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	JOB TITLE: 
	Service Development Manager

	REPORTING TO:
	CEO

	RESPONSIBLE FOR: 
	Service Development, Performance and Service Delivery


	HOURS: 
	Full time – 37.5 or (0.8 considered)


	SALARY: 
	£40,000 - £46,000 per annum (dependING on experience)


	CONTRACT TYPE:
	Permanent

	LOCATION: 
	Witney, with regular travel to Hertfordshire and Gloucestershire and any other sites as required (future growth)



 
ABOUT GUIDEPOSTS TRUST

Guideposts is a UK based charity working with people in local communities to help them access the support, opportunities, and skills they need to overcome social challenges, improve their wellbeing and change their lives.

We run a range of services that are focused on helping people to achieve their potential regardless of their circumstances. We connect people together so that they can experience the joy that comes from friendship, activity, learning, purpose, and occupation. We love what we do, and we love seeing people flourish.

Many of the people we support come from the most disadvantaged groups in our society, including children and adults with additional needs and disabilities, people with mental health problems, older people with dementia and other neuro-degenerative conditions, and the families or carers of all these groups. We believe that all people should be equally valued and have an equal chance to live the best life possible, that is why we do what we do.

Together we are the Guideposts community, helping each other to achieve better wellbeing.





PURPOSE OF ROLE 
To support the coordination, performance, and continuous improvement and innovation of services (RECOVER, GROW, CONNECT) across the organisation, ensuring effective programme management, governance support, and compliance monitoring, while providing structured operational support to the CEO and the Service Leads. To support and review service delivery and monitor financial performance in partnership with the Head of Finance and Development
.


KEY RESPONSIBILITIES

Service manager engagement and support

· Mentoring of service managers to explore how to strengthen collaboration, innovation and performance. 
· Building on others’ ideas and including diverse perspectives towards shared outcomes. 
· Build Service Manager engagement with Guideposts Trust. 
· Build a collaboration and support mechanism across all services. 
· Encourage knowledge sharing and community – people able to speak up (yet providing psychological safety).
· Develop and share best practice across Guideposts services, promoting the reuse of skills, knowledge and solutions.
· Create an agile and adaptable culture – staff being open to changing approach, adjusting mindsets, behaviours, plans and practice in response to changing circumstances. 
· GPT is a charity renowned for its exceptional quality of care – this needs to be continually improved through modern care practices – delivering meaningful outcomes with shared purpose, effective collaboration, learning, adaptability and disciplined execution – the successful candidate will take a leadership role in delivering against this ambition. 

Service Coordination & Oversight
· Support coordinated delivery of services across all locations
· Work with service leads to monitor performance, KPIs, and outcomes
· Identify risks, issues, and service gaps and escalate appropriately
· Support service development planning and improvement activity in conjunction with the CEO

Programme & Project Management
· Coordinate specified organisational programmes and cross-service initiatives
· Track delivery against plans, milestones, and risks
· Maintain programme documentation and reporting frameworks
· Support implementation of structured project methodologies
Quality, Governance & Compliance Support
· Support implementation and monitoring of governance frameworks
· Assist with organisational audits, quality systems, and compliance checks
· Monitor adherence to policies, safeguarding, and regulatory requirements
· Track and report organisational risks
Performance Monitoring & Reporting
· Coordinate KPI and performance reporting across services
· Produce monthly reports for CEO and Trustees
· Analyse service data and outcomes to support decision-making
· Support development of reporting structures and dashboards
CEO Operational Support
· Provide structured briefings, reports, and updates
· Support tracking of CEO priorities and actions
· Act as a coordination point between CEO and service teams
Stakeholder Coordination
· Support relationships with key partners (e.g. NHS, local authorities, funders)
· Assist with reporting and communications to external stakeholders

KEY ACCOUNTABILITIES
· Coordinate and support the effective delivery of services across all locations, ensuring alignment with organisational objectives and performance expectations.

· Maintain oversight of service performance through structured KPI monitoring, reporting, and analysis, ensuring risks and issues are identified and escalated appropriately.

· Support the implementation and ongoing monitoring of governance, quality, and compliance frameworks across the organisation, ensuring adherence to policies and regulatory requirements.

· Coordinate organisational programmes and projects, ensuring progress is tracked, documented, and reported, and that delivery remains aligned to priorities.

· Ensure effective coordination of organisational reporting, including preparing regular performance and programme updates for the CEO and supporting trustee reporting requirements.

