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	Job Title: Senior Service Manager
Job Description and Personal Specification

	
	

	Job title:
	Senior Service Manager

	Place of work:
	London 

	Hours of work:
	37 hours per week

	Salary/Grade:
	Operations - Team Leader 

	Reports to:
	Operations Manager

	Level of screening:
	Application, Interview, References, Enhanced DBS

	

	Who we are


Catch22 exists to help build a society where everyone has a good place to live, good people around them, and a fulfilling purpose. We call these our '3Ps'.
We achieve this in two ways. First, we improve lives on the frontline through delivery of public services. Secondly, we use our knowledge to change 'the system', to fix the complex web that can trap and disempower those it was set up to help. With the heart of a charity and the mindset of a business, we are uniquely placed to deliver on this challenging agenda.

The Catch22 Employability division provides skills and employability provision on a range of programmes, both public and corporate funded. We pride ourselves on supporting the most disadvantaged in society to improve their prospects resulting in improved social mobility and sustainable positive change. 
	Where you fit in

	As a Senior Service Manager, you will report into the Operations Manager within Employability and sit within a team of managers delivering on up to employability contracts both corporate and public sectors. This vast range of commissioners means we look for Managers who can easily communicate with a range of stakeholders and proactively react to requirements from commissioners.

You will manage both experienced and new starters so an ability to coach, support and performance manage is key. As an experienced Service Manager, you will lead by example and embed our 3 P’s values into programme delivery. 

We seek a diverse workforce and therefore are open to a range of backgrounds and experience however seek an individual who is proactive, organised and resilient to deal with the varying demands of the role.


	Main Duties & Accountabilities


Operational 

· To be the main of contact for the commissioner’s compliance and delivery team.
· To attend commissioner meetings as required and in the Operations Mangers Absence

· Responsible for the daily frontline operations of the programme, supporting the other Service Managers if relevant to ensure excellence in overall delivery on whilst maximising contractual targets across all areas
· To work directly with the Operations Manager in stragteic planning of the programme, such as re-profiling, delivery schedules and programme design.

· Implement new processes and procedures as agreed by the Operations Manager
· To ensure the delivery team have a clear understanding and the capability to achieve their objectives

· To lead on caseload reviews to gain full forecasts for the contract

· To work with the Operations Management Team on a monthly basis to challenge, scrutinise and support the delivery teams in relation to improving performance on key metrics (including RAG, improvement planning).

· To work with and build effective relationships with internal and external stakeholders including Strategic Partners, Commissioners, Training providers to promote Catch22 and seek opportunities to collaborate.
· To train and develop the delivery team to deliver the programme aims and objectives, and to observe and quality check the delivery across delivery locations.
· To promote the programme effectively 

· To support the Operations Manager to develop and implement compliant and quality processes/procedures.

· To ensure staff use the case management system and contribute to the performance management system.
· Promote innovative ways to add value and reduce costs within operational teams. 

· To ensure that all data is recorded, dashboards are completed, and reports are provide to Catch22 and Commissioners in line with agreed schedules.

· To ensure that all safeguarding processes are followed, and that staff are clear that safeguarding is everyone’s responsibility.
Staff Management
· To provide direct line management to the programme delivery team.
· To evaluate staff learning and development within the team to ensure the necessary skills and knowledge are developed and maintained. Support with staff health and wellbeing 
· To ensure a skilled, motivated and effective workforce to meet the requirements of the contracts

· To ensure compliance with the organisation’s HR Policy and Procedures.
· To carry out such other relevant duties as may be required and as are commensurate with the nature and level of this post.
	What does good look like for this role?


· Someone who has worked in a Senior Advisor/Supervisor/Line Manager capacity within the employability sector
· Ability to engage and develop others
· Stakeholder management – strong relationship management skills 

· Passion to support people in achieving their goals 

· Ability to positively challenge mind-sets
You will ensure that; 

· Service is delivered in line with contract requirements and all targets are met.

· Service is delivered in budget and margin is met.

· Service is delivered safely and risks/areas of underperformance are identified and managed appropriately.

· Hub outcomes are achieved.

· Service users have a positive experience and achieve their goals
	Organisational Relationships


Working directly with the Employability management team. Managed by the Operations Manager with regular contact with the Senior Operations Manager.

	Job Title: Person Specification

	COMPETENCY
	ESSENTIAL
	DESIRABLE
	ASSESSMENT

	QUALIFICATIONS
	Five GCSEs or equivalent at Grade C or above

Relevant work experience 

	IT qualification 

Project Management

Facilitation/PTTLLS qualification


	A

	KNOWLEDGE
	Knowledge of specialist area, e.g. employability, training, advice and guidance 
Knowledge of the barriers to finding employment

How to engage employers and training providers
Knowledge of compliance on DWP or ESF contracts 
	Risk management
Performance and talent management
Project management

	A & I

	EXPERIENCE


	Managing a service that meets its targets
Delivering employment or apprenticeship workshops/training
People management – supervisor or team leader 
Working in partnership

Producing reports and providing management information based on the collation, analysis and interpretation of data


	Budgeting and financial management


	A & I

	SKILLS & ABILITIES
	Coach and mentor

Facilitate workshops

Build trust

Negotiate and influence

Manage conflict

Work collaboratively and build partnerships

Communicate effectively (verbal, non-verbal, written, digital)

Active listening

Data analysis

Problem solving/solution focused

Delegate effectively and enable delivery though others

Flexible and adaptable

Organisation and prioritisation

Report writing and presentation

Creative and innovative

Risk assessment

Commercial awareness


	
	A & I

	OTHER
	Willing to travel and work flexibly – ability to travel around Hertfordshire (ideally with driving license and own car) 
Share Catch22 values

Awareness of and commitment to Equality & Diversity
Desire to develop and undertake training as required


	
	I




