	Post No. :
	389                                                

	Post Title:
	Bereavement Support Team Leader

	Directorate:
	Governance and Partnerships

	Division:
	Customer Engagement and Life Events

	Section:
	Bereavement Services

	Reports To:
	Bereavement Services Manager

	Location:
	Carleton Cemetery and Crematorium

	DBS Status:
	None


	Grade:
	Grade G 



	Role Purpose

	To support the Bereavement Services Manager  with the day to day operation of the offices and crematorium and the staff working within these areas, ensuring customer standards are maintained and developed and to ensure that all statutory standards are monitored.

To assist the Bereavement Services Manager and work closely with the Cemetery Team Leader to manage the facilities provided at both Carleton Crematorium and Layton Cemetery.



	
Main Duties and Responsibilities

	· To support and deputise for the Manager in the day to day running of the crematorium, cemeteries and the offices at Carleton and Layton.

· To support the Bereavement Services Manager in the production of reports relating to all aspects of the service.

· To ensure that the booking service for burials and cremations is monitored having regard to the best use of employee resources and information technology.

· To work alongside the Cemetery Team Leader to ensure that the highest level of service is provided at all times.

· To support the Bereavement Services and Operations Manager with the care and disposal of the deceased in accordance with current legislation, ensuring that all burial and cremation activities are managed with competence and efficiency to ensure that the bereavement experience for families is without error or insensitivity.

· To organise and arrange statutory health funerals, ensuring all necessary checks and records are maintained, responding too unexpected problems and situations

· To ensure prompt and accurate recording, processing and security of invoices, payments and income relating to the service, including funeral billing, invoicing, receipting of payments, banking and end of month.

· To support the Manager in reviewing the activities of the service with a view to promoting new initiatives designed to provide a more effective service.

· To help maintain and manage the systems and procedures to ensure the safe, proper and effective storage and retrieval of registers, plans, drawings and other documents.

· To investigate and respond to customer complaints, in relation to the bereavement services.

· Support the Cemetery Team Leader in ensuring the Council’s responsibility in connection with the safety of memorials is met.

· In the absence of the Cemetery Team Leader, to support the team in undertaking and organising all duties involved with the burial of the dead in new and re-opened graves (for example – location, preparation and digging of graves necessary shoring, shuttering and backfilling).

· To liaise with relevant agencies, contractors and memorial masons on matters relating to the cemeteries and crematorium as necessary.

· To support the Bereavement Services Manager in undertaking risk assessments for the crematorium and offices.



	Qualifications
	Please mark which are Essential or Desirable 
	E/D

	· Level 2 (GCSE Grade A-C or Grades 4-9) to include Maths and English
· Supervisory qualification e.g. ILM 3 or equivalent or a willingness to work towards and complete within 12 months
	E
E



	Knowledge, Skills and Experience 

Required
	Please mark which are Essential or Desirable 
	E/D

	Knowledge
· Substantial knowledge of the bereavement service or similar industry
· Considerable knowledge and understanding of cemeteries and crematorium management or a similar industry.
· Knowledge of the statutory provisions and codes of practice and policies for burials and cremations 
· Knowledge of health and safety practices as they relate to cemeteries and crematorium provision or in a similar industry.

Skills
· Excellent ability to communicate verbally and in writing with a diverse range of people, in particular members of the public and professionals in the funeral and care industry.
· Excellent customer service skills 
· Strong tact and diplomacy skills, in particular recognising where emotional behaviour may arise and acting accordingly.
· Excellent ability to organise and prioritise own workload and that of other team members as appropriate around statutory and organisational deadlines.
· Excellent ability to work on own initiative and support the team
· Flexible approach to work including supporting and encouraging change and challenging resistance appropriately.

Experience 
· Substantial experience of working within a bereavement service or similar industry
· Considerable experience of supervising and managing teams to deliver a service.
· Experience of dealing with internal and external customers, stakeholders and partners, seeking and implementing ways to improve the delivery of the service provided.
· Experience of establishing, maintaining and developing effective working relationships in a sensitive and emotional context.
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	Vision and Values

	Our Priorities
We have two priorities:
· Priority one - The economy: Maximising growth and opportunity across Blackpool
· Priority two - Communities: Creating stronger communities and increasing resilience
Our Values
· We are accountable for delivering on the promises we make and take responsibility for our actions and the outcomes achieved
· We are committed to being fair to people and treat everybody we meet with dignity and respect
· We take pride in delivering quality services that are community focussed and are based on listening carefully to what people need
· We act with integrity and we are trustworthy in all our dealings with people and we are open about the decisions we make and the services we offer
· We are compassionate, caring, hard-working and committed to delivering the best services that we can with a positive and collaborative attitude



	Equal Opportunities: 
We do our utmost to ensure that here is no unjustified discrimination in the recruitment, retention, training and development of staff on the basis of their age, sexuality, religion or belief, race, gender or disabilities.
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