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[bookmark: _GoBack]Job Title: Director of Services						

Reports to: Chief Executive Officer


Overall Job Purpose

The Director of Services is a key member of Scottish Refugee Councils’ Senior Leadership Team, responsible for overseeing the end to end, efficient and effective delivery of Scottish Refugee Council’s Scotland-wide services. Our services currently include the operation of a free-phone Helpline, provision of client casework and delivery of support to community organisations and practitioners through the development of content and resources, provision of information and training, and by facilitating regular engagement and networks. Heading up the Service Delivery Directorate, the role involves managing client, community and practitioner relationships, optimising processes and driving continuous improvement initiatives to ensure high quality service and customer satisfaction. The Director will work closely with the Chief Executive Officer (CEO) and senior leadership team to ensure alignment with Scottish Refugee Councils mission and goals.

Key responsibilities

Operational Management
· Oversee all aspects of day to day service operations including helpline, client casework, community integration and resource development activity
· Continuously review, evaluate and improve service delivery processes to enhance efficiency, improve effectiveness and drive operational excellence
· Create and implement service strategies that align with organisational objectives 

Customer and Partner Relationship Management
· Build and maintain strong relationships with key stakeholders, acting as primary point of contact for service-related matters, managing expectations, addressing issues, delivering best practice and ensuring high levels of customer satisfaction with service delivery 
· Work closely with internal and external partners to ensure seamless service delivery and a positive customer experience

Performance Monitoring and Reporting
· Track and analyse services activity metrics and KPI’s, identifying areas for improvement and implementing appropriate action as required
· Monitor and report on performance, providing regular updates to the CEO, Senior Leadership Team and Board of Trustees
· [bookmark: _Hlk176354875]Ensure that service delivery trends and practice are shared with and inform our external affairs and policy activity

Risk and Compliance Management
· Identify potential risks in service delivery processes and develop mitigation strategies to minimise disruption and ensure service continuity
· Ensure all service delivery activities comply with relevant regulations, standards and organisational policies and procedures

Continuous Improvement
· Oversee client feedback mechanisms to ensure that barriers and challenges to service delivery are identified and accessibility and inclusion are at the heart of service development. 
· Drive a culture of innovation and continuous improvement within the services teams, staying updated on best practices and emerging trends, and promoting new technologies and approaches that improve the quality of service delivery and enhance customer experience

Management
· Lead, mentor and manage the performance of teams in the Service Delivery directorate, providing guidance and support to achieve agreed targets 
· Collaborate with the senior leadership team to integrate the delivery and improvement of client, community and practitioner services with organisation-wide objectives
· Prepare and manage the directorate’s budget, ensuring effective use of resources

Strategic Leadership 
· Contribute to the development of Scottish Refugee Council’s long-term strategic plans in alignment with the organisations vision, mission and values
· Provide thought leadership and innovative approaches to solve complex challenges
· Contribute to collective decision making and lead the development and implementation of key initiatives to drive progress and operational improvement
· Collaborate with the CEO and other members of the Senior Leadership Team to set organisational goals and priorities.
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	Quality
	Essential
	Desirable

	Education and Training
	· Educated to degree level in a related field or equivalent experience
	· Post graduate management qualification 

	Job Experience and skills
	· Proven experience in operational delivery or a similar role
· Experience of managing a team and working with senior leadership
· Proven track record of managing large cross functional teams delivering complex solutions to customers
· Demonstrated ability to drive process improvements and implement change.
· Excellent customer management and interpersonal skills with the ability to build and maintain strong client and stakeholder relationships 
· Ability to represent the organisation in external forums
· Strong leadership and people management skills with the ability to influence and inspire teams
· Strong analytical skills with the ability to interpret data, identify trends and make data-drive decisions.
· Demonstrated problem solving and decision-making skills, with a focus on operational excellence and customer satisfaction
· Ability to thrive in a fast-paced dynamic environment and manage multiple priorities effectively.
	· Experience of working with local authorities, Scottish Government or UK Government
· Experience of working in the UK or Scottish voluntary sector
· Working knowledge of asylum policy in the UK and a strong understanding of issues relating to refugees and asylum seekers
· Experience of contract delivery



	Personal Qualities
	· Demonstrate a commitment to Scottish Refugee Council’s mission and role model the organisations values 
· Strong interpersonal skills with the ability to build relationships, work collaboratively and influence others
· Ability to think strategically and identify creative but effective solutions to tackle issues
· Ability to work on own initiative, set personal goals and identify own development needs
· Highly organised and detail oriented with a pro-active approach to problem-solving
· Personal resilience and the ability to stay calm under pressure
	· Work flexible hours and travel, including occasional overnight stays/weekend work
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