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Deputy Director Channels and Complaints (SCS) role within the Individuals Customer Unit
Fixed Term Appointment of three years 

with the possibility of permanency

c £80,500 plus benefits
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Introduction – Education, Information and Support Deputy Director (SCS) role within the Individuals Customer Unit
HMRC came into being on 18 April 2005, following the Chancellor’s announcement in March 2004 that the respective functions of HM Customs and Excise and the Inland Revenue would be brought together and the Treasury’s tax policy functions would be strengthened. HMRC has a wide impact, as it deals with every business and most people in the UK. It handles nearly £400 billion in central government revenues, is responsible for paying out tax credits and plays a vital role in law enforcement and frontier protection. It has over 40 million individual and corporate customers. Every part of the public sector relies on the revenue department to ensure that vital funds are available. 

The creation of this single department has provided an exciting opportunity to transform customer service and improve compliance with the tax system, as well as to enhance the efficiency of tax administration. The needs of its diverse range of customers are a key focus of the reform agenda.

About the Individuals Customer Unit 

Focussing on meeting the needs of customers is central to the Department’s reform agenda. Individuals Customer Unit’s role in this is to:

· Support colleagues in translating the customer focus strategy into operational objectives, providing tools and approaches to help 

· Drive delivery of customer objectives by delivering actionable customer understanding and insight

· Change the way we do business through targets and measures, and changes to departmental management processes

· Set the strategy and specify delivery requirements for guidance, contact and channels

· Work alongside business units to deliver customer focused change, including setting strategies for customer segments, and providing tools for measuring success.

We will direct, influence, support, advise and challenge colleagues, whether they are involved in design, development or delivery of products and services, so that they put customers at the heart of everything they do in order to improve compliance, reduce costs, and improve the customer experience.

The Customer Units have a critical leadership role and are a development ground for future leaders of HMRC.

HMRC’s strategy and ambition is customer-focussed and Individuals Customer Unit leads in the delivery of this focus.  

Customer focus 
Putting our customers at the heart of everything we do; understanding them and responding to their behaviours and expectations.

Trust 
Believing our customers are honest unless we have good reason to doubt it.

Being trustworthy and trusting each other.

Support 
Helping our customers to meet their obligations and receive their entitlements.

Working together and taking pride in delivering great performance.

Protect 

Being vigilant and acting decisively in protecting society.

Behaving professionally and with integrity.

The successful candidate would be expected to be an exemplar of these values

Channels and Complaints Deputy Director (SCS) role within the Individuals Customer Unit

About the job

Focussing on meeting the needs of customers is central to the Department’s reform agenda. Individuals Customer Unit’s role in this is to:

· Support colleagues in translating the customer focus strategy into operational objectives, providing tools and approaches to help 

· Drive delivery of customer objectives by delivering actionable customer understanding and insight

· Change the way we do business through targets and measures, and changes to departmental management processes

· Set the strategy and specify delivery requirements for guidance, contact and channels

· Work alongside business units to deliver customer focused change, including setting strategies for customer segments, and providing tools for measuring success.

We will direct, influence, support, advise and challenge colleagues, whether they are involved in design, development or delivery of products and services, so that they put customers at the heart of everything they do in order to improve compliance, reduce costs, and improve the customer experience.

The Customer Units have a critical leadership role and are a development ground for future leaders of HMRC.

Improving communication channels (such as telephone, face-to-face, post and the internet) and the way we deal with complaints are high priorities for HMRC. Making it easier for customers to contact us and get the answers they need should improve customer satisfaction whilst reducing HMRC’s costs. Given the importance of these areas, a specific team within the Individual Customer Unit has been set up to identify improvements and influence the operational units to deliver them. 

The post reports to the Director, Individual Customers Unit. Its emphasis is very much on customer understanding, business analysis and cross functional working. 

The Deputy Director Channels & Complaints is responsible for understanding customer and business needs in relation to communications channels and complaints. Then using that understanding to specify delivery requirements and influence stakeholders to implement the required changes. 

Main responsibilities

You will be responsible for: 

· Delivering an operating model and roadmap for communications channels that has the backing of the Board and senior management

· Ensuring the business units change their delivery to reflect this, resulting in lower costs and improved customer performance metrics

· Migrating HMRC’s website to Direct.Gov and BussinessLink.Gov - working with Department for Work and Pensions and the Cabinet Office 

· Formulating complaints policy, standards and training

· Maintaining and improving the complaints database

· Influencing business units across HMRC to implementing processes that ensure they learn lessons from complaints

· Ensuring strong relationships exist between HMRC and the Parliamentary Ombudsman, Adjudicator, Independent Police Complaints Commission and HM Inspector of Constabularies

· Contributing to, and leading elements of, the drive for a cultural change towards greater customer focus across HMRC

· As part of ICU’s senior management team, leading initiatives to improve the capability and skill set of the Customer Units

Stakeholder relationships

You will need to develop close working relationships with key internal stakeholders, especially Customer Contact, Processing, Debt Management & Banking, the Policy teams, Communications and Marketing, and other teams in the Individuals and Business Customer Units.
Management

You will be responsible for managing a team of twelve people.

