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​​Job description and person specification 

Payroll Lead (Apprenticeship)

	Department 
	Finance 

	Service 
	Payroll and Pension Administration

	Grade
	Scale G – Apprentice post progressing to Scale H

	Reports to
	Payroll Manager  

	Responsible for 
	Employee Support Officers

	Job reference
	JE5975 (MO10757)



	Job Purpose 

	To lead the day-to-day operations of the Payroll Team, ensuring the accurate and timely delivery of payroll services. The role involves resolving complex payroll queries and complaints, while providing expert advice, system support and mentoring to colleagues across the payroll and wider service. 

This role requires in depth knowledge of payroll legislation, including HMRC tax, National Insurance, and pension regulations, is essential to support the team and assist the Payroll Operations Manager in maintaining effective payroll processes and investigating anomalies.
To develop the knowledge, skills, and behaviours required to become a fully competent Payroll Lead (Scale H). During the apprenticeship, the post holder will undertake structured learning while performing duties aligned to the Scale G responsibilities, gradually progressing to Scale H as competence, confidence, and autonomy increase.

	Context 

	Finance Exchequer Services is a shared finance service within Finance and Commercial Services directorate at NCC which provides a range of services including NCC’s Payroll service.

The payroll function sits within Finance and is part of Finance Exchequer Services.  As
the lead payroll professional role in the County Council the role will lead with digital
services and HR colleagues the continued development of the payroll aspects of the
myOracle system, and the service offered to the NCC workforce and with traded service customers.

The payroll service and solution support more than 21,000 job roles across the Council
and its customers across multiple national and local conditions of employment,
contributing to local government specific occupational pension schemes as well as the
NEST scheme.  Payroll is a high-profile service that impacts significantly on the
organisation’s ability to deliver critical services to the population of Norfolk. 




	Accountabilities 

	Scale G

	Investigate, negotiate, and resolve complex payroll queries under supervision, ensuring full resolution and clear communication to customers.


	Support accurate monthly payroll processing, following established procedures and statutory requirements.
Assist in ensuring payroll calculations for employees, HMRC, and third-party providers are correct and compliant with legislation.


	Advise traded services customers, schools, and NCC employees on payroll processes, escalating complex queries where needed.


	Deliver high-quality administrative support to the Payroll Manager, ensuring effective delivery of payroll services


	Proactively coordinate the workload of Employee Support Officers and Administrators, ensuring deadlines and standards are met.


	Develop and deliver training plans to improve quality and performance within the team.


	Build foundational knowledge of payroll legislation (HMRC, NI, pensions, local government schemes).


	Develop confidence in handling complex queries, with support.


	Learn Oracle Cloud system processes and digital tools.


	Undertake formal training aligned to the Assistant Payroll Manager Level 5 Standard.


	Scale H

	Support the Payroll Operations Manager to deliver a high-quality payroll administrative support service by operating processes to ensure effective delivery of the payroll service, in accordance with statutory requirements, and County Council policy and practice. This will include: 
· Complex processing monthly payroll
· Ensure monthly payroll calculation are accurately processed for employees, HMRC and any 3rd party providers in line with current employment and statutory legislation.  
· Managing pension administration where necessary  

Working closely with all payroll and pension teams to ensure the production of accurate and timely data to support payments activity.


	Investigate, negotiate, and resolve complex payroll queries ensuring full resolution is achieved and the customer is informed of outcomes.

	Pro-actively co-ordinate and monitor the work of the Employee Support Officers and Administrators so that resources are effectively utilised and established timescales, procedures and standards are met to ensure high performance and Key Performance Indicators are met. 
 

	Provide financial support, challenge and advice for relevant associated projects surrounding payroll 
 

	Complete quality control monitoring against team performance, identifying training needs and guidance to be used in conjunction with staff performance reviews. 


	Develop training plan to ensure quality service and performance and deliver training within the Department to meet service and Departmental objectives. 
 

	Prepare monitoring reports using collective electronic data for performance reporting
 




Person specification

	Skills and abilities:
	Essential (ü)
	Desirable (ü)



	Scale G

Demonstrates a professional and businesslike approach to daily tasks, actively building confidence in working within a highprofile and highvolume payroll environment.

