ORDER OF MALTA DIAL-A-JOURNEY TRUST
SERVICE DELIVERY MANAGER
November 2025

Who Are We and What we Do
Order of Malta Dial-a-Journey Trust is a charitable company providing passenger Transport Services in the Community Transport sector.  Each year we fulfil over 45,000 passenger trips on our fleet of more than 20  modern wheelchair accessible minibuses.

Our staff of 30 plus team members includes drivers, co-ordinators and Shopmobility Assistants, who deliver a range of services including Door to Door passenger transport for those who are unable to use conventional public transport, social services transport, additional needs school transport (ASN) and further education transport.  We also assist the NHS in delivering patient transport, and provide a self-drive vehicle hire service for eligible groups, as well as driver training and assessment.   In addition, we operate wheelchair loan and hire services from our 2 Shopmobility sites in Stirling and Falkirk.
We re-invest any income generated in expanding our range of services and meeting unmet needs in the communities we serve.
Job Title: Service Delivery Manager 
Salary and benefits:
· £35,000 rising to £37,000 following a successful 6 month probationary period 
· Entry to Death in service scheme
· Contributory Pension scheme with Employer contributing 3% of basic salary
· Possible future career progression
Reporting to: Deputy Chief Executive and Chief Executive 

How to Apply:
Applications must be made on the standard Dial-a-Journey application form and returned by email to heidi@dial-a-journey.org  and duncan@dial-a-journey.org by noon on Monday 17th November  October 2025.  Interviews will be held week commencing 24th November .
CV’s submitted in place of the standard application form will not be considered.  
Incomplete application forms will not be considered  i.e. all sections must be completed and where there is missing information, your application may be disregarded.  
The reason for these requirements is to ensure that we gather information from each candidate to allow the same consideration to be given to each candidate.  There are sections in the application form to give detailed information on previous work backgrounds and experience – additional sheets may be submitted but must give reference to which section of the application form they apply to.




The Job 
The role of Service Delivery Manager is to be responsible for the effective and efficient deployment of driver and vehicle resources and the direct line Management of staff including drivers, support staff and Supervisors.
As would be expected of an organisation that provides passenger transport service, each and every one of the 45,000 passenger trips made has to be consistently delivered to the highest standard possible taking into account that our customer market mainly consists of service users that are vulnerable in one way or another and depend on us to meet their individual needs.   Any failure to deliver the service they require can often have an impact on them way beyond the inconvenience able bodied bus passengers experience.
We work in what can be a fast moving environment, with changes to the “plan” happening throughout the day.  Competing demands can arise throughout the day, therefore in addition to efficient forward planning of the workload – frequently changing demands on the day can happen that requires some out of the box thinking. These demands need to be managed effectively in order to meet contractual commitments and minimise or eliminate any disruption for the customer.
As a member of the Senior Management Team, we expect the Service Delivery Manager to be a good problem solver and to be able to act on their own initiative, but what is of higher importance is for the Service Delivery Manager to be forward thinker and be a problem preventer and a strong team leader.   The Service Delivery Manager must be able to integrate with the teams they are responsible for and show strong leadership from the outset.

Working environment and Future Prospects
The Charity is currently going through a period of change with new Trustees joining the Board and the phased retirement of the existing CEO.   The post of Service Delivery Manager is a newly created post that focusses on creating and sustaining improved  service delivery and staff leadership.   It’s anticipated that there will be career progression for the right person.

As a member of the SMT, you will help implement the recommendations of the 5 Year Strategic Plan currently being developed by the Trustees and  SMT.

Work patterns will include early morning work and may require some evening and weekend work that is necessary to meet the demands of a 7 day operation.  Time worked in these situations can be claimed as Time off in Lieu  (TOIL)   There’s an expectation that members of the SMT don’t “clock off” when service matters are still to be resolved.  Staff at Dial-a-Journey from top to bottom are very customer focussed and go the extra mile to address problems if and when they arise.

In terms of future work, we deliver our door to door and Shopmobility services under contract to Clackmannanshire, Falkirk and Stirling Councils.  As with most local authority contracts at present, these contracts  renew on a year to year basis, as they have done since 1996.

