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JOB DESCRIPTION & PERSON SPECIFICATION
 	
Service Delivery Officer – Musicians’ Wellbeing 

Role Purpose 
Help Musicians’ physical and financial wellbeing support is at the heart of both our history and our current service model. This role exists to ensure eligible working and retired musicians who face health or financial challenges can access impactful support aligned to their individual goals whether to return to creating and performing music as soon as possible, or wider goals such as re-connecting to music communities at later life.  
The SDO-Wellbeing role supports working and retired musicians who are facing financial and physical wellbeing challenges who require wider support than a one-off grant. The role provides support within the charity’s eligibility and wellbeing case management guidelines and as such plays a critical role in ensuring impactful use of our charitable resources. The role also help us operate impactfully across the services department, providing support within other areas of wellbeing services such as triaging and contributing flexibly to high volume tasks in times of demand, to ensure that collectively the department meets our service standards for the quality of experience we offer to musicians. 
Reports to: Senior Officer: Wellbeing (Working and Retired)
What does success look like?
1. Impactful support provided to working and retired musicians through delivery of musician-centred assessments, support planning and delivery (case work)
2. Optimising use of charitable resources through collaborative working with partners in and beyond music to access support for musicians, and making considered decisions about support which adhere to both our guidelines and mission  
3. A highly organised approach to case management, where our Service Standards and wellbeing impact outcomes are both fulfilled for every musician through efficient, focussed working 
4. Active contribution to a safe working environment through operating in line with relevant policies at all times and identifying and escalating risks in line with protocols 
5. 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 

Core responsibilities 

1. Conducting needs assessments with working and retired musicians to produce comprehensive musician-centred support plans to guide case work  
2. Management of wellbeing support grants for working and retired musicians within case load, making decisions based on guidelines and escalating exceptions in line with protocols 
3. Making referrals into third party support as needed by musicians, assisting with applications and communications with such organisations to help ensures musicians access the support they need
4. Signposting and referring musicians into Help Musicians wider support across both wellbeing and other service areas 
5. Building positive relationships with third party providers you are liaising with that support musicians and/or refer musicians to our services 
6. Supporting the effective operations of the wellbeing service by providing support on a structured weekly basis with triaging wellbeing applications and making grant decisions about non-case work applicants 
7. 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 
8. Identification of safeguarding and wellbeing risks amongst musicians you are supporting and taking steps in line with policies and protocols to reduce, escalate and report such risks 
9. Ensuring accurate storing of required evidence to provide support for the purposes of auditing, always adhering to financial guidelines and supporting requests and reviews by the finance team 
10. Storing and sharing feedback from musicians about support provided through structured processes to help with impact reporting and improvement 
Other responsibilities – these will be ad hoc, in agreement with Officers as capacity allows 
11. Sharing your insights (such as anecdotal frontline observations) about case work and musicians’ needs as part of impact reporting and service review and development 
12. Supporting the investigation of complaints and appeals within the wellbeing service by providing records and insights about any cases you have worked on (occasional) 
13. Coordinating the delivery of group-based wellbeing interventions such as clinics or workshops,  supported by the Senior Officer to ensure these meet budgets and timeframes 
14. Assessment of applications for career development and music education support during times of peak demand and on a pre-planned, structured basis to allow for workload management 
15. Providing additional staff cover for group based events across the department, by attending and responding to safeguarding risks in line with protocols, escalating to a manager as needed – this would be occasional (less than once a month) 
16. Identifying where case reviews or service exclusions may be required- in line with policies and escalating these to line manager, supporting such processes as need by providing records and insight (occasional)
17. Representing 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 (occasional)
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. Contributing to a safe and learning culture within the support team by participating in reflective practice and supervision sessions, and supporting colleagues to work safely
5. 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 
6. 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 
7. 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 of delivering structured case work within a relevant context such as health, social care or the charity sector  
2. Ability to understand the diverse needs of individuals and build tailored packages of support   
3. Ability to interpret complex information about individuals and make judgements about level of risk 
4. Knowledge of safeguarding with proven ability to build safe working relationships with service users 
5. Ability to make difficult decisions based on charity guidelines, including ending support, and communicate these to users  
6. Understanding of data privacy and confidentiality in context of support provision and ability to keep accurate records in line with data guidelines  
7. Ability to communicate effectively with a diverse range of service users verbally and in writing 
8. Experience in independent task management and prioritisation, with track record in meeting deadlines and standards of work  

Personal Characteristics 
9. Empathetic and reflective approach to working   
10. Approachable, patient, and non-judgemental   
11. Willingness to empower individuals to achieve their full potential   
12. Collaborative approach that achieves the best results through constructive engagement of users, colleagues and external partners 
13. Commitment to continual improvement in own work, with openness to feedback and willingness to iterate approach and work to achieve best results 

Additional information
· Basic DBS check required 
· 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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