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JOB DESCRIPTION & PERSON SPECIFICATION
 	
Service Delivery Officer- Development and Community

Role Purpose 
Help Musicians supports career-long development for musicians, focussing on removing barriers to career progression for musicians facing financial and other inequities so they can grow revenue from music and build and sustain income over time. The Musicians Development and Community Officers deliver our diverse portfolio of career development and music education support, including career accelerators, career skills and advice and collaborations with spaces and services across the UK to reduce barriers to access for supported musicians.  
As MDC Officers are responsible for selection of musicians for career development support, they also play a critical role in impactful management of charitable funds and resources. 
Officers each lead on specific areas of the service, which is agreed annually within the service appraisals, and which may change over time in line with service evolution and staff development. Each type of support has defined milestones, performance and impact indicators and must be managed within a budget – all of which the Officer is responsible for. 
Reports to: Service Delivery Manager: Development and Community 
What does success look like?
1. Leading the delivery of highly impactful support that contributes materially to the sustainability of musicians’ careers through enabling growth and/or diversification of revenue and which delivers outcomes and success metrics defined in our Impact Framework 
2. Delivery of exceptional quality of service to all musicians applying for and participating in development support, embedding service principles in the way support is delivered and fulfilling our Service Standards and KPIs consistently 
3. Optimisation of the charity’s funds and resources through data and expert driven selection processes and efficient processes and systems where every stage of the journey to access and participate in development support delivers value to musicians and the charity 
4. Efficient delivery of development projects and support, working in a timely way to meet milestones within budget and standards, and enable effective delivery by volunteers, advisors and other partners from across music 
5. Our development support is embedded in the wider music ecosystem through engaging representation of the charity to diverse communities of musicians and stakeholders, and collaborative design and delivery of development support 
6. Proactive contribution to the collective impact of our service delivery team by working collaboratively and flexibly to support key task delivery across the support team  

Main responsibilities

1. Leading the delivery of a defined portfolio of career development support such as accelerators, mentoring, advice clinics etc. as defined with your annual objectives aligned to the Operational Plan, meeting milestones, identifying and mitigating risks to delivery and ensuring support is delivered within budget and to defined standards
2. Leading the selection processes for development support you are responsible for, using efficient, data and expert driven processes to assure quality and objectivity of selection decisions and ensuring rationale for decisions is clearly documented 
3. Supervising the work of colleagues assisting with the assessment of applicants and delivery of career development support you are responsible for, organising resourcing ahead of time, assigning tasks clearly and providing guidance to enable success 
4. Engaging Effective engagement of internal and external stakeholders in the delivery of career development support you are responsible for through clear and timely communication 
5. Undertaking career navigation assessments and guidance sessions with musicians using guidelines, to help them understand the full range of support available within Help Musicians and beyond to help them build a sustainable career 
6. Managing relationships with delivery partners for career development programmes including consultants and third-party organisations effectively involving them in support delivery as defined within contracts
7. Leading engagement with a defined portfolio of stakeholders and musicians’ communities (e.g. by genre, role, region), achieving targets for reach in line with the Music Community Engagement strategy – such as by delivering presentations, attending events and panels, consulting on service changes etc.
8. Programming, designing and facilitating engaging online and in person group development and/or network sessions for participants in career development programmes – using guidelines and ensuring these deliver clear outcomes
9. Management of any grants issued as part of career development support in line with the Charity Eligibility Framework, adhering to support caps, and documenting grant making and impact evidence within the GMS as per guidelines and supervising colleagues who support this task
10. Recruiting people from across music with relevant expertise as volunteers and/or paid advisors within career development programmes, embedding quality and safeguarding checks throughout the process 
11. Developing, maintaining and delivering effective induction and development processes and materials for volunteers and advisors involved in the delivery of career development support – using structured frameworks and centralised processes to ensure consistency of experience for those who support our work 
12. Conducting initial and follow up outcomes assessments with musicians to understand their needs and help evaluate the service
13. Undertake initial assessment of career development and music education applications and supporting with other high volume tasks flexibly as needed to ensure the department consistently meets Service Standards  
14. Support as required with additional performance and impact reporting to help demonstrate the difference that our services make for musicians to funders and other stakeholders, including by identifying musicians who may be suitable case studies.  
15. Maintain up to date knowledge of the issues and opportunities that musicians are facing across the industry, to ensure that the support provided to musicians is informed and expert and proactively engage with internal and external development opportunities to build your knowledge  
16.  Provide guidance and coaching to musicians about key service areas (e.g. budgeting, accessing creative funding) and with key activities one a one to one and group basis to support musicians to gain the most from their engagement with our services  
17. Maintaining clear records of all support provided to musicians, including signposting, guidance and referrals, as well as accurate record keeping within the GMS of grant giving activity 
18. Support the evaluation of service impact by conducting interviews with musicians using guidelines, and by analysing and reporting on feedback surveys    
19. Represent the charity to diverse communities of musicians, through staffing information stands, speaking on panels or delivering sessions- always adhering to current messaging frameworks and resources     
General responsibilities for all Service Delivery roles: 
1. Working towards individual and team targets for the provision of support to musicians, aligned to the Service Standards, identifying areas for personal and team development to continually improve the quality of service  
2. Adhering to Data Privacy and confidentiality guidelines across all interactions and record keeping with musicians
3. Working safely across all interactions with musicians, adhering to organisational policies in relation to safeguarding, mental health, lone working and other relevant protocols, to protect musicians and own safety
4. Participating actively in learning and development activities to ensure core skills and knowledge areas are up to date, including some self-managed learning, and proactively supporting own development plan 
5. Contributing to the continual improvement of support and experience through identifying potential improvements and raising these through structured channels and participating in service improvement and decision processes within the department 
6. Using user feedback and impact data from own caseloads and/or programmes as well as from the wider department with curiosity to improve your personal ways of working
Person Specification

