HEAD OF OPERATIONS
Location:  Hybrid (40% office based)
Hours: Full-Time - 35 hours per week
Type of contract: Permanent
Start date: ASAP
Salary: £47,124
Reports to: CEO

ABOUT SUZY LAMPLUGH TRUST:
The Suzy Lamplugh Trust was established in memory of Suzy Lamplugh, a young estate agent who tragically disappeared while at work in 1986 and was later declared deceased in 1993. Created to honour Suzy’s legacy, the Trust aims to empower individuals and organisations to take a stand against abuse, aggression, and violence in all forms, supporting safety in both personal and professional lives
ROLE OVERVIEW:
This role has senior oversite for the Trust’s front-line services, infrastructure and performance and does not directly deliver or line manage frontline services.
The postholder will provide senior strategic and operational leadership across the Trust’s services, ensuring high-quality, compliant, and effective delivery. As part of the leadership team, they will shape and drive the organisation’s strategy, embedding its values and responding to emerging needs across the VAWG sector.
They will oversee the performance, development, and sustainability of all services, ensuring contractual, legal, and safeguarding standards are met. The role includes line management of senior leads, coordination between cross team working, and accountability for organisational KPIs (internal and external), risk, compliance, and reporting to funders whilst holding senior stakeholder’s relationships and meetings.
As a budget holder, the postholder will manage significant income and expenditure, support sustainable funding strategies, and maintain key relationships with commissioners and partners. They will also be accountable for cross-organisational projects, and systems improvements to ensure services and infrastructure are delivered efficiently and to a high standard. Additionally, they will lead on contract mobilisation which will be delegated to senior leads for project management, implementation and delivery.
The role will support the ongoing development of the Trust’s services, working closely with the senior leads to identify opportunities for growth, improvement, and innovation, and leading on the effective mobilisation and implementation of new initiatives.



JOB DESCRIPTION
DUTIES AND RESPONSIBILITIES:
Strategic Leadership and Service Development
· Act as a member of the Senior Management Team (SMT), representing operational services, contributing operational insight to strategic decision-making, and supporting the overall leadership, performance, and direction of the Trust. 
· Ensure services reflect best practice by maintaining awareness of developments across the VAWG sector and applying learning where appropriate.
· Work as part of the leadership team to shape, embed, and deliver the organisation’s overall strategy and values.
· Ensure the Trust’s systems, processes, and infrastructure support efficient, compliant, and high-quality service delivery.
· Work with the Head of Policy to establish mechanisms to gather feedback from service users, stakeholders, and communities to inform service development and business planning
· Maintain an organisation-wide view of operational risks, pressures, and dependencies, escalating issues appropriately.
· Representation of operations in external forums/meetings and events.
Organisational Delivery and Improvement
· Supporting the senior leads, deliver on multiple organisation-wide operational projects, including mobilisation of new contracts, systems improvements, and organisational changes.
· Coordinate delivery timelines, actions, and implementation across teams to ensure organisational objectives are met and, ensure frontline insight informs policy and campaigning activity. 
· Lead the design and approval of organisational and service wide operational improvements
· Report on performance against organisational KPIs and agreed actions both internal and external parties, addressing under-performance through appropriate corrective actions
· Represent the Trust at external meetings with funders, stakeholders, and decision-makers to influence and advance organisational priorities.
SAFE Project
· Provide line management and strategic oversight to the Senior Practice and Development Lead for the Children and Young People’s service (SAFE – Stalking Awareness for Eleven-Plus).
· Support the effective delivery, development, and continuous improvement of the SAFE service, ensuring it meets organisational, safeguarding, and contractual standards.
· Oversee the mobilisation and set-up of new services, ensuring appropriate structures, processes, and resources are in place.
· Provide guidance and oversight on compliance, safeguarding, risk management, and governance across the service area.
· Ensure policies, procedures, and quality standards are implemented consistently, and that services operate in line with legal, regulatory, and contractual requirements.
· Monitor service performance, risks, and outcomes, escalating issues and implementing improvement actions where required.
· Support the development of practice standards, training, and service models to ensure high-quality, evidence-based delivery.

