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Position:


Head of Operations
Reports to:


Chief Executive Officer
Responsible for:

Project Officers, Team Leaders & Volunteer 

Co-ordinator



Salary:


Agenda for Change Band 8A £38,851- £40,157




(more may be available for an exceptional candidate)

Benefits:


Contributory Pension Scheme & Mileage Allowance
This post provides the opportunity to become involved with a dynamic, innovative and creative team to deliver and develop counselling services in response to identified need.

Not only will you lead a committed team of managers, you will be provided with administrative support and play a key role as part of the senior management team of the organisation in developing and leading the organisation.

This post will enable an enthusiastic and motivated individual to use their skills to support service development.  The postholder will be responsible for leading on the effective and efficient delivery of counselling services within New Life Counselling.

Principally the successful candidate will be an accomplished manager with the ability to lead and direct a team of clinical professionals to achieve exemplary standards of quality service delivery.  The successful candidate may be a counselling professional or should be able to demonstrate a knowledge and empathy of the issues important within the area.  The post requires an individual who is confident in their own management skills, and can demonstrate the ability to manage a staff team, budget and relationships with external agencies.

We welcome dynamic and committed individuals to apply for this post and join the New Life Counselling Team.

Job Purpose:

To work in conjunction with the Senior Management Team to lead in the delivery and development of high quality counselling services in line with the organisation’s strategic plan.
The post holder will be based in Belfast but may be required to work in other locations.

Job Summary:

1.
To manage, organise and plan all existing operational issues of the provision of therapeutic services for adults, children, young people and families to meet organisational objectives, contractual requirements and client needs
2.
To assist the Chief Executive Officer to develop, maintain and expand the clinical strategy for New Life Counselling through the effective design, development, management and monitoring of therapeutic projects
3.
To manage and support Project Officers, Team Leaders and the Volunteer Co-ordinator to ensure appropriate service provision

4.
To build relationships and monitor developments in the external environment which impact on the work of New Life Counselling, particularly those with funding bodies, partner organisations and stakeholders
4.
To contribute to the identification and completion of funding applications in co-operation with the Chief Executive Officer and Support Services Manager
5.
To deputise, as directed, for the Chief Executive Officer


Job Requirements:

Management and Leadership

· Provide inspirational and motivational leadership to therapeutic staff and foster sound working relationships and effective communication throughout the organisation
· Maintain an up to date knowledge of the strategic framework within the sector and use this knowledge to develop the delivery of services within New Life Counselling
· Contribute to the continuous improvement of operational systems, processes and policies to support effective management, information flow, efficiency and organisational planning

· Embed existing quality processes within daily practices and contribute to the continuous improvement of these

· Ensure that operational plans for service delivery are developed, agreed and implemented

· Seek to realise opportunities to achieve efficiency without reducing quality 

People Management

· Support and manage Team Leaders, Project Officers and the Volunteer Co-ordinator
· Provide clear and strategic leadership and ensure that a highly skilled, flexible, motivated clinical team are in place to provide high quality services
· Plan and manage current and future clinical staffing requirements in respect of skills required to meet development opportunities

· Be involved in the recruitment, selection and induction of Team Leaders, Project Officers, Volunteer Co-ordinator and external supervisors as required within organisational policy
· Support practitioners to access continuing professional development programmes, ensuring that they retain competence and professional accreditation and work within the professional codes of practice
· Manage, plan and record regular strategic review and appraisal processes and procedures with the therapeutic teams
· Chair meetings of the Project Officers, Team Leaders and wider clinical team and support their training needs.

Clinical Governance

· Review the clinical governance arrangements, policies and procedures within the organisation and keep these up to date.  This includes a comprehensive manual for the delivery of our Therapeutic processes and Supervision Policy.  Ensure that all clinical staff comply with these processes
· To keep up to date with the best practice guidance of professional bodies (eg BACP, UKCP, HCP) and apply this within the practice of the agency

· Ensure adherence to the BACP Ethical Framework for Good Practice in Counselling and Psychotherapy

· Ensure that all members of staff have access to external clinical supervision and that regular assessment reports are submitted and evaluated
· Monitor the application of risk management procedures for all clients, through the Team Leaders & Project Officers
· Work with the Team Leaders, Project Officers & Volunteer Co-ordinator to ensure the organisation is compliant with the clinical governance processes

· Ensure that all clinicians complete the agreed evaluation processes for all clients supported