Essential Experience, Knowledge and Skills

1. Experience in project management with track record of delivering milestones on time, to budget and to required standard  
2. Experience in designing and/or programming events such as panels or training on and offline to deliver defined outcomes for participants
3. Experience in group facilitation with ability to create a welcoming, participatory and focussed space and experience in managing group dynamics which may arise 
4. Experience in recruitment and management of volunteers or freelancers- and understanding of how to assure quality in their contribution to services 
5. Ability to supervise tasks delivered by colleagues and provide guidance to enable success 
6. Ability to communicate effectively with a diverse range of service users verbally and in writing
7. Knowledge of key revenue streams for working musicians in the UK and an understanding of the barriers and inequities musicians may face at early and more developed career stages  
8. Knowledge of music trade bodies, collection agencies and other key bodies relevant to working musicians and how they can work with musicians
9. Knowledge of key types of organisations and roles across music that impact musicians’ careers such as labels, distributors, managers etc. 
10. Experience in independent task management and prioritisation, with track record in meeting deadlines and standards of work   

Desirable:

11. Understanding of monitoring, evaluation and impact in a charity context and experience in delivering evaluation tasks within a service context  
12. Understanding of data privacy and confidentiality on context of support provision and ability to keep accurate records in line with data guidelines   

Personal Characteristics
 
1. High levels of self-motivation
2. Approachable, patient, and non-judgemental   
3. Flexible and willing to re-prioritise to meet urgent need
4. Openness to feedback and willingness to learn and adapt to improve impact
5. Collaborative team-player who actively seeks to demonstrate our values  
6. Proactive problem solver willing to contribute solutions
Additional information

· Occasional requirement to work evenings or weekends for work purposes 
· Hybrid working, with a minimum of 2 days a week in the London office (WC1X 9JS) with flexibility to attend the London office more regularly as the needs of the role dictate 
This job description is a written statement of the essential requirements of the job, with its key accountabilities, and the experience, knowledge, and skills required for effective performance. This is not intended to be an exhaustive account of all aspects of the duties involved.
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