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DMWS  
Head of Frontline Welfare and Wellbeing Services

JOB DESCRIPTION
	Job title
	Head of Frontline Welfare and Wellbeing Services

	Directorate
	Operations / Business Development

	Hours
	Full time

	Contract
	Permanent

	Reports to
	Director-level role

	Responsible for
	Operational leadership, stakeholder engagement, project delivery and service performance across Welfare and Wellbeing Services

	Base
	Hybrid working, ideally with the ability to attend Andover HQ, with frequent UK travel as required


Role purpose
The Head of Frontline Welfare and Wellbeing Services will provide strategic and operational leadership for DMWS services supporting military, blue light organisations and frontline workforces across the UK and Overseas. Working with Director-level colleagues, the postholder will translate organisational and commercial priorities into well-delivered programmes and services that provide high-quality, compliant, sustainable and value-for-money outcomes.
A central element of the role is to connect operational delivery with DMWS welfare and psychological services. The postholder will build effective working relationships with welfare practitioners, psychological services professionals and clinical colleagues, ensuring service pathways are coordinated and boundaries are maintained with appropriate routes of escalation and that clients receive timely access to the most appropriate support. This role will also require line management responsibilities.
The postholder will lead projects from mobilisation through delivery, evaluation and continuous improvement. Utilising innovation and project management processes.  They will use performance data, outcome evidence, partner insight and service-user feedback to strengthen delivery, demonstrate impact and support future growth with commissioners, funders, NHS, blue light partners, military and internal stakeholders.
Key accountabilities
Strategic, commercial and operational leadership
Develop and deliver operational plans for Welfare and Wellbeing services aligned with DMWS strategy, charitable objectives and commercial priorities.
Work with Director-level colleagues to shape service strategies, identify sustainable growth opportunities and turn agreed priorities into deliverable plans.
Oversee mobilisation, service performance, contract delivery, budgets, resources and operational improvement, ensuring quality, efficiency, impact and value for money.
Ensure delivery is evidence-led, outcome-focused and responsive to the needs of frontline organisations, frontline workforces and the communities they serve.
Provide clear reports, options and recommendations to senior colleagues, governance forums, commissioners and partners.
Welfare and Psychological Services Liaison
Act as a key operational link between frontline services, DMWS welfare teams, psychological services and relevant clinical leads.
Build strong, liaison arrangements with welfare and psychological service colleagues to support coordinated planning, safe delivery and effective multidisciplinary working.
Ensure triage, supported referral and signposting pathways are understood, proportionate and consistently applied within agreed professional boundaries.
Facilitate timely discussion of complex or higher-risk service issues with the appropriate welfare, psychological, safeguarding or clinical lead, without directing clinical decision-making outside the postholder’s remit.
Support integrated service models that combine practical welfare support, psychological interventions, resilience, wellbeing and early-intervention approaches where appropriate.
Promote effective information sharing, confidentiality and record keeping in line with data protection, safeguarding, consent, clinical governance and organisational requirements.
Use themes from welfare and psychological services, while maintaining confidentiality, to inform service design, workforce support, training, prevention and continuous improvement.
Maintain productive relationships with external health services, employee assistance, NHS, emergency service welfare, trauma, counselling and psychological support providers where these form part of local pathways or commissioned delivery.
Project and programme management
Lead the full project lifecycle for new services, pilots, mobilisation activity and improvement programmes, from scoping and business case through implementation, benefits realisation and closure.
Develop proportionate project documentation, including objectives, deliverables, milestones, resource plans, budgets, governance arrangements, implementation plans and evaluation measures.
Maintain clear oversight of risks, issues, assumptions, dependencies, decisions and change control, escalating matters at the appropriate stage.
Coordinate cross-functional project teams involving operations, welfare, psychological services, business development, finance, people, data, communications, legal and governance colleagues.
Chair or contribute to project boards, mobilisation meetings and contract reviews, producing concise updates and ensuring actions are owned and completed.
Manage competing priorities and interdependent workstreams, adapting plans while protecting quality, safety, scope and intended outcomes.
Capture lessons learned and embed sustainable handover arrangements into business-as-usual delivery.

People leadership, governance and compliance
Lead, motivate and develop staff involved in frontline services, setting clear expectations and promoting an inclusive, collaborative and accountable culture.
Ensure staff receive appropriate induction, supervision, role-specific training, wellbeing support and access to professional guidance.
Ensure services comply with relevant legislation, contracts, organisational policy, safeguarding, data protection, confidentiality, health and safety, equality, diversity and inclusion requirements.
Maintain effective governance, assurance and escalation arrangements across projects and operational services.
Manage budgets and resources responsibly, safeguarding public, charitable and partner funding and supporting sustainable delivery.

