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Job description & person specification
Summary
Job Title: Head of Operations 
Responsible to: CEO
Salary: £45,000- £55,000
Hours: Full time, 35 hours per week
	
Location: The Head of Operations will oversee and be responsible for leading Visibility Scotland’s operational activities. The post-holder will work across all Visibility Scotland services, primarily Greater Glasgow and Clyde, Edinburgh and The Lothians and Dumfries and Galloway. This post will have allocated days each week that require home working; however, office presence will be required across all sites.

Head Office: 2 Queen’s Crescent, Glasgow, G4 9BW.

Contract: Two years fixed. 1st September 2024

Job description 
The role of Head of Operations has the following main aims:

1. To work as part of a dynamic Senior Management Team (SMT) – comprising the Chief Executive and Head of Finance – to provide high-quality operations management to multiple front facing Visibility Scotland services. 


This is a complex role requiring the skilful balancing of multiple work streams and must be underpinned by strong leadership qualities. This role requires a proactive and creative contribution to organisational development and successful growth, driving change and taking leadership in the development of new effective ways of working across multiple services.
2. The Head of Operations will oversee the operational activities to ensure the workforce is productive in providing essential services to people with a visual impairment. The post-holder will manage a geographically diverse staff team, ensuring that each service Key Performance Indicators (KPI’s) and service quality standards are routinely met. Each service/project has its own unique KPI’s and service quality standards: all of which must be met and followed by the whole team. 
3. As part of SMT, the post-holder will positively represent Visibility Scotland at a strategic and senior management level. This role requires the ability to command a strong and positive voice for the organisation and the visually impaired community. This voice must be consistent and be presented to funding partners, external bodies and associated professionals and employees, both at a national and local level. 
4. The Head of Operations will take a lead role in reporting on all front facing services, ensuring that the effectiveness of Visibility Scotland’s service delivery is captured and demonstrated in a concise and engaging manner, whilst ensuring that Visibility Scotland’s values are at the core of service delivery. 


Our mission is to ensure Visibility Scotland services offer a range of specialist, holistic, multi-disciplinary services, tailored to the specific need of the individual and their family, maximising independence, confidence, understanding, equality and resilience.

Specific Duties & Responsibilities
Operations Management
Visibility Scotland provides a wide-range of services throughout Scotland. The Head of Operations will be responsible for the effective management and operation of Visibility Scotland front facing services. The post-holder will be expected to produce a bi-monthly Board report, along with all external reporting requirements for each service.
Projects that will be managed by the Head of Operations
· Children, Young People and Families (CYPF)
· Reach In and Reach Out
· Rehabilitation and Habilitation  
· Social Enterprise 
· Right to Dream – In partnership with Deafblind Scotland
· Little Explorers
· Patient Support Service’s – adult and children 
· Glasgow Community Service
· Sensory Support Service for Working Age
· Pilot Project - Visual Impairment Clinical and Community Support (VICCS)


The Head of Operations will carry out day-to-day operational management for each service. This could involve (but is not limited to):
· Ensuring quality and service standards are met, including the development of quality assurance procedures
· Ensuing that the workforce are productive and continues to maintain service excellence
· Working across, but not limited to, third sector, health and social care 
· Ensuring that service user data is held and handled securely
· Dealing with highly sensitive cases in an appropriate and timely manner
· Completion and management of staff rotas for each service
· Support and supervision of each team and front facing employees
· Dealing with HR and service delivery problems or issues in a timely and effective manner
· Reporting
· On-site visits
· Complaints management

Staff management
The Head of Operations will be the direct line-manager for a large staff team. Visibility Scotland is in a growth period, and it is expected that this staff team will grow significantly over time. 

All staff receive regular one-to-one supervision sessions. This involves: performance management feedback, goal setting and identifying training and development opportunities. 

The Head of Operations will carry out annual appraisals for their staff team. Performance issues will be addressed and managed, with agreed actions and timescales put in place and communicated to staff. This is Visibility Scotland’s pathway to progress initiative. Exemplary performance management is critical for the success of the organisation.

Partnership working
The Head of Operations will take a lead in representing Visibility Scotland at relevant operational and strategic forums. The Head of Operations – working in partnership with the CEO - will be responsible for developing and maintaining effective relationships with all potential and new key stakeholders and partners. 

There is also an expectation that the Head of Operations will identify opportunities for service growth and development, including the development and deployment of new services. 

Other key duties and responsibilities
· To carry out risk assessments where appropriate and be aware of your duties regarding health and safety
· To ensure that all communications – both internal and external – adhere to Visibility Scotland’s best practice on accessibility
· To become familiar with Visibility Scotland services, establishing good, productive, team-working relationships with all colleagues
· To make effective use of training opportunities made available through Visibility Scotland and other organisations
· To work within all policies of Visibility Scotland 


· To adhere to and lead on all aspects of our safeguarding policies and procedures for both children and adults
· Other relevant duties as delegated by CEO

Personal and Professional Development
· To manage and be accountable for - with supervision and managerial support – all employee practice, including employee professional development
· To maintain an up-to-date knowledge and understanding of legislation, statutory codes, standards, framework and guidance relevant to Visibility Scotland services
· To develop or maintain an up-to-date knowledge of the wider health and sight loss sectors
· To prepare for, and participate in, regular supervision and annual performance appraisal
· To develop and maintain links with our funding bodies, primary and secondary care and public health services


[bookmark: _GoBack]Person specification
Table of essential and desirable criteria
	Specification
	Essential
	Desirable

	Professional Skills
	
	

	Qualified to degree level or equivalent demonstrable experience
	Y
	

	A recognised qualification in management and leadership in health and social care 
	
	Y

	Experience & Knowledge
	
	

	Knowledge on visual impairment and the impact of significant visual change on day to day lives
	
	Y

	Experience in coordinating volunteers 
	
	Y

	Five years management experience at a senior level 
	
	Y

	Knowledge of local authority, health service, education service, welfare and employment services, voluntary sector and other community services
	
	Y

	Demonstrable experience of managing a staff team, goal setting and performance management 
	Y
	

	Ability to manage a complex and demanding workload
	Y
	

	Strong interpersonal and communication skills, with demonstrable experience of working collaboratively with a variety of stakeholders, including senior levels
	Y
	

	Experienced in change management
	
	Y

	Highly organised and able to work on own initiative 
	Y
	

	Communication Skills
	
	

	Proven experience with current versions of Microsoft Office (inc: Word, PowerPoint, Excel, Outlook, database/CRM and SharePoint
	Y
	

	A confident and strategic public speaker
	Y
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	Visibility Scotland is the trading name of GWSSB (formerly Glasgow and West of Scotland Society for the Blind). GWSSB is a company registered in Scotland, limited by guarantee with its registered office at 2 Queen’s Crescent, Glasgow, being a recognised Scottish Charity. Registered number SC116522. Scottish Charity Number SC009738.
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