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Supporting children, young people and adults with additional support needs
Service Manager
Job Description & Person Specification
About SNAP
SNAP exists to improve the lives of children, young people and adults with additional support needs by providing social experiences, building confidence and self-esteem, encouraging independence and creating opportunities for friendship and belonging. Our services are delivered by a caring and experienced staff and volunteer team and are designed around the needs of the people and families we support.
Role Details
	Role
	Services Manager

	Hours
	35 hours per week

	Base
	Inverness

	Reports to
	Chief Officer

	Key status
	Registered Manager for SNAP’s Care Inspectorate-registered support service (not care at home), subject to Care Inspectorate and SSSC requirements



Role Purpose
The Service Manager is a senior leadership role with responsibility for the safe, effective and high-quality delivery of SNAP services. The postholder will lead and support the operational team, ensure services remain responsive to the needs of children, young people, adults and families, and maintain strong standards of safeguarding, compliance, quality assurance and continuous improvement.
SNAP is registered with the Care Inspectorate as a support service (not care at home), and the Service Manager will hold the Registered Manager responsibilities associated with that registration.
Working closely with the Chief Officer and wider leadership team, the Service Manager will help shape service development, support workforce planning and ensure that SNAP meets its regulatory, contractual and organisational responsibilities.
Key Accountabilities
Act as Registered Manager for SNAP’s Care Inspectorate-registered support service (not care at home) and maintain compliance with Care Inspectorate and SSSC requirements.
Lead the smooth, safe and consistent delivery of SNAP services in line with organisational policies, agreed service standards and the direction of the Board of Trustees.
Provide visible, supportive leadership to staff and volunteers, promoting a positive culture of learning, accountability, teamwork and continuous improvement.
Ensure safeguarding, child and adult protection, health and safety, risk management, data protection and confidentiality requirements are embedded across service delivery.
Build and maintain effective relationships with children, young people, adults, families, carers, social care and education professionals, funders, regulators and other partners.
Manage service resources responsibly and ensure activity costs and staffing are monitored against agreed budgets.
Keep the Chief Officer informed of service performance, emerging risks, staffing pressures, incidents, complaints, achievements and opportunities for development.
Key Duties and Responsibilities
Leadership and Workforce
Lead, support and develop operational staff and volunteers to deliver high-quality, person-centred services.
Support recruitment, induction, probation, supervision, appraisal, training and ongoing development across the service team.
Ensure staff understand their roles, responsibilities, professional boundaries and expected standards of practice.
Promote effective communication, reflective practice, wellbeing and collaborative working across the team.
Work with team leads and coordinators to maintain appropriate staffing levels, deployment and skills mix for each service.
Service Delivery and Quality
Oversee day-to-day service delivery to ensure services are safe, well organised, stimulating, inclusive and responsive to individual needs.
Oversee referrals, assessments, reviews, transitions and support planning, working with team leads and external professionals where appropriate.
Ensure individual support plans, risk assessments and relevant records are current, proportionate and understood by the staff supporting each person.
Ensure service documentation is completed accurately, including attendance records, daily logs, safety checks, incident records and other required records.
Seek and use feedback from children, young people, adults, families, carers, staff and partners to evaluate and improve services.
Respond appropriately to concerns, complaints, incidents and near misses, ensuring learning is identified and actions are followed through.
Support the development of new or adapted services in response to changing need, demand, funding and strategic priorities.
Safeguarding, Regulation and Compliance
Maintain operational policies, procedures and systems so they reflect legal, regulatory and best-practice requirements.
Ensure robust safeguarding and protection practice for children, young people and adults at risk, including appropriate escalation and reporting.
Ensure safer recruitment requirements are followed, including appropriate PVG Scheme membership and role-specific checks.
Maintain readiness for Care Inspectorate scrutiny and other external monitoring, and lead implementation of any required improvement actions.
Ensure appropriate registration and professional requirements are maintained for relevant staff through the Scottish Social Services Council.
Ensure health and safety responsibilities are understood, risks are identified and controlled, and the service environment remains safe and secure.
Ensure personal information is handled in line with current data protection legislation and SNAP policies.
Partnerships, Communication and Resources
Maintain regular, respectful communication with families and carers and ensure they receive appropriate information about the services they use.
Develop constructive working relationships with social work, education, health and other professionals involved in supporting people who attend SNAP.
Contribute to service budgets, monitor use of resources and support prudent financial management of activities.
Use SNAP premises, vehicles, equipment and other assets responsibly and efficiently.
Provide clear reports and service information to the Chief Officer, Trustees, funders, regulators and partners as required.
Person Specification
Essential
Strong commitment to SNAP’s purpose, values and person-centred approach.
Substantial experience of delivering and/or leading services for children, young people or adults with additional support needs, learning disabilities or related support needs.
Experience of leading, supervising, motivating and developing staff teams.
Good working knowledge of safeguarding, risk management, health and safety and quality assurance in care or support services.
Ability to communicate confidently and sensitively with people who use services, families, staff, professionals, regulators and other stakeholders.
Strong organisational skills with the ability to prioritise, make sound decisions and respond calmly to changing operational demands.
Ability to use service information, feedback and learning from incidents or complaints to drive improvement.
Relevant qualification, or willingness and ability to work towards the qualification required for SSSC registration for the role.
Ability to meet Care Inspectorate and SSSC requirements associated with the Registered Manager role.
Ability to become a member of the PVG Scheme for regulated work, where required.
Desirable
Experience as a registered manager, deputy manager or in a comparable senior role within a Care Inspectorate-registered support service or similar setting.
Knowledge of Care Inspectorate quality frameworks and inspection processes.
Knowledge of Scottish Social Services Council registration, Codes of Practice and workforce requirements.
Experience across both children’s and adult services.
Experience of service development, change management, workforce planning or managing services within budget.
Relevant SVQ Level 4, degree-level qualification in Childhood Practice, Social Care or an equivalent recognised qualification.
Personal Qualities
Warm, approachable and able to build trust while maintaining clear professional boundaries.
Calm, fair and confident when dealing with difficult or sensitive situations.
Collaborative and willing to work as part of a close-knit leadership and wider staff team.
Positive, practical and solutions-focused, with a genuine commitment to high-quality support.
Able to balance compassion with accountability and sound professional judgement.
Additional Information
This job description reflects the main responsibilities of the post and may be reviewed as SNAP services develop. The postholder will be expected to undertake other reasonable duties consistent with the seniority and purpose of the role.
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