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Wolverhampton City Council 
Role Profile Description 

CE60 
 
 

Date  June 2010 

Family   Customer Engagement 

Role Profile Level Number 60 

Purpose 

To plan, organise and deliver a customer service within budget and policy guidelines. 

Role Accountability End Result 

Planning 

Develop longer term plans and proposals 
for the future scope and scale of the 
service. 

 Plans and ideas for the future service 

 Links to other Council aims and 
initiatives 

Operations 

Plan, deploy and control all allocated 
resources (internal and external including 
major contracts) to deliver the agreed 
service. 

 Service delivered to set 
standards/PI’s 

 Resources effectively & efficiently 
used 

 Standards achieved 

 Satisfactory user service feedback 

People Management 

Organise, develop and motivate a team of 
managers and staff. 

 The team is capable of achieving the 
required outputs 

Service Improvement 

Generate additional income by pursuing 
new business opportunities, exploiting 
existing assets and securing external 
funding. 

 New opportunities identified and 
implemented 

 Extra income achieved 
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Risk Assessment 

Assess and mitigate any risks associated 
with the operation of the service/facility 
ensuring that all staff are aware of and 
comply with relevant regulations and 
policy. 

 Staff know obligations 

 Incidents within set limits 

 Business continuity plans 

 Risk management assessments 

Relationships 

Maintain constructive and influential 
relationships within and outside the 
Council to enable the service to operate 
and develop effectively and contribute to 
the city. 

 Good feedback from  Council and 
external agencies 

 Agreement of  Council/external 
agencies to ideas 

Resources 

Put forward and get agreed budget 
proposals for own area; balance and 
control expenditure within given budget 
and secure planned income stream. 

 Agreed annual budgets 

 Costs kept within budget 

 Income received as planned 

Secure the necessary assets and resources 
to provide the planned service effectively 
within the framework of Council policy. 

 Adequate resources available when 
needed 

 Council policy conditions met 

 

Reports and Records 

Compile and present reports to the 
appropriate forum within the Council to 
record performance and promote the 
service. 

 Reports complete, accurate, on time 

 Committee have understanding of 
service issues 

 Council policy and procedure 
requirements 

 

Nature of contacts and relationship (who and the nature of the communications) 

 Senior level internally and with external agencies and government departments; 
influencing to agree to proposals and resolve issues and obtain funding – MP’s and 
the media  

 Explanation to elected members and gain their support 

Working Environment Context (disruption, physical, disagreeable, health and safety 
aspects) 

 Mainly office based with external visits 
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Procedural Context (creativity, discretion, impact) 

 Work within policy framework and regulatory guidelines; standing orders; generate 
policy proposals; budget accountability 

Planning Requirement 

 Developing and implementing 3 to 5 year service plan or business plan 

Key Facts and Figure Ranges (include likely size of any team managed) 

 Whole service budget 

 Managing Managers of Managers and a team of up to 500 staff 

Skills, Knowledge and Qualifications  

 People management experience 

 Management qualification in relevant discipline desirable 

 Specialist knowledge at degree level or equivalent  

 Good understanding of the areas controlled; management and financial control 
experience; expertise in dealing with competing issues 

 Financial management, business planning and service development, regulatory 
knowledge, team management; crisis management 

Equipment Operated and Essential Skills 

 ICT skills 

 


