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JOB DESCRIPTION
POST:
HROD Service Manager
DEPARTMENT:

HROD
GRADE:
Grade 7
REPORTING TO:
Head of HR
JOB PURPOSE:
To lead the University’s HROD function that is responsible for the delivery of efficient and cost-effective HROD transactional services to staff across the full employee lifecycle. To ensure services are built on efficient and effective processes, proactively identifying and implementing opportunities for improvement. 

Manage the operational HROD service offer so that it is recognised as being empowering, innovative and value for money; known for delivery, efficiency and instrumental in the achievement of University objectives. 

Oversee the receipt of all work into the HROD inbox and other key contact channels and allocate tasks predominantly amongst the HROD Service Team, triaging other customer requests in line with the Target Operating Model. 

DUTIES AND RESPONSIBILITIES:

· Lead the provision of efficient HROD services that administer all stages of the employee lifecycle including recruitment administration (offers and contracts, right to work and DBS checks), absence management records, contractual changes administration, learning and development administration and leaver documentation.
· Continually reviewing  new ways of working, processes and procedures so that the HROD Service Team operates in line with the Target Operating Model and Service Purpose. Regularly review their effectiveness and lead the development and implementation of required change so that work flows across the full HROD Service effectively. 
· Oversee the delivery of all HROD operations so that the HROD Assistants are confident and competent to:
· Deliver all transactional activity relating to all facets of HROD ranging from training course activities (including probation) and contract amendments to absence recording and IR35. 
· Maximise the use of technology through all systems relating to HROD. 
· Provide advice and guidance on simple customer queries, triaging those which cannot be resolved at first point of contact. 
· Take responsibility for resolving the majority of customer queries at first point of contact.
· Proactively manage the on-line presence/ customer offer from HROD.
· Advocate self-managed and blended learning approach, with knowledge to signpost customers to on-line learning portfolio.
Line management of the HROD Assistants, including performance management of team.
· Lead work to improve the resources accessed by HROD Assistants in order to drive swifter resolution rates and accuracy of advice; influencing and garnering support from broader colleagues so that a sense of collective ownership prevails. 
· Provide advice and interpretation on all aspects of HROD policy, procedures and employment terms, conditions and benefits.
· Support HROD Consultants on discrete projects of organisational change / transformation which require a significant operational input (e.g. TUPE transfers).
· Take the lead role for HROD to simplify processes and procedures in line with the Service Purpose, Strategy and Principles so that standard operating procedures are clear, efficient and easy to apply.

· To build a HROD dashboard of key metrics that provides a focus for customers on HROD performance, drives improvements in HR transactional activities, enhances the colleague experience and contributes to organisational performance 
· Responsible for ensuring an effective contract and relationship with Occupational Health (OH) provision.  Identify collaborative working opportunities with OH to support targeted approaches to wellbeing in order to support delivery of the People and Culture Strategy.  

· Manage informal and first level formal casework (disciplinaries/ grievances/ capability/Dignity at Work complaints).
· Make best use of organisational and people data to develop pragmatic, effective new policy in line with strategic direction and legislative change which is value-adding and deliver initiatives to promote buy-in and compliance across the University. 

· Play a lead role in ensuring roles are appropriately graded and remunerated by participating in re-grading panels (shared responsibility) and proposing flexible and compliant resulting action.

· Provide professional advice, guidance, coaching and support in the application of the University’s formal employment policies and procedures and promote the importance of timely resolution and proactive performance management.

· Build positive relationships with local trade unions representatives and work in partnership to resolve concerns and potential for conflict.
· In collaboration with the Learning and Development Adviserand other colleagues, deliver generic and bespoke development interventions to improve the skills, knowledge and practice of customers in order to achieve the ambitions in the People and Culture Strategy.
· Take pride and proactive action to drive personal CPD on all facets of HROD in order to deliver the best possible service in line with the HROD Service Purpose and Target Operating Model. 
· Build strong stakeholder relationship with Head of HR and Head of L&OD as parties invested in the effective and efficient delivery of the service strategy for HROD.
HEALTH & SAFETY
Under the Health & Safety at Work Act 1974, whilst at work, members of staff must take reasonable care for their own health and safety and that of any other person who may be affected by their acts or omissions. 
[image: image1.jpg]
PERSON SPECIFICATION



POST TITLE:
 HROD Service Manager
DEPARTMENT/FACULTY:

HROD
The Person Specification focuses on the knowledge, skills, experience and qualifications required to undertake the role effectively. 
	REQUIREMENTS

The postholder must be able to demonstrate:
	ESSENTIAL (E)

DESIRABLE (D)

	MEASURED BY:

A     Application form

I      Interview

T/P Test/Presentation

	EDUCATION/TRAINING

(Academic, vocational/professional and other training)

	Undergraduate degree or equivalent experience of providing specialist and generalist HR advice
CIPD Level 7 qualification
	E


D
	A

A

	KNOWLEDGE & EXPERIENCE

(e.g. report writing, office experience, Microsoft office)

	Proven successful experience of working in an HR operational service at management level providing professional advice and support to managers.

Demonstrable success of working in partnership with middle and senior managers to deliver flexible HROD solutions

Significant experience of team leadership and management

Significant experience of case management at both formal and informal stages

Experience of setting up new systems and ways of working to manage and improve workflow within and between teams
Experience in the development, implementation and monitoring of HR policies and/or procedures.

Experience of leading and delivering project work, making use of project tools and techniques
Experience of working in partnership with trade union or employee representatives 

Experienced in the use of computerised HR information systems and the production and analysis of management information

Experience with job evaluation systems

Knowledge of HR issues in Higher Education
Previous experience in working in a Shared Service environment
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	SKILLS/ATTRIBUTES

(e.g. communication, interpersonal, decision-making, problem-solving, team player, reliable)

	Excellent oral and written communication skills, with proven ability to write policies and reports 

Able to establish new processes and systems from first principles and use data to assess their effectiveness

Excellent management skills to bring out the best in people and deliver behaviour change

Strong influencing and persuasion skills, effective with stakeholders at all levels

Excellent organisational skills including the ability to deliver on a range of both short term and long term objectives

Strong customer focus and proven ability to build productive relationships at all levels of the organisation

Able to explore and analyse organisational needs and develop appropriate and creative HROD solutions/initiatives to support these.

Demonstrated capacity to effectively communicate, promote and uphold HR values, including discretion and confidentiality.

Commitment to continuous professional development

Commitment to equality & diversity
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This is not a comprehensive definition of the post.  Postholders are expected to undertake any work that comes with the remit of the post’s main objective.  This job description will be kept under review 





and may be changed at any time subject to consultation with the postholder.
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