· Support continuous improvement across services by coordinating audits, evaluations, and service review processes, and tracking resulting actions

· Provide structured operational and analytical support to the CEO, including briefings, reports, and follow-up of key organisational priorities.

· Facilitate communication and coordination between service teams, senior leadership, and key stakeholders to ensure consistency and clarity of delivery.



KEY COMPETENCIES
· Service Development and Coordination 
Ability to manage multiple priorities, track progress and ensure effective delivery across a range of services and programmes.

· Performance Improvement and Analysis
Able to interpret performance data, identify trends and support decision-making through clear analysis and reporting.

· Programme and Service Development
Skilled in planning, monitoring and coordinating projects and service improvement initiatives, ensuring delivery against organisational priorities.

· Understanding of governance and compliance frameworks
Working knowledge of governance, risk, and quality systems, with the ability to monitor and support compliance processes.

· Strong communication and reporting skills
Able to produce clear, concise reports and communicate effectively with the CEO, service leads, and external stakeholders.

· Attention to detail and accuracy
Ensures high-quality documentation, reporting, and monitoring processes.

· Collaborative and relationship-focused approach
Builds effective working relationships across teams and supports coordinated working.

· Ability to identify and escalate risks appropriately
Demonstrates sound judgement in recognising issues and ensuring they are addressed at the right level.

· Adaptability and problem-solving skills
Comfortable working in a changing environment and responding to emerging organisational needs.

· Leadership and Influencing Skills
Ability to support, coach and influence managers and teams to improve performance, strengthen collaboration and deliver organisational objectives without direct line management authority.
PERSON SPECIFICATION

	Service Development Manager


	
	Essential

	Desirable

	Qualifications
	· Degree in relevant field or equivalent training (Health, Social Care, OT/Physio etc, or Business based if includes experience of working in client facing environment)
· Significant experience in service delivery, service development, programme coordination or operational management.
· Training (or equivalent, transferable experience) in one or other - Mental Health/Learning Disability/Dementia Care 
	· Relevant post graduate degree or equivalent specialist training
· Project management qualification (PRINCE2, MSP or equivalent)
· Training in quality improvement, governance, or compliance
· Coaching/supervision training


	Experience
	· Experience in service delivery, programme coordination, or operational roles 
· Experience supporting delivery of projects or organisational initiatives 
· Experience of working with performance data, KPIs, or reporting frameworks 
· Experience of working across multiple teams or functions 
· Experience supporting senior colleagues or leadership teams 
· Experience coordinating or supporting audits, compliance, or quality processes
	· Experience in charity, health, or social care sector
· Experience working with NHS, local authorities, or commissioners
· Experience supporting funding bids or reporting to funders
· Experience contributing to business planning
· Experience facilitating workshops or group sessions

	Skills
	· Strong communication skills (written and verbal)
· Ability to produce clear, structured reports and analysis
· Strong organisational and planning skills
· Ability to manage multiple priorities and meet deadlines
· Good IT skills (Microsoft Office, databases, reporting tools)
· Ability to build effective working relationships across teams
· Ability to identify and escalate risks appropriately
	· Presentation and facilitation skills
· Experience preparing reports for boards or committees
· Experience using project management tools
· Experience supporting funding applications




	Knowledge
	· Understanding of service delivery environments (health, social care, or similar)
· Awareness of governance, compliance, and risk management principles
· Knowledge of performance monitoring (KPIs, outcomes, reporting)
· Understanding of continuous improvement approaches
· Awareness of safeguarding and good practice standards
· 
	· Knowledge of regulatory frameworks (e.g. CQC, safeguarding)
· Understanding of quality management systems or audit processes
· Knowledge of outcome measurement frameworks
· Understanding of person-centred approaches




OTHER DETAILS   
 
All staff are ambassadors for Guideposts and as such may be required from time to time to assist managers and fundraising in the promotion of Guidepost and its work. 
 
All staff have a responsibility to look after the Health and Safety not only of those people who use our services but for themselves and their colleagues and should follow Guideposts Health and Safety Policy and Procedures.  

Must hold a full UK driving licence and have access to a vehicle insured for business use.


Guideposts is an Equal Opportunities employer.  

This job description is not exhaustive but is provided to assist the post holder to know and understand the main duties of their role.  Responsibilities may be subject to review and may be varied in emphasis depending on operational requirements.  It may be amended from time to time in discussion with the post holder.
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