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	To meet the budget gap this financial year a number of additional spending control measures are currently in place.  

We are not currently evaluating or re-evaluating any roles unless the Executive Director agrees that there is an exceptional reason to do so e.g. to address the risk of an equal pay issue.  

Where the Executive Director agrees that these is an exceptional reason to go ahead the JDQ must be submitted to monthly Workforce Expenditure Control Panel (chaired by the Chief Executive, Service Director – Human Resources and another member of the Corporate Leadership Team).  

The JDQ needs to be emailed to vacancy.authorisation@cambridgeshire.gov.uk prior to the Workforce expenditure control panel submissions dates.   Forms received after the monthly deadline will be considered at the following month’s panel.  

You must not book a role in for job evaluation/re-evaluation until panel approval has been given. 


Job Description

	Job Title: Registration Service Team Leader

	POSCODE: CCC2924

	Grade: SO2


Overall purpose of the job
Please write one or two sentences about why the job exists. Focus on the achievement of the key end results of the job. 

To lead the day-to-day delivery of the Registration Service within a designated lead area (Ceremonies, County or Cambridge), while providing cross-service coverage to ensure resilience and consistency. The postholder line manages Registration and Ceremony Officers, overseeing rotas, performance and customer service to ensure statutory obligations and service standards are met.

Main accountabilities
Please list the accountabilities in descending order of priority.  Please include 6-9 accountabilities.  
	
	Main accountabilities

	1. 
	Leadership and  Management
Directly line manage, supervise and support Registration and Ceremony Officers, including recruitment, induction to local processes, coaching, absence management, wellbeing and performance management. Build a motivated, high-performing team that delivers consistently.


	2. 
	Operational Leadership
Lead the day-to-day delivery of services within the designated lead area (Ceremonies, County or Cambridge), ensuring customer demand and statutory obligations are met. 

Provide operational direction, deploy staff effectively and monitor service standards. 

Personally register and conduct marriages and civil partnerships, including religious ceremonies, as required to maintain resilience, handle complex or sensitive cases, and model best practice. 
Work collaboratively with fellow Team Leaders to provide cross-service coverage and maintain resilience, escalating complex or technical registration queries to the Senior Registrar as the statutory lead.


	3. 
	Rota and Resource Management 
Plan, publish and manage rotas, allocate staff resources, and provide cover arrangements across multiple offices and venues. 

Respond flexibly to urgent service needs, peaks in demand and unexpected absence.


	4. 
	Quality Assurance and Compliance
Carry out local quality checks on registrations, notices and ceremonies, providing feedback to staff to improve accuracy and consistency. 

Escalate complex or statutory issues to the Senior Registrar, ensuring adherence to legislation, GRO guidance and Council policies.


	5. 
	Customer Service and Escalation 
Act as the first escalation point for customers, resolving complaints and service issues in a timely and empathetic manner. 

Escalate serious or persistent complaints, or those with reputational or legal implications, to the Registration Service Manager.


	6. 
	Stakeholder Engagement
Maintain positive working relationships with local partners including Approved Premises, Funeral Directors, NHS colleagues and the Coroner’s Service to support service delivery in the lead area. 

Represent the service in local meetings, escalating strategic or contractual matters as required.


	7. 
	Compliance and Risk Management
Maintain up-to-date working knowledge of registration law, policies and GRO guidance, ensuring personal CPD. 

Identify and report compliance risks to the Senior Registrar or Registration Service Manager. 

Contribute to local business continuity by ensuring service resilience and flexibility within the team.


	8. 
	Performance Monitoring
Track local service activity, highlighting recurring issues, peaks and risks to the Registration Service Manager, Senior Registrar and Performance & Insight team. 

Provide accurate operational data and practical insight to support statutory reporting and service improvement.


	9. 
	Certificate Production and Operational Oversight
Oversee day-to-day certificate production within their teams, ensuring staff follow correct procedures, records are accurate, and data is entered and maintained to the highest standards. 

Carry out local quality checks on certificates and registers, monitor workloads to ensure efficiency, and escalate complex errors or compliance issues to the Senior Registrar or Registration Service Manager.

	10. 
	Innovation and Development
Support the Registration Service Manager by providing frontline feedback on customer experience, operational processes and ceremonies delivery. Assist in implementing new initiatives, products or improvements, ensuring staff are engaged and trained in practice changes.


	11.

	Demonstrate an awareness and understanding of equality, diversity and inclusion.  