· Regularly review compliance with clinical governance processes
· Prepare regular clinical governance reports for the CEO and Board of Directors
Therapeutic Service Delivery

· Support the development of a culture of evidence-based practice and practice-based research.
· Oversee the effective management of client referrals, service delivery and case closure, delegating authority as appropriate whilst retaining overall accountability for risk and the quality of services provided
· Monitor and evaluate the effectiveness of the services provided by the project team, ensuring that the appropriate systems are in place, to (i) develop robust statistical data for the Board of Directors and develop short research cases based on this evidence (ii) develop feedback procedures for our customers and providing recommendations for improvements
· Lead the assessment, development and review of performance and delivery reflecting on client experience to enable improvement
· In conjunction with Team Leaders, Project Officers and Volunteer Co-ordinator continuously review and develop services to meet the needs of target groups
· Manage the timely and accurate recording of activity data utilising the bespoke database recording system to facilitate reporting to funders

· Ensure the appropriate responses on complaints made pertaining to clinical processes
External Responsibilities

· Represent New Life Counselling and build good relations at a senior level with all relevant stakeholders 

· Support the Senior Management Team in the building and maintenance of good relations across the sector
· Contribute to the implementation of a marketing strategy to ensure services are promoted, accessible and responsive to the needs of a diverse range of target groups
· Keep up to date with relevant legislation

· Formulate responses on behalf of New Life Counselling to consultations on issues related to therapeutic intervention or relevant government policies and strategies
· Review relevant strategies, identify linkages for New Life Counselling and make recommendations for organisational development

Additional Responsibilities

In collaboration with the senior management team, the following duties will be delivered by the Head of Operations
· Thorough ongoing evaluation of clinical services provided

· Direction of research initiatives
· Participation in the identification, development and implementation of training both internal and external as relevant

· Support the fundraising team in the identification and realisation of a range of funding opportunities

· Being informed of national and international practice and reflecting this in the development of New Life Counselling services

· Reporting to the Board of Directors and the Board’s sub groups
General Duties

· To implement, promote and work within the organisation’s systems, policies and procedures for service delivery.
· To contribute to the organisation’s objective and strategic planning process.
· To contribute to the promotion of New Life Counselling
· To undertake such other reasonable duties, commensurate with the post, as may be required


	Head of Operations

	Essential
	Desirable

	Knowledge & Qualifications

· Third level qualification 

· Third level qualification in counselling of psychotherapy- (Diploma or above)
· Accredited with BACP, UKCP, IACP, BAT or AFT
· Knowledge of the strategic issues affecting the education, health and social services sector

	X

X

	X

X

	Experience

·     A proven track record of at least 5 years experience of managing service delivery within a person centred service
·     Experience of managing sensitive and potentially high risk issues
·     Experience of developing operational plans and implementation with positive outcomes for service delivery / improvement
·     Experience of implementing, monitoring and improving systems to assist service improvement
·     Experience of performance monitoring in respect of funder / contractor requirements
·     Clinical experience, including work with children, young people, adults or families
·     Minimum of 2 years experience in the line management of staff including participation in recruitment processes and staff appraisals
·     Experience of developing and maintaining relationships with statutory and voluntary agencies
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X

X

X
X

X

X
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	Skills & Attitudes

·     Motivational Leadership:  Possessing excellent people and performance management skills, ability to inspire others, setting high standards to personal and team outcomes
·     Customer / Client Focused:  Seeking to meet the expectations and requirements of customers / clients both internal and external.  Acting with customers in mind and valuing the important of high quality service delivery
·     Focus on Results:  Ability to deliver results on time within organisational policy & strategy.  Remains accountable for a task even when delegating
·     Personal Resilience:  Capacity to cope with ambiguity and pressure, lead change and embed new processes
·     Team Working:  Encourages open communication and collaboration.  Works corporately and cross functionally.  Develops and encourages effective team work internally to improve the efficiency and effectiveness of service delivery
·     Credibility & Impact:  Excellent interpersonal skills with the ability to communicate and influence staff, key decision makers.  Ability to develop and maintain successful relationships with staff at all levels, Board Members and key stakeholders
·     Dynamic, motivated and committed individual
·     Ability to maintain strict confidentiality in all matters related to their work
·     Hold a current driving licence

· To have a flexible attitude towards working hours at times as demanded by requirements of the job
· To be committed to New Life Counselling’s policy of equality of opportunity and respect for diversity.
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PERSON SPECIFICATION  








Head of Operations, January 2012

