal and external, across your team, acting as first point of escalation and resolution for customer issues and complaints

· Ensure workflow is appropriately managed through your team, monitoring progress of work rate completion to ensure individuals and team remain on target to meet the wider team SLA

· Take ownership of service escalations and for customer complaint resolution, ensuring any corrective action taken is discussed with the wider team to enhance learning for all and improve service

· Countersign DBS applications from registration manager applicants, to confirm that applicants are eligible for the DBS checks requested.
· Ensure your team contribution is sufficient in the context of the wider team service requirements.  Working collaboratively with peer network to propose and implement solutions to remedy anticipated or actual shortfalls as required, highlighting action taken to your line manager when appropriate to do so 
· Conduct quality checks for your teamwork outputs to ensure agreed and defined quality standards are being achieved, provide feedback and ensure agreed actions are implemented to ensure any shortfalls are remedied 

· Deliver communications updates in a structured, timely manner to support early engagement with plans and initiatives, ensuring that delivery methods are tailored to the needs of your receiving audience

· Undertake all mandatory and other identified training to support own development and the development of others 

· Actively contribute to Performance Management and Review process by ensuring performance conversations are held with all direct reports and appropriate documentation is completed for self and others 

· Provide line management support to all staff in your area of responsibility, ensuring staff have access to appropriate support mechanisms to undertake their role and aid career development

· Enhance learning and service improvement opportunities in your team by ensuring any corrective action planned or taken as a result of service escalations or complaints is discussed and staff are supported to improve, with coaching as necessary and working in partnership with performance coaches
· Evaluate methods of work delivery in your team, consider improvement opportunities and present options for change to your line manager and peer network for consideration
· Ensure guidance and standard operating procedures are created, reviewed and maintained for all activity conducted within your team

· Escalate identified risks and issues to your line manager in a timely manner, minimising potential impact to service operation and the wider CQC
· Work collaboratively with the coach network to develop training plans for your wider team, discussing and implementing plans in conjunction with your line managers guidance

· Support Registration managers and stakeholders with the implementation of required business change, ensuring staff are fully aware and engaged to enable them to meet the requirements of the change 

· Maintain an understanding of regulatory processes aligned to your area of responsibility, ensuring your team are made aware of all new or proposed changes which may impact on their delivery 

· Maintain an understanding and awareness of CQC policies and procedures and ensure consistent application and promotion of these in everyday practices  

· Demonstrate application of CQC Values and Behaviours in all interactions, raising awareness and improving practice in respect of Equality and Diversity and promotion of Human Rights within the workplace
· All duties commensurate with your role and responsibilities 

	Specific skills and experience
	Essential Skills & Experience
· Educated to degree or equivalent qualification level, or ability to demonstrate appropriate work-based experience
· Competent in the use of MS Outlook, Excel & Word
· Demonstrates ability to lead and motivate a team that performs to the highest standards

· Ability to understand MI performance data to plan and inform effective service delivery 

· Ability to prioritise within a fast-paced environment 

· Effective time management
· Confident written and oral communicator within a wide network of stakeholders

· Strong interpersonal skills 

· Effective performance manager with ability to coach and develop staff to fulfil required objectives
· Highly collaborative, with strong partnership-building and interpersonal skills 

Desirable Skills & Experience
· Has knowledge and understanding of CQCs role within the health and social care environment 
· Negotiation & Conflict Management Skills to support effective outcomes
· Awareness of risk assurance frameworks  

· Awareness of the Change Management cycle
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