	12.
	Ability to contribute to our organisational commitment to becoming a Net Zero organisation by 2030.  



Person Specification
Qualifications, knowledge, skills and experience
Minimum level of qualifications required for this job
	Qualifications Required
	Subject
	Essential/
Desirable

	A level or equivalent qualification, or equivalent level of knowledge and experience gained through relevant work
	Any 
	Essential 

	Recognised GRO or Registration Service training/qualification
	Registration law and practice
	Desirable

	Management or training qualification (e.g. NVQ Level 4 in Training/Development or equivalent)
	Learning & Development / Coaching
	Desirable


Minimum levels of knowledge, skills and experience required for this job
	Identify 
	Describe
	Essential/
Desirable

	Knowledge
	
	

	Registration Service Legislation 
	Good working knowledge of the Registration of Births, Deaths and Marriages Acts, associated legislation, and GRO guidance.
	Essential

	Operational Service Delivery
	Good knowledge of managing frontline statutory and non-statutory customer services in a demand-led environment.
	Essential

	People Management and HR Policies
	Knowledge of effective staff supervision, performance and absence management, and wellbeing support. Able to apply the Council’s HR policies and procedures to day-to-day management situations, escalating formal or complex matters appropriately.
	Essential

	Customer Care Standards
	Strong understanding of principles of customer service and complaint resolution, with the ability to apply these in sensitive and often emotive situations.
	Essential

	Health, Safety and Risk Assessment
	Awareness of health and safety responsibilities, risk assessment processes, and business continuity arrangements in a public service context.
	Essential

	Information Technology
	Confident use of IT systems, including Microsoft Office and specialist registration systems (e.g. RON, Stopford, Zipporah), with an understanding of how technology supports service delivery.
	Essential

	Change and Service Improvement 
	Awareness of change management and service improvement approaches, with the ability to support the implementation of new processes and products.
	Desirable

	Skills
	
	

	Emotional Intelligence, Resilience and Communication
	Highly developed interpersonal skills and resilience to handle sensitive, challenging or emotionally charged situations with professionalism and empathy. 
Confident in public speaking and clear verbal delivery, including when conducting ceremonies, addressing groups, or explaining complex or emotive issues to customers and partners.

	Essential

	Leadership and People Management
	Ability to motivate, supervise and develop a team of Registration and Ceremony Officers, addressing performance issues, supporting wellbeing, and creating a positive, high-performing culture.
	Essential

	Respect for Others
	Ability to treat others with respect and professionalism at all times, promote inclusive and ethical behaviour, and challenge inappropriate conduct in line with Cambridgeshire County Council’s values.
	Essential

	Decision-Making and Problem-Solving
	Ability to use sound professional judgement to resolve operational issues and customer complaints at the first instance, recognising when matters need to be escalated to senior colleagues.
	Essential

	Customer Focus
	Ability to deliver high standards of customer service, ensuring statutory and non-statutory functions are carried out with empathy, clarity and consistency.
	Essential

	Communication and Influencing
	Ability to communicate clearly and confidently with staff, customers and partners, adapting style to suit the audience. 
Able to influence outcomes through negotiation and constructive challenge.
	Essential

	Teamwork and Co-operation
	Works effectively across boundaries with other Team Leaders, the Senior Registrar, and the Registration Service Manager to provide resilience and consistency across all areas.
	Essential

	Planning & Organising
	Able to plan, prioritise and organise staff rotas and resources to meet daily service needs, anticipating peaks and responding flexibly to change.
	Essential

	Information Technology & Systems
	Confident in the use of Microsoft Office and specialist registration systems (e.g. RON, Stopford, Zipporah), and able to support staff in applying these to deliver efficient services.
	Essential

	Service Improvement
	Ability to identify opportunities to improve processes, customer experience and efficiency, and to support the implementation of new initiatives.
	Essential

	Experience
	
	

	Registration Service Delivery
	Proven experience of working in a statutory Registration Service (births, deaths, marriages, civil partnerships, or citizenship), with a sound understanding of GRO requirements and local authority responsibilities.
	Essential

	Line Management
	Demonstrable experience of supervising or line managing staff, including recruitment, induction, allocation of work, supervision, performance management and supporting staff wellbeing.
	Essential

	Operational Leadership
	Experience of planning and managing rotas, allocating staff resources, and ensuring service continuity across multiple sites or functions.
	Essential

	Quality Assurance
	Experience of carrying out checks, audits or reviews of work, providing feedback to improve accuracy, compliance and consistency.
	Essential

	Customer Service in Sensitive Contexts
	Experience of dealing with members of the public in sensitive and sometimes challenging circumstances, resolving complaints and ensuring customer confidence.
	Essential

	Stakeholder Liaision
	Experience of working with partners such as the General Register Office, Coroner’s Service, NHS, Funeral Directors or Approved Premises to support statutory delivery. 
	Essential

	Change and Improvement
	Experience of contributing to service improvement initiatives, embedding new processes or supporting staff through change.
	Essential

	Business Support/ Administration
	Experience of working with case management systems, maintaining accurate records and providing data to support reporting and assurance.
	Essential

	Other
	
	

	Equality, Diversity and Inclusion (applies to all roles).
	Ability to demonstrate awareness and understanding of equality, diversity and inclusion and how this applies to this role.  
	Essential

	Net Zero (applies to all roles).
	Ability to contribute towards our commitment of becoming a net zero organisation.  
	Essential



	What disclosure level is required for this post?
	X      None 
	Standard

	
	Enhanced
	Enhanced with barred list checks


Work type
	What work type does this role fit into? (tick one box that reflects the main work type, the default work type is hybrid)
	Fixed	
	Hybrid	

X
	Field
	Remote
	Mobile
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