Skills and experience

The core skill required for the post is using customer understanding to develop solutions that improve customer service whilst reducing operating costs. 

It is also likely that the role will include commenting on communications and correspondence with Ministers and stakeholders.

You need to have experience within large organisations of:

· Creating strategies based on a robust understanding of both the business and customers

· Influencing senior managers outside your area to change their approach

· Delivering initiatives to improve customer focus

· Negotiating with external business partners

You need to have:

· An innovative approach that helps others to see new ways of interacting with our customers and the proactivity to initiate changes

· High standards in order to provide effective quality control

· The ability to engage (and keep engaged) a wide variety of stakeholders

You are a self-starter, practical and results-driven. You enjoy motivating and empowering your team in order to achieve the best result for the organisation. You feel comfortable working in a highly complex organisation.

You have marketing experience (probably in the private sector), in a large customer-facing organisation, ideally with some experience of delivering cultural change. 

The suitable candidate for this post will be a highly personally effective individual with strong influencing skills who has the following proven competences:

Thinking Strategically

· Communicates ideas clearly and persuasively

· Sensitive to wider political and organisational priorities

· Finds new ways of looking at issues

Giving Purpose and Direction

· Communicates a compelling view of the future

· Sets clear short and long term objectives

· Agrees clear responsibilities and objectives to deliver results

Getting the best from people

· Adapts leadership style to different people, cultures and situations

· Knows when to step in and when not to

· Tackles poor performance or inappropriate behaviour

Closing date

The closing date for this role is 26th May 2008

[image: image4.png]


[image: image5.png]NVESTORS INPROPLE



[image: image6.jpg]@ HM Revenue
& Customs




Terms and Conditions of Employment

The appointment will be to the Senior Civil Service on a three-year contract with the possibility of permanency 
Eligibility

To avoid possible disappointment at a later stage, we recommend that you check you are eligible before applying. 

Nationality

You must be a UK citizen, British protected person, a Commonwealth citizen, or a national of the European Economic Area (EEA), including nationals of the new member states

Health and Security

The appointment will be subject to satisfactory completion of checks on health, security and other matters.

Political activities

You will be subject to certain restrictions on national and local political activities. These include standing as a candidate in parliamentary elections, canvassing on behalf of candidates and expressing views on matters of political controversy in public speeches or publications.

Other outside activities

You should not do anything or take on any outside work which might conflict with the interests of the HMRC or which is inconsistent with your official position. You will need prior permission to take on outside work.

Conflicts of Interest

Applicants are asked to consider any potential conflicts of interest before applying to work for HM Revenue & Customs, including their tax affairs.

Location

This post will be based in London but will require regular travel.  Relocation expenses will not be available.

Hours

If you work full time, your working week is 36 hours excluding meal breaks. You may however, need to work more hours if your job demands it and as we may reasonably require. Your hours are worked over a 5-day week unless we agree differently.

Equal Opportunities

HMRC is an equal opportunities employer, committed to equal opportunities policies.  We welcome people from all backgrounds so that our workforce mirrors the community we serve. 

Guaranteed Interview Scheme - Candidates with a disability

We invite you to tell us about any disability you may have and about any assistance we can give you at interview. Please complete the form below if appropriate. If you are invited to interview and wish to discuss the assistance you require we would be happy to talk about particular arrangements with you nearer the time.

By disability we mean a physical or mental impairment which has a substantial and long term adverse effect on your ability to carry out normal day-to-day activities, as defined by the Disability Discrimination Act 1995.GUARANTEED INTERVIEW SCHEME


HMRC is committed to the employment and career development of people with disabilities. To demonstrate our commitment we use the Disability Symbol, which is awarded by the Employment Service. As a symbol user, we guarantee an interview with our advisors, Hays to anyone with a disability whose application meets the minimum criteria of the post. 

What do we mean by disability?

· You must have a disability or long term health condition that is likely to last for at least 12 months

And

· The disability or health condition puts you at a substantial disadvantage in either obtaining or keeping jobs.
How do I apply?

If you believe you are entitled to a guaranteed interview please complete the form overleaf and return it to:- Chetna Patel Diversity & Equality Officer, 

The information provided on the form will be treated in the strictest confidence and will not be available to the interview panel should an interview be granted under the scheme.

