Carers in Hertfordshire

Job Title: Operations Manager
Reports to: CEO
Line Management: Service Managers and Team Leaders

A review is underway to look at better ways of organising the staff team to provide better services for carers. We’ll share our progress on this with all candidates that confirm their attendance at an initial interview.

Salary: £52,624.73 (pay award pending)
Location: Hybrid across Hertfordshire (possibility of a day a week remotely)
DBS: Enhanced (Children and Adults)

About Carers in Hertfordshire

Carers in Hertfordshire ensures unpaid carers are recognised, valued, and supported. We work across the county to provide advice, carers groups, condition‑specific projects, and safeguarding/complex case support. Everything we do is grounded in being values-led and ensuring services are shaped around what matters most to carers.

We are currently reviewing our structure to put the charity in the best position to make the greatest impact for carers. Further details of this will be available to candidates shortlisted for interview.

Role Purpose

The Operations Manager is a senior leader responsible for ensuring high-quality, safe, values-led delivery of Carers in Hertfordshire’s core operational services.
The role ensures that all services:
· Are values-led and carer focused in every interaction
· Provide consistent, high-quality support for adult carers, young carers, and carers with complex or condition‑specific needs
· Are shaped by the needs and experiences of carers
The postholder leads the production of the Operational Plan, drives continuous improvement in Monitoring & Evaluation, and ensures contract performance and reporting meet the highest standards.

Key Responsibilities

1) Leadership & People Management
· Lead teams in a way that is caring, values-led, and aligned with people-led practice.
· Support and supervise Service Managers and Team Leaders, promoting reflective practice and emotional wellbeing.
· Embed the organisation’s values in all decision-making, interactions, and leadership behaviour.
· Support a culture where staff understand carers’ experiences and use them to inform service delivery.
· Recruit, train and retain staff who uphold the charity’s values and strengths-based approach.

2) Service Delivery & Operational Planning
· Coordinate and produce the annual Operational Plan, ensuring it reflects a people-led approach and prioritises empathy and accessible support.
· Ensure high‑quality support across all services.
· Promote values-led practice in every contact with carers, ensuring staff listen, understand, and respond sensitively.
· Ensure services respect diversity, individual preferences, and different caring journeys.
· Monitor caseloads, accessibility, waiting times, and outcomes to maintain a consistent caring and safe service.

3) Monitoring, Evaluation, Data & Insight
· Ensure monitoring systems are robust and reflect the voices, experiences, and outcomes that matter most to carers.
· Ensure Performance Indicators and evaluation align with people-led principles, capturing both impact and quality of experience.
· Actively promote data-driven decision-making while maintaining a values-led understanding of carers’ circumstances.
· Produce high-quality reports for SMT, wider staff teams, Trustees, and funders.

4) Quality, Safeguarding & Compliance
· Lead a culture of safety, compassion, and care across all carers services.
· Ensure all safeguarding practice is empathetic, proportionate, and carer-focused.
· Ensure policies and procedures reflect people-led practice and are understood by staff.
· Lead learning reviews and quality improvements with a focus on compassion and accountability.

5) Contract Performance & Commissioner Reporting
· Produce accurate, timely contract monitoring reports that articulate impact with clarity and humanity.
· Demonstrate how Carers in Hertfordshire’s approach — caring, values-led, carer‑led — delivers value and positive change.
· Lead performance management and improvement plans where needed.

6) Resource Management
· Manage budgets in a way that maintains high-quality, values-led service delivery.
· Creatively balance resources while protecting the caring ethos of the organisation.
· Fundraising and tendering for contracts.

7) Risk, EDI, Participation & Co‑Production
· Working with the EDI lead, embedding EDI principles and ensure an inclusive, people-led approach across all services.
· Ensure carer voice shapes planning, service design, and monitoring.
· Maintain operational risk registers and ensure values-led responses to incidents or concerns.

Person Specification

Essential Experience
· Senior operational leadership in a charity, health, social care, or community support context.
· Demonstrated ability to lead in a values-led and carer-focused way.
· Experience supervising managers/team leaders across multiple services.
· Proven expertise improving monitoring & evaluation, service quality, and outcomes.
· Strong safeguarding experience (children & adults).
· Experience with carers, young people, or complex support.
· Involvement in bids or service design.

Desirable Experience
· Experience of Carer/ Health conditions/ situation-specific projects.
· Salesforce or similar contact management systems.
· Young people’s service management experience.

Skills & Competencies
· Inspirational, visible leadership grounded in creativity, empathy and inclusion.
· High emotional intelligence with a caring, calm, and values-led approach.
· Excellent data literacy and insight interpretation.
· Clear communicator with strong reporting skills.
· Ability to balance compassion with accountability and performance management.

Behaviours
· Values-led: Understands, listens, and responds to carers and staff with empathy and sensitivity.
· Demonstrates kindness, respect, and genuine concern for others.
· Carer‑focused: Ensures carers’ voices and experiences shape decisions, priorities, and service improvements.