Contractual Delivery and Performance
· Maintain oversight of multiple contract and grant delivery across services, ensuring contractual obligations are met.
· Take strategic responsibility for quality assurance across all services, ensuring compliance with policies, legal requirements, and contractual obligations.
· Lead the design, mobilisation, and development of new and existing services projects, services, and aligned to strategic objectives.
· Lead the development and achievement of organisational quality standards and performance measures.
· Ensure key performance indicators, reporting deadlines, and compliance requirements are achieved.
· Lead the organisational performance framework, ensuring consistent monitoring, analysis, and reporting across services.
· Coordinate responses to commissioner requests, contract variations, and performance queries.
· Hold accountability for KPIs, milestones, reporting cycles, and performance frameworks identifying gaps or areas of underperformance and acting quickly to rectify
Operational Systems and Infrastructure
· Oversee organisational systems, tools, and operational processes that support service delivery.
· Ensure the organisation has the appropriate infrastructure in place, including IT access, permissions, systems, and operational resources
· Lead improvements to governance, workflows, and organisational processes.
External and Commissioner Engagement
· Act as the senior organisational contact for commissioners and funders on performance, compliance, and delivery assurance
· Attend operational contract meetings and partnership forums as required.
· Collate cross team working to ensure a holistic view of services provision and impact.
Compliance and Assurance
· Ensure organisational risks, compliance issues, and assurance requirements are monitored and escalated appropriately.
· Coordinate audits, monitoring visits, and commissioner assurance processes, ensuring timely preparation and response.
· Design, implement, and embed a suite of operational compliance documents and processes to ensure safe, secure, and legally compliant service delivery, including data sharing agreements, operational procedures, security testing, and encryption requirements.
PERSON SPECIFICATION
EXPERIENCE – ESSENTIAL

· Significant experience of leading and developing multiple frontline services within the VAWG, safeguarding, or related sector.
· Proven experience of strategic leadership as part of a senior management or leadership team.
· Strong experience of performance management, including developing and monitoring KPIs, quality standards, and reporting frameworks.
· Experience of managing and delivering all aspects of statutory contracts/restricted grants, including performance, impact and compliance with contractual and legal requirements.
· Proven ability to lead organisational or service-level change, including mobilisation of new services or systems improvements.
· Experience of working with commissioners, funders, and external stakeholders at a senior level.
· Strong understanding of safeguarding, information governance, and organisational compliance requirements.
· Experience of leading cross-team or cross-organisational initiatives.
· Ability to analyse performance data and use it to inform service improvements and strategic decisions.
· Strong financial awareness, including experience of grant or contract reporting
· Experience working with commissioners, funders, or external partners


DESIRABLE

· Experience working within a small or medium-sized charity
· Experience supporting organisational change or systems implementation
· Good understanding of stalking, harassment, domestic abuse, or wider VAWG sector from a grass roots level up.
· Experience of influencing activity linked to frontline service delivery 
· Knowledge of relevant commissioning environments, including public sector or criminal justice contracts.
· Experience of organisational restructure, service redesign, or transformation programmes.
· Experience of managing organisational systems, infrastructure, or operational processes.



PERSONAL ATTRIBUTES

· Experience operating at senior management or leadership level responsible for services infrastructure and cross-service strategy and delivery
· Experienced strategic oversight of multiple competing services, contracts, or programmes
· Strong performance and contract management experience developing and monitoring KPIs, quality standards, reporting frameworks, and ensuring compliance with statutory contracts or restricted grants.
· Proven track record of leading organisational change or service mobilisation
· Experience leading cross-organisational projects, service redesign, contract mobilisation, or systems/process improvements.
· Senior stakeholder and commissioner engagement/relationship holding
· Strong strategic thinking with the ability to translate strategy into operational infrastructure delivery.
· Confident, credible leader able to influence at senior levels internally and externally.
· Highly organised, with the ability to manage competing priorities and complex workloads.
· Creative thinker with a solutions-focused with a proactive, problem-solving approach.
· Collaborative and able to build effective relationships across teams and with partners.
· Resilient and adaptable, able to lead through change and uncertainty.
· High level of integrity, professionalism, and diligence
· Strong communication skills, with the ability to present complex information clearly to different
· Strong organisational and planning skills, with the ability to manage multiple priorities
· Calm and pragmatic with a can-do attitude
· Delivery-driven, with strong follow-through on actions and commitments
· Confident communicator, able to engage effectively with senior stakeholders and commissioners

SPECIAL REQUIREMENTS
· This role is hybrid; however, full-time attendance at our London office will be required during the first three months to support induction and integration into the organisation
· You may be asked to undertake additional duties appropriate to the role. As this job description forms part of a reorganisation, responsibilities may change in line with business needs

