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Part 1: JOB DESCRIPTION
JOB TITLE: Project Manager – Service Structure
 
DEPARTMENT: Corporate Services
 
TEAM: Future Proofing Programme                           
LOCATION: Hybrid – Linked to our Ewell office with home and office working

1. POSITION IN ORGANISATION
· Reports into: Future Proofing Programme Manager
· Line Manages: 2x Pathfinder Project Officers. Indirect/ matrix management of additional roles within the project
· People responsibility: as above

2. MAIN PURPOSE OF JOB
To manage the successful implementation of the Service Structure Project, a critical component of Samaritans Future Proofing Transformation Programme to move towards a new delivery model for our Listening Service.

In this role you will:

· Manage the Service Structure project’s:  priorities, dependencies, risks, budget and communication

· Matrix manage and co-ordinate input from subject matter experts, programme and project staff,  senior volunteer leaders and external suppliers to successful delivery of the project

· Report regularly to the Future Proofing Programme Board, Programme Manager and other project delivery groups as appropriate on progress and issues, escalating, advising and recommending on courses of action to ensure the overall project outcomes, outputs and scope are delivered (or amended) as agreed.


3. KEY RESPONSIBILITIES

Manage the delivery of the Service Structure project

· Responsibility for embedding strong project management discipline and documentation to ensure successful management of the project
· Develop detailed project plans and budgets through working with key stakeholders
· Lead cross‑functional groups to deliver plans. Monitor project progress and adjust plans as needed to maintain momentum

· Ensure quality standards are met throughout the project lifecycle.
· Manage and lead communications with relevant stakeholders to ensure they are informed and involved in delivery - including management of dependencies with Samaritans staff teams, volunteer leads, external suppliers and other projects within the organisation

· Identify and monitor risks and issues, develop mitigation plans and escalate appropriately to the Future Proofing Programme Manager – including any proposed changes to scope, budget or schedule
· Oversee the development and execution of project plans for each of Samaritans 3 Pathfinder areas, ensuring the overall goals of the project are being taken forward and managing scope of work in each region/nation

· Line manage and/or matrix manage project roles within the pathfinder areas to ensure effective management of plans and reporting 

· Capture lessons from the project to feed into the wider development of the Future Proofing Programme

Contribute to the effective functioning of the Future Proofing Programme
· Work with the Future Proofing Programme Manager and other Project Managers to embed a strong programme and project management discipline across the programme
· Manage other discrete activities that may arise over the course of the programme as capacity and need of the programme dictates, in collaboration with the Programme Manager
Part 2: PERSON SPECIFICATION

4. SKILLS, KNOWLEDGE AND EXPERIENCE
Essential 

· Previous experience of managing high-profile multi-workstream projects of work from inception to implementation 

· Experience of managing the needs of a wide range of stakeholder groups 
· A strong understanding and experience of applying a range of project tools and techniques to support effective management and reporting – including a knowledge of different project methodologies (e.g. Waterfall and Agile) 
· Effective verbal and written communication skills, including report writing and creating and delivering presentations 

· Strong analytical skills and ability to assimilate complex information from a range of sources

· Confident communicator with strong relationship management and influencing skills 
· Ability to matrix manage roles from different teams in a project context
· Ability to manage confidential information sensitively
· Confident to lead and facilitate project discussions to ensure project workstream members are involved and on track to deliver against project milestones 
· Experience of monitoring and managing project risks, and delivering objectives within financial and other constraints
Desirable 
· Formal programme or project management training/ qualifications would be advantageous
· Experience of building trust in a volunteer-delivered structure
Everyone who works for Samaritans is expected to: 
· Demonstrate genuine commitment to our vision that fewer people die by suicide. 

· Promote, believe in and work within our equity, diversity and inclusion policies and procedures. 

· Value and embed the voice, insights and expertise of people with lived experience in line with our lived experience principles and polices.

· Promote and work within our safeguarding and health and safety policies and procedures. 

The nature of Samaritans service delivery model means that might be significant evening and weekend working for which time off in lieu will be given. 

Main internal contacts  
· Future Proofing Programme Team

· Senior Leadership Group 

· Regional Directors and Branch Directors 

· Samaritans staff members at all levels
This job description is a statement of requirements at the time of writing and is not contractual. It should not be seen as precluding future changes after appointment to this role.

Signed by employee:   _________________________  Date: _________________ 

Last updated: 26 March 2026