Shows growing accountability, taking ownership of work under guidance and following established procedures to meet deadlines and accuracy standards.

Works in a collaborative manner with colleagues across payroll, pensions, HR, and digital teams, contributing positively to shared team goals.

Demonstrates agility, adapting to changing priorities and learning new processes as required.

Demonstrates a helpful, patient, and responsive approach to customer care, providing timely updates and escalating issues appropriately to maintain service excellence.

Demonstrates developing interpersonal and negotiating skills when supporting the resolution of payroll queries.

Builds understanding of key payroll legislation, including tax, National Insurance, statutory payments and pension rules, learning how these link to day-to-day processing.

Investigates payroll issues with supervision, applies training to routine problem-solving, and actively engages in all apprenticeship learning activities to build competence.

Good numeracy and literacy skills 

Ability to take responsibility and initiative. 









Scale H

Demonstrates a proactive and innovative approach to improving pension administration processes, identifying opportunities for smarter working and service enhancements, particularly in resolving complex payroll and pension queries.

Applies evidence-based decision-making using data and regulatory guidance, especially when preparing performance reports, investigating anomalies, and advising on pension-related projects.

Maintains a professional and focused approach to managing monthly pension processing and ensuring compliance with statutory and organisational policies, delivering a high-quality service to internal and external stakeholders.

Be accountability and take ownership of outcomes by coordinating team performance, ensuring KPIs are met, and delivering accurate pension calculations and payments in line with legislation and policy.

Work collaboratively and effectively across payroll and pension teams, supporting shared goals and ensuring the delivery of accurate and timely data for payment activities and pension administration.

Build trust in the team and provides clear guidance, mentoring, and support to colleagues, fostering a culture of reliability and integrity within the team and wider service.

Work in an agile was to respond flexibly to changing priorities and complex casework, adapting processes and resources to maintain service quality and meet deadlines.

Be politically aware and understands the broader organisational and legislative context in which pension services operate, ensuring advice and actions reflect the strategic priorities of Norfolk County Council.
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	Knowledge/Experience
	Essential (ü)
	Desirable (ü)

	Scale G

Relevant, recent experience in a payroll environment 

Experience of working in a local government

Experience of using Oracle Cloud payroll software

Understanding of customer care excellence 

Competent in Microsoft Office formulae and diary management, and associated IT systems including the use of NCC financial systems. 





Scale H

Relevant experience in a payroll administration environment 
 
Accurate numeracy and a high standard of literacy skills 
 
Competent in Microsoft Office formulae and diary management, and associated IT systems and finance systems
 
Awareness of relevant Financial and payroll legislation 
 
Experience of working in a local government or Health Service Environment. 
 
Awareness of relevant legislation	 
 
Experience of using Oracle Cloud 

Communication skills, including interpersonal and negotiating skills. 
 
Understanding of customer care excellence 
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	Qualifications
	Mandatory (ü)
	Indicative (ü)

	Scale G
Willingness to work towards Assistant Payroll Manager Apprenticeship (Level 5) 

Level 2, Maths and English 
 
Demonstrable digital skills 


Customer Services NVQ level 4 (or equivalent experience) 



Scale H

Professional Payroll qualification (CIPP) (or working towards) 
 
Level 2, Maths and English 
 
Demonstrable digital skills 
 
Customer Services NVQ level 4 (or equivalent experience) 
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	The Council’s values and strengths
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information (special factors or constraints and physical requirements or environmental conditions that the job holder will encounter, including how long they last and how often they occur)

	
This apprenticeship post is aligned to the apprenticeship Standard of Assistant Payroll Manager Apprenticeship (Level 5) . It is expected that the post holder would not normally take longer than 24-30 months to complete the training.

This is a full time, permanent position with the provision to attend the training provided, and to complete End Point Assessment as part of the apprenticeship and within working time. 

The initial starting grade is G, and the post holder competency and course achievements will be reviewed regularly.  Once the post holder has built up the same level of knowledge and is working with as much autonomy as the full role the grade will move to scale H (or upon completion of the apprenticeship, whichever is sooner). 

As an organisation we are working flexibly. This is a hybrid post which allows working from home and from County Hall. 




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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