DECLARATION

( I consider myself to have a disability as defined above for the following reasons: 

( I believe the disability / health condition puts me at a substantial disadvantage because: 

I would like to be considered for an interview under the Guaranteed Interview Scheme.

Competition Ref:  CC-ICU 

Name: ……………………………………………

Location: ………………………………

Signature: ……………………………………….


Date: ……………………………………
Please note that abuse of the scheme may affect your suitability for appointment.
Salaries and Other Benefits

Salaries

The salary level for this role is up to £80,500 plus bonus and final salary pension scheme. 
Pay and grading is based upon broad pay bands. There are annual salary increases based on performance. 

In addition to the annual salary there is a performance related bonus, which is paid annually. HMRC believes in transparent target setting and having an achievable bonus and so all targets and deliverables will be discussed openly with the successful candidate at the start of their employment.

Pension

All new appointments are pensionable from the outset.  You will normally be able to choose between two Civil Service Pension arrangements:

· Premium, a final salary occupational pension scheme with a 3.5% member contribution rate.

· Partnership Pension Account, a stakeholder pension with an employer contribution based on your age.  You do not have to contribute, but if you do, we, as your employer will match your contributions up to 3% of pensionable pay.

Full details of the choices available to you will be provided if you take up an appointment, however for further information on Civil Service pensions visit the web site www.civilservice-pensions.gov.uk/Menu.asp    

Leave

You will have an annual leave allowance of 30 days and in addition you will receive:

· public holidays and additional privilege days off

· maternity and paternity leave where appropriate 

Retirement Age

The retirement age for Senior Civil Servants is 65. 

Terms of Appointment

An offer of appointment will be made once all candidates have been interviewed, and will be subject to satisfactory completion of eligibility checks. If you are offered an appointment you will receive a detailed summary of your main terms and conditions. 

Relocation expenses

You will have to pay your own relocation expenses, if any, when you are first appointed.  Where a residential move is required as a result of a departmental transfer during your career, a relocation package may be available.

How to Apply 

You should; 

· send a covering letter detailing how you meet the person specification, 

· your cv and;

·  the equal opportunities form (and where relevant the Guaranteed Interview Scheme Form) to;

Email: andrew.timlin@hays.com

E-mail is preferred, but if this is not possible you may send your application by these alternative methods:  

Post: 

Andrew Timlin

Hays Executive

Charter House

13-15 Carteret Street, 

London 

SW1H 9DJ

If you have any questions about the role or the process please call either Andrew Timlin or David Cairncross on 020 7799 8620 

Closing Date: 26th May 2008
Recruitment Process

Following an initial sift of applications, candidates will be invited to attend a first interview with Hays. This should occur around the second and third weeks of April.  Following this interview, successful candidates will be invited to the second and final interview conducted by HMRC.

Final interviews (conducted by the HMRC), will take place in Week Commencing 23rd June 2008.

Please inform Hays if you have any problems with the date mentioned above. 

Dates are correct at time of going to press. 

Appendix A 

The Civil Service Code

The Civil Service Code sets out the constitutional framework within which all civil servants work and the values they are expected to uphold.  It is modelled on a draft originally put forward by the House of Commons Treasury and Civil Service Select Committee.  It came into force on 1 January 1996, and forms part of the terms and conditions of employment of every civil servant.  It was revised on 13 May 1999 to take account of devolution to Scotland and Wales.  The full text follows, and hard copies are available from the address at the end of the document. 

 

1. The constitutional and practical role of the Civil Service is, with integrity, honesty, impartiality and objectivity, to assist the duly constituted Government of the United Kingdom, the Scottish Executive or the National Assembly for Wales constituted in accordance with the Scotland and Government of Wales Acts 1998, whatever their political complexion, in formulating their policies, carrying out decisions and in administering public services for which they are responsible.

2. Civil servants are servants of the Crown. Constitutionally, all the Administrations form part of the Crown and, subject to the provisions of this Code, civil servants owe their loyalty to the Administrations1 in which they serve.

3. This Code should be seen in the context of the duties and responsibilities set out for UK Ministers in the Ministerial Code, or in equivalent documents drawn up for Ministers of the Scottish Executive or for the National Assembly for Wales, which include:

· accountability to Parliament2 or, for Assembly Secretaries, to the
National Assembly;

· the duty to give Parliament or the Assembly and the public as full
information as possible about their policies, decisions and actions,
and not to deceive or knowingly mislead them;

· the duty not to use public resources for party political purposes,
to uphold the political impartiality of the Civil Service, and not to ask
civil servants to act in any way which would conflict with the Civil
Service Code;

· the duty to give fair consideration and due weight to informed and
impartial advice from civil servants, as well as to other considerations
and advice, in reaching decisions; and

· the duty to comply with the law, including international law and treaty
obligations, and to uphold the administration of justice;

· The duty to familiarise themselves with the contents of this Code.