We have recently been successful in securing  ASN  school contracts with Clackmannanshire (until 2029), Falkirk (2028) and Stirling (2028).  As a result, we’ve secured all existing jobs and are currently recruiting for more drivers.  These contracts provide a sound footing on which we can continue to build and grow income from other activities, so there is much to look forward to going forward. 

The position is based at the charity’s headquarters in Stirling but the postholder may be required to work at other Company sites undertaking any other duties as required.



Support and Direction
It’s the role of the Senior Management Team to direct and lead staff, but in addition, the SMT also advise the Board of Trustees that currently consists of a number of volunteers, who have professional backgrounds in law, governance, finance, local government affairs , education and healthcare.   
 
As well as the SMT giving guidance, they are supported by the Board in meeting the aspirations of our 5 year Strategic Plan.   We’re currently continuing with a Trustees recruitment programme to further build on the skills of the Board.


Required Candidate Skills (Essential)
Must have experience of working within a service delivery environment (a passenger transport or logistics  background would be a distinct advantage)
Must be able to demonstrate working knowledge and experience of using IT systems (MS office).   Demonstrable experience of working with vehicle scheduling systems would be an advantage

Must be able to demonstrate experience of leading teams and ensuring team members are accountable  for the outcome of the tasks and duties they are given.  

Must possess good interpersonal skills with the ability to resolve staff and customer issues.

Must possess excellent administrative, organisational and problem prevention skills combined with the ability to problem solve

Must have experience of conducting investigative interviews and preparing casework  for disciplinary and grievance hearings

Must have the ability to manage diverse workloads for yourself and other team members

Candidate Skills (Desirable)
Possession of current knowledge of Health & Safety regulations and requirements.

Possession of a current understanding and experience of the implementation of Employment Law

Good knowledge and understanding of legal requirements relating to vehicles and driving regulations


Other Requirements
Must be willing to undertake minibus driving duties in the event of unforeseen driver shortages or movements (subject to appropriate training)

The Service Delivery Manager will be required to participate in an out of hours on call rota (included in current salary)

Must possess a current UK driving licence

Must be able to provide evidence of right to work in the UK (if applicable)

Confirmation of appointment to the post is subject to a satisfactory PVG being received

Candidates will be required to complete an equal opportunities monitoring form on  application

Prior to appointment, applicant will need to complete a confidential health questionnaire







SPECIFIC DUTIES

Overseeing duties

The ability to maintain an overview of the work of the Service Support and Delivery Team is an essential attribute. The Service Delivery Manager is assisted in this work by an Operations Supervisor who helps manage a team of 2.5 full time co-ordinators, 1 Finance Assistant. 3 Shopmobility Assistants and 20 plus drivers..

This aspect of the Service Delivery Managers post is to ensure that members of both the Driving and Support Teams carry out duties and tasks in such a way that first and foremost enables us to meet our contractual and legal obligations, then meets the needs of the customers.

Service Delivery and Administrative objectives are met and sustained through development of and adherence to new or established systems and procedures.

Examples of Service Delivery related tasks include;

· Ensuring the forward planning and allocation of vehicles and drivers to ensure effective and efficient delivery of passenger transport services

· Esuring  that effective systems are maintained to control holiday rostering and duty allocation, to meet the operational requirement of the business in a fair, consistent and compliant manner.

· Monitoring the daily attendance and sickness reports and take appropriate action in line with the Company's procedures.

· Ensuring that the allocation of duties does not breech the drivers' hours regulations, and that wage payments are fully justified, suitably documented and approved

· Developing all members of staff reporting to you by identifying job-related training and development needs, making staff aware of training and development opportunities and evaluating the impact of training and development on the individual and company's performance.

· Ensuring that vehicle maintenance systems are adhered to and implemented including the use of drivers first use checks, programmed Preventative Maintenance Inspections and the MOT programme.  This will involve regular contact with vehicle repair contractors and internal reporting to the Deputy CEO and/or Chief Executive

· To oversee the maintenance of accurate records, relating to drivers, customers, vehicles, clients and contractors, both manual and computerised

· To oversee drivers post-trip run sheets and cash receipts are received 

· To undertake any other duties commensurate with the post. This could include undertaking driving duties where there is a requirement 

This list is not exhaustive and further tasks are shared with the Operations Supervisor
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