Innovation and Building a Framework for Growth
· Drive innovation, quality improvement and service development across frontline Services.
· Use performance data, stakeholder feedback and operational insight to improve access, outcomes and impact.
· Ensure service developments align with quality, safeguarding, clinical governance and professional standards.
· Foster a culture of accountability, reflective learning, co-production and continuous improvement.
· Build and maintain strong relationships with commissioners, partners, funders and key stakeholders.
· Strengthen referral pathways, partnership working and collaborative service delivery.
· Represent DMWS at strategic meetings, forums, events and service development opportunities.
· Support business growth through contributions to bids, tenders, contract negotiations and service mobilisation.
· Identify emerging needs and opportunities, translating intelligence into practical solutions and sustainable growth initiatives.
Person specification
Essential experience
Significant leadership experience in operational, public-sector, charity, healthcare, emergency services or frontline-service environments.
Proven track record and enthusiasm for growth.
Experience developing and delivering service plans, strategic programmes or operational improvement involving multiple stakeholders.
Demonstrable project or programme management experience, including mobilisation, planning, governance, risk management, delivery monitoring and evaluation.
Experience managing service performance, contracts, budgets, resources, risks and competing priorities.
Experience building effective relationships with commissioners, senior leaders, welfare services, health professionals, psychological support providers or external agencies.
Experience leading cross-functional teams through change, improvement, service mobilisation or transformation.
Experience using data, outcomes and stakeholder insight to improve services and demonstrate impact.
Essential knowledge
Strong understanding of operational management, stakeholder engagement and service delivery in complex environments.
Understanding of how welfare, wellbeing, occupational health and psychological services can work together within safe, clearly governed pathways.
Knowledge of project management principles, benefits realisation, risk and issue management, dependencies, change control and evaluation.
Understanding of UK public-sector governance, procurement, contract management and compliance expectations.
Awareness of issues affecting blue light, frontline, healthcare, military and charitable-sector communities, including trauma exposure, workforce wellbeing and barriers to seeking support.
Knowledge of safeguarding, data protection, confidentiality, consent, professional boundaries, accessibility, equality, diversity and inclusion.
Essential skills and abilities
Excellent leadership, communication, influencing, negotiation and stakeholder-management skills.
Strong project planning, organisation and delivery skills, with the ability to manage multiple workstreams and deadlines.
Ability to bring operational, welfare and psychological service perspectives together while respecting professional accountability and clinical boundaries.
Ability to analyse complex information, identify risks and dependencies, and produce clear options, plans and recommendations.
Ability to establish effective governance, maintain accurate project documentation and provide concise progress reporting.
Commercial awareness, financial judgement and a strong focus on value for money and sustainability.
Ability to use data, evidence and insight to make decisions, monitor outcomes and drive improvement.
Confidence managing ambiguity, resolving problems and providing clear direction in fast-moving environments.
Competence using Microsoft 365 and relevant project, reporting and information-management tools.
Desirable
Experience working directly with police, fire and rescue, ambulance, NHS, local authority, Armed Forces or wider emergency-response organisations.
Experience in integrated welfare and psychological support services, trauma-informed provision, occupational wellbeing or employee support pathways.
Experience supporting bids, tenders, commissioner engagement, service launches or supplier and partnership management.
Experience managing complex multi-organisation programmes or working within matrix arrangements.
Relevant qualification or professional membership in leadership, management, project management, health, welfare, psychological wellbeing, commercial management or a related discipline.
Evidence of continuing professional development relevant to senior service leadership and project delivery.
Leadership Behaviour 
Strategic, commercially aware and outcomes focused.
Collaborative and able to build trust across operational, welfare, psychological and external stakeholder groups.
Calm and credible when managing complexity, risk and sensitive service issues.
Disciplined in planning and delivery, with strong follow-through and attention to governance.
Curious, evidence-led and committed to learning, inclusion and continuous improvement.
Committed to DMWS values, public value and high-quality support for people serving on the frontline.
DMWS values
	Commitment
	We are passionately committed in heart and mind to the people we support, delivering our service whenever and wherever they happen to be.

	Integrity
	We act with integrity, consistency and honesty in all that we do.

	People
	We support each other. We trust, encourage and develop our staff because it is our people who make us what we are.

	Working together
	We work collaboratively together and with others to provide the best possible service to the people we support.
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