Job Canvas: Head of Partnership Support

Key Activities:
Leadership:

Role model values & behaviours across the charity

Contribute to the shaping and delivery of the All-Services strategy and workplan
Demonstrate accountability, collaboration, openness and integrity across your work
Lead the design, development, and delivery of outstanding recipient support

Apply sector best practice and continuous learning to oversee best in sector support
services

Provide inspiring, motivational, visible, calm, and clear leadership and
communication for all colleagues in your team

Management:

Design and implement a codified support model (digital, community, home-based),
ensuring continuous monitoring improvement through regular recipient insight and
feedback loops

Oversee dog-recipient embedding, particularly in the early stages of the partnership
Provide quality lifecycle partnership support for both the dogs and for the recipient
(wellbeing, performance, transitions)

Ensure wherever possible, healthcare and behavioural issues are managed in situ
and dog moves are minimised

Assess ongoing hearing needs and enable access to both internal hearing services
and support and external triaging to specialist support services

Collaborate with the Head of Support Pathways to assess the needs of our recipients
and where strategically aligned, not delivered by another organisation, and financially
viable, collaborate with the Head of Support Pathways who will lead on the
identification and design of solutions

Build and co-ordinate local community ecosystems, working together with the Dog
training and Income generation SMT and influencing through your own local team
structure

Develop local engagement programmes (events, workshops, peer support) to
enhance the support of your recipients in their communities. Wherever possible tying
these into the local ecosystem

Lead 5-year pipeline forecasting for successor dog demand on retirement

Working in collaboration with ADUK, the design and delivery of an accessibility
strategy and plan to support recipients with accessibility issues, influence policy and
practice and provide lived experience advocacy and case studies

Drive data and insight -led service improvement ensuring efficiency and effectiveness
Lead and develop the Partnership Support team, ensuring strong performance is
rewarded and developed and weaker performance is supported and managed
Ensure consistent quality, care, and safeguarding standards for both recipients and
dogs

Key Resources

e Skilled partnership support delivery teams
(advisors and managers)

e Volunteer network (peer supporters dog and
hearing loss related)

e Digital platforms for webinars, online
resources, and service delivery

e CRM system to track recipient behaviour
and dog health & behaviour, pipeline

e Insight and data analytics tools to monitor
outcomes, and recipient needs /
satisfaction

e Close working relationships with the
Support Pathway team for successor
matches and new dog placements

e Budget for Partnership Support resource
requirement

People and Partners

o Director of Services - line manager

e Peers within the Services directorate

o ADUK/I, sector networking orgs and events
etc in context of continuous learning and
improvement

e Strategy Performance and Impact team (SPI)
for support in designing and measuring
service effectiveness

e Marcoms team - supporting service-user
attraction, staff recruitment, overseeing,
measuring and copy-writing web-content

e Finance team - budget support

o People & Culture team - colleague &
personal learning and development,
structural and performance support, staff
recruitment

e |Tteam - digital, data, Al and reporting
support.

Core Value
Vitalrole in core
charity purpose -
desniging,
developing and
delivering effective
support for
recipients and
ensuring every
recipient feels
supported
throughout their
journey

Vitalrole in
assessing recipient
need over the
partnership and
integrating Hearing
Link services into the
support offer

Vital role in ensuring
every recipient has a
quality experience
that extends on
placement and post
placement
irrespective as to
whether a successor
dog is identified

Vital role in bringing
motivational joy and
energy to your team,
demonstrating the
impact of our work.

Service Standards
e ADIl accredited standard

compliance and contribution to ADI

accreditation process
e Aligned with HDfDP values and
behaviours

e Service Standards framework (see

e.g.in appendix)

Engagement channels
e Awareness: Social Media, Google

search, Community outreach, local

events, local PR.

e Ongoing engagement: digital, hybrid

interaction through community
activities, in home visits

Key Customers

Recipients with hearing loss
receiving support in partnership with
an assistance dog

Families and carers of recipients
Deaf and hearing loss community
Marcoms who will be looking to you
to provide recipient case
studies/hearing loss web content for
website pages

Finance team who will be looking to
you to provide accurate financial
management of your budget
Support Pathways team who will
require timely and relevant
successor dog information

Director of Services who will require
metric reporting against the
Services Standard framework for
oversight and upwards reporting
Director of Income Generation and
team who will need your support to
develop funding cases for support
and engage with funders

Qualifications and Experience:

o Degree, certification, or equivalent experience in service design and delivery, ideally in a related field and with a user-centric / volunteer-led approach
e Experience of working with and coaching volunteers and vulnerable people: able to see, and effectively support, all sides of a partnership (service user, volunteer,

dog, and staff trainer
Leadership and Team Management skills:

e Leading and managing a team environment: strategy, structure, workplans, metrics, capabilities, resources, financials, efficiencies, reporting at senior level
e Managing and mentoring a staff team: coaching, setting and manging standards & protocols, objectives and measures, performance and conflict resolution
o Excellent stakeholder communication and interpersonal skills with the ability to engage sensitively with people with hearing loss. Ability to write and communicate

clearly, effectively, with consistency at all levels
Programme and Operational management skills:
e Analytical skills, with the ability to use data and insight accurately to inform decisions.
e Problem solving in complex, sensitive environments
e Strong organisational and operational planning skills
e Skilled at guiding and managing multi-channel support services (digital, in-person, group based)
e Skilled at coordinating with operational or logistics teams (e.g. pipelines, regionally delivered service models)

Key deliverables

A clearly defined (codified) partnership support model

Consistent high quality recipient journey and experience

Effective dog partnership outcomes and longevity

A robust 5-year demand and supply forecast

Strong local community engagement programmes to support recipient need

Integrated cross-team delivery at local level

Clear signposting of hearing support pathways (internal and external)

Insight and wider charity contribution to understanding the longitudinal impact
of hearing loss on recipients and of external support available in order to
support our brand influencing, sector partnerships, and hearing loss service

design work

Working in collaboration with ADUK, the design and delivery of an accessibility
strategy and plan to support recipients with accessibility issues, influence
policy and practice and provide lived experience advocacy and case studies
Reliable data, insight, and reporting framework (see e.g.)
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