Civil servants should serve their Administration in accordance with the principles set out in this Code and recognising: 

· the accountability of civil servants to the Minister3 or, as the case may
be, to the Assembly Secretaries and the National Assembly as a
body or to the office holder in charge of their department;

· the duty of all public officers to discharge public functions reasonably
and according to the law;

· the duty to comply with the law, including international law and treaty
obligations, and to uphold the administration of justice; and

· ethical standards governing particular professions.

4. Civil servants should conduct themselves with integrity, impartiality and honesty. They should give honest and impartial advice to the Minister or, as the case may be, to the Assembly Secretaries and the National Assembly as a body or to the office holder in charge of their department, without fear or favour, and make all information relevant to a decision available to them. They should not deceive or knowingly mislead Ministers, Parliament, the National Assembly or the public.

5. Civil servants should endeavour to deal with the affairs of the public sympathetically, efficiently, promptly and without bias or maladministration.

6. Civil servants should endeavour to ensure the proper, effective and efficient use of public money.

7. Civil servants should not misuse their official position or information acquired in the course of their official duties to further their private interests or those of others. They should not receive benefits of any kind from a third party which might reasonably be seen to compromise their personal judgement or integrity.

8. Civil servants should conduct themselves in such a way as to deserve and retain the confidence of Ministers or Assembly Secretaries and the National Assembly as a body, and to be able to establish the same relationship with those whom they may be required to serve in some future Administration. They should comply with restrictions on their political activities. The conduct of civil servants should be such that Ministers, Assembly Secretaries and the National Assembly as a body, and potential future holders of these positions can be sure that confidence can be freely given, and that the Civil Service will conscientiously fulfil its duties and obligations to, and impartially assist, advise and carry out the lawful policies of the duly constituted Administrations.

9. Civil servants should not without authority disclose official information which has been communicated in confidence within the Administration, or received in confidence from others. Nothing in the Code should be taken as overriding existing statutory or common law obligations to keep confidential, or to disclose, certain information. They should not seek to frustrate or influence the policies, decisions or actions of Ministers, Assembly Secretaries or the National Assembly as a body by the unauthorised, improper or premature disclosure outside the Administration of any information to which they have had access as civil servants.

10. Where a civil servant believes he or she is being required to act in a way which: 

· is illegal, improper, or unethical;

· is in breach of constitutional convention or a professional code;

· may involve possible maladministration; or

· is otherwise inconsistent with this Code;

he or she should report the matter in accordance with procedures laid down in the appropriate guidance or rules of conduct for their department or Administration. A civil servant should also report to the appropriate authorities evidence of criminal or unlawful activity by others and may also report in accordance with the relevant procedures if he or she becomes aware of other breaches of this Code or is required to act in a way which, for him or her, raises a fundamental issue of conscience.

11. Where a civil servant has reported a matter covered in paragraph 10 in accordance with the relevant procedures and believes that the response does not represent a reasonable response to the grounds of his or her concern, he or she may report the matter in writing to the Office of the Civil Service Commissioners, 3rd Floor, 35 Great Smith Street, London  SW1P 3BQ. Tel: 020 7276 2613. e-mail: ocsc@civilservicecommissioners.gov.uk
12. Civil servants should not seek to frustrate the policies, decisions or actions of the Administrations by declining to take, or abstaining from, action which flows from decisions by Ministers, Assembly Secretaries or the National Assembly as a body. Where a matter cannot be resolved by the procedures set out in paragraphs 11 and 12 above, on a basis which the civil servant concerned is able to accept, he or she should either carry out his or her instructions, or resign from the Civil Service. Civil servants should continue to observe their duties of confidentiality after they have left Crown employment. 

Footnotes
1. In the rest of this Code, we use the term Administration to mean Her Majesty's Government of the United Kingdom, the Scottish Executive or the National Assembly for Wales as appropriate. 

2. In the rest of this Code, the term Parliament should be read, as appropriate, to include the Parliament of the United Kingdom and the Scottish Parliament.   

3. In the rest of this Code, Ministers encompasses members of Her Majesty's Government or of the Scottish Executive.  

Further information about the code can be found at:

www.cabinetoffice.gov.uk/propriety_and_ethics/fn



Key Deliverables


Understanding of the EIS needs of individual customer groups 


Standards for key communications/guidance products, evaluation criteria and process for measurement against the standard


Identification and scoping into delivery of quick wins


Interactive Customer Support


Agreed business case for EIS
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Interactive Customer Support across HMRC scoped and initial ICS deliverables (planned Tax Credits & Child Benefit) delivered into Contact Centres





1 x G7
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