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Chief Operating Officer (COO)

Job Description and Person Specification
	Reports to
	Chief Officer

	Salary
	£50,000 FTE

	Hours
	37.5 hours per week

	Location
	CASWS offices and service locations, with some remote working by agreement

	Travel
	High



Role Purpose
As the organisation’s second-in-command, the COO turns strategy into effective, sustainable delivery. The role leads operations, people and culture, transformation, technology, infrastructure, governance and performance, deputising for the Chief Officer when required and supporting integration with the evolving regional Citizens Advice organisation.

Key Responsibilities
Strategic leadership and executive management (20%)
Work with the Chief Officer and Trustee Board to develop and deliver strategy, business plans and organisational priorities.
Provide clear advice, analysis and performance reporting to Trustees and senior leaders.
Deputise for the Chief Officer, align resources to priorities and build leadership capability.
Operations, performance and service excellence (25%)
Lead organisation wide service delivery, ensuring quality, consistency and compliance with Citizens Advice, funder and regulatory requirements.
Oversee KPIs, quality assurance, safeguarding, complaints, research and campaigns, and corrective action.
Use evidence and insight to improve services, resilience and business continuity.
Change, transformation and programme delivery (15%)
Lead organisational and digital transformation, introducing effective operating models, systems and processes.
Establish proportionate programme governance, manage change risks and track benefits.
Embed innovation, continuous improvement and strong change leadership across management teams.
People, culture and leadership (15%)
Deliver people and culture strategies that support an inclusive, values led and high performing organisation.
Oversee workforce and succession planning, leadership development, performance, engagement and wellbeing.
Champion Equity, Diversity and Inclusion and ensure staff and volunteers feel valued and supported.
Corporate services, governance and infrastructure (15%)
Provide executive oversight of HR, IT, facilities, health and safety, information governance and business support.
Ensure legal and regulatory compliance, effective risk management, current policies and action on audit recommendations.
Ensure premises, technology and infrastructure enable effective service delivery.
Financial and external responsibilities (10%)
Contribute to budgets and financial planning, monitor operational resources and identify efficiencies.
Support funding applications, business cases and sustainable service development.
Represent CASWS externally and maintain relevant professional knowledge.


Person Specification
Essential
Degree-level qualification or equivalent professional experience.
Substantial senior operational, programme, transformation, service delivery or organisational leadership experience, including executive-level responsibility.
Proven ability to translate strategy into measurable delivery and to support boards, trustees or governance bodies.
Significant experience leading complex change, transformation and digital or systems improvement.
Strong track record of improving performance, efficiency, service quality or organisational culture.
Experience leading complex services and multidisciplinary teams, with effective performance, quality, risk and compliance frameworks.
Experience managing budgets, resources and competing priorities.
Strong people leadership, including developing managers, high-performing teams, workforce plans and organisational culture.
Excellent analytical, decision-making, communication, influencing and stakeholder-management skills.
A collaborative, resilient and adaptable leadership style, with commitment to inclusion, innovation and continuous learning.
Desirable
Recognised programme, project, Agile or change-management qualification, or equivalent practical experience.
Experience leading digital transformation.
Experience in the charity, public, advice, health, housing or community sector, including volunteer-led organisations.
Understanding of Citizens Advice, social welfare law or related client-facing services.
Relevant postgraduate management or leadership qualification.

Organisational Expectations
Uphold Citizens Advice principles: confidential, free, impartial and independent.
Embed Equity, Diversity and Inclusion in everyday leadership and decision-making.
Ensure legal, regulatory and governance requirements are met.
Use and champion relevant digital systems, reporting tools and technology.
Understand local and national Citizens Advice services and how operations support delivery.
Build a safe, inclusive and accountable culture based on collaboration and integrity.
Pursue professional development and promote organisational learning.
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