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Staffordshire Police - Role Profile 
	Title: Performance & Standards Case Manager



	Grade/Rank:
	G

	Directorate:
	DCC

	Reports to:
	PSU Inspector

	Direct Reports:
	



	Role Purpose

	· To handle incoming complaints from the public, conduct enquiries and oversee local resolutions, with the emphasis being on early intervention and personal contact to restore confidence.
· To manage the conduct, performance and attendance of individuals in the most effective, proportionate and timely manner.
· The provision of advice and guidance to managers and staff in relation to misconduct and unsatisfactory performance.
· To assist managers to take more responsibility for putting things right at a local level, rebuilding and improving relationships with service users.




	Key Tasks and Responsibilities:

	
· The co-ordination and progression of allocated case work in line with policy.
· To promote a culture of customer service and continuous improvement.
· To work closely with HR case workers to ensure a cohesive joint response to management of conduct, performance and attendance.
· To manage identified risks and harm for members of the public and the Force
· Manage and develop people to enhance team performance through staff engagement, developing the knowledge and skills of team members to ensure the best possible results for the individual and Organisation
· Supervise short, medium and long term objectives by developing plans, monitoring work activities and regularly assessing the performance of the team and individuals
· Co-ordinate and control appropriate front line responses and investigations, allocating resources, directing activities, managing risks and reviewing progress to deliver an effective response which supports law enforcement and enables public safety 
· Supervise and monitor the handling of information, intelligence and evidence and record keeping ensuring alignment with legislation, policies and guidance which enables effective law enforcement and the initiation of criminal justice proceedings
· Contribute to the identification of appropriate internal and external local partners in line with the Force’s planned approach, co-ordinating and monitoring the establishment of effective partnerships. 
· Identify opportunities for and co-ordinate the exploration of new ways of working and innovation in policing, applying critical thinking to identify solutions to problems in line with evidence based practice within own area of responsibility. 
· Coach and mentor colleagues to enable appropriate career and professional development. 
· Identify, analyse, and manage risk to inform balanced, proportionate evidenced-based decisions. 
· Manage the introduction of new processes or ways of working at team level. 
· Develop and maintain professional resilience and wellbeing in oneself and others in dealing with complex and challenging situations. 


	And to be accountable for: (ie responsibilities held by others but measured and owned by this role)

· The provision of specialist advice and knowledge to colleagues, partners and other individuals and agencies to support the achievement of organisational objectives and enable compliance with organisational policy





	Behaviours 	

	The Behavioural Competency Framework (BCF) has six competencies that are clustered into three groups. Under each competency are six levels that show what behaviours will look like in practice.

This role should be operating at the following levels:

	Resolute, compassionate and committed


	We are emotionally aware
	2
	Valuing Diversity
	2

	
	
	Managing Sensitivities/Political Savvy
	2

	We take ownership
	2
	Customer Service
	2

	
	
	Maintaining Accuracy/Sustainable Working
	2

	Inclusive, enabling and visionary leadership1a


	We are collaborative
	2
	Partner Working
	2

	
	
	Managing Complexity/Strategic Planning
	2

	We deliver, support and inspire
	2
	(self) Leadership
	2

	
	
	Supporting Colleagues/Coaching & Mentoring
	2

	Intelligent, creative and informed policing


	We analyse critically
	2
	Problem Solving
	2

	
	
	Situational Judgement
	3

	We are innovative and open-minded
	2
	Continuous Improvement
	2

	
	
	Futurology
	1b



	Education, Qualifications and Experience

	Essential:
	Desirable:
· PIP2 Accreditation (willingness to complete)
· Investigative experience 
Previous knowledge or experience in managing complaints, unsatisfactory performance, misconduct and attendance issues



	Skills Matrix (See Skills Matrix)

	Essential:
· Excellent verbal and written communication skills, demonstrating the ability to communicate clearly and concisely in order to build and maintain working relationships with a diverse range of people operating at all levels.
· Ability to deal with members of the public, ideally in difficult circumstances demonstrating the ability to understand their needs and achieve a high level of customer service.
· Have an understanding of performance issues and the ability to provide related guidance and support to senior managers throughout the service whilst promoting a strong customer service focus.
· Ability to interpret data gathered from a range of sources in order to identify problems, issues and options for resolution and make effective and proactive decisions within time constraints.
· Experience of working to multiple deadlines, delivering results through effective planning and organising of your work, demonstrated by the ability to prioritise your own time and workload, working methodically, accurately and with minimal supervision.
· Demonstrate the ability to work as an effective and positive team member, contributing to the achievement of objectives and producing high quality results as a part of that team.

	Desirable
· Presentation Skills

	Leadership Passport Level
	Practitioners & Team Leaders
	1st Line Mngrs
	2nd Line Mngrs
	Senior Mngrs

	
	1
	2
	3
	4


* Indicates that training will be provided as part of the role in this skill



	CPD Requirements 

	· Maintain knowledge and understanding of Police Regulations and College of Policing Guidance, best practice and any local policy applicable to the operational police context and leading and managing teams. 

· Maintain and update key knowledge, understanding and skills relating to legislation policy and practice across all functional policing areas of operational responsibility. 

· Maintain a working knowledge and understanding of new and evolving crime threats and priorities; and current best practice to tackle these in order to enable a pro-active and preventative approach. 

· Maintain knowledge and understanding of performance management process and ensure they are implemented effectively when managing teams. 
· Complete all annual and mandatory training



	Professional Registration/Licences 

	· Driving Licence and access to a vehicle



	Special Conditions

	Own car for business use
	Yes

	Higher level vetting required
	Yes

	Requirement to wear Uniform
	No

	Requirement for post entry training
	Yes – Sancus training course

	Fixed Hours
	No

	Weekend working expected
	No

	Shift allowance 
	No

	Fixed term or temporary role
	N/A

	Politically Restricted
	No

	On call/standby rota
	No

	Flexitime Role
	Yes

	Notice Period
	
	
	1 month
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	Desk
	Confidentiality
	Systems & Email
	Telephony
	Paper
	Hours

	2
	2
	1
	2
	3
	2
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