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	Work type
	☒ Home based
	☒ Agile
	☐ Field
	☐ Fixed

	Location
	Remote/Hybrid

	Service or department
	Planning and Improvement

	Reporting to (title)
	Head of Planning & Improvement Programmes

	Responsible for staff
	☐ Yes               ☒ No

	Budget manager
	☐ Yes                ☒ No

	

	

	Disclosure and Barring check
	If a new or revised role, the level must be assessed by the People Team
Choose an item.

	Pay band / Job role level
	5. Manager
	Evaluated On (Date):
	Click or tap to enter a date.
	Job Code Reference:
	TBA
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Post Details

	Overview of the role purpose:

	This role will work within the newly formed Planning and Improvement team, whose purpose is to provide the oversight, framework and tools to enable Rethink Mental Illness to become a lean organisation with an embedded continuous improvement culture. This role focus on the following key priorities:

· Optimising the design, quality and delivery of services and products for Rethink Mental Illness’s different audiences including service users, supporters and colleagues.

· Managing and delivering service design projects where outputs align with project objectives, user needs and organisational goals.

Working collaboratively with stakeholders to transform how we understand and solve organisational problems, ensuring service design to create user centred change across products and services.




Service/Team Description

	Overview of the service or team:

	The Business Improvement and Technology Directorate provides strategic leadership across technology, systems, data, performance, compliance and audit, strengthening Rethink’s digital maturity and driving a culture of continuous improvement.

The purpose of the Planning & Improvement Team is to provide the oversight, framework and tools to enable Rethink Mental Illness to become a lean organisation with an embedded continuous improvement culture.

Team Structure






What I do and achieve 

	What I do:

	· Create and deliver end to end service designs which follow the full lifecycle of discovery – design – optimisation.
· Manage and oversee design and process improvement projects.
· Champion and embed user centered design based on principles of user research, co-design and evidenced based decision making.
· Use data, insights and performance metrics to drive and identify improvement opportunities.
· Facilitate workshops, ideation sessions and re-design processes.
· Develop and embed design principles and standards to ensure consistent quality standards.
· Ensure compliance with organisational policies and regulatory requirements.
· Facilitate alignment between business objectives, audience needs and technical feasibility in the delivery of newly designed services or products.
· Produce and maintain process maps, personas and design artefacts.
· Oversee the production of documentation ensuring alignment to organisational architecture and delivery frameworks.
· Mentor and coach Process Improvement Officer, Business Analysts and others within cross organisational teams.
· Test, iterate and monitor impact of changes, refining where required.
· Establish feedback loops, monitoring and performance measures.




Who I am

	I have the essentials covered:

	· Experienced in designing services and products over the full design lifecycle.
· Experienced project manager, ideally skilled in agile and waterfall methodologies.
· Understand user research principles, personas, journey mapping, co-design and accessibility.
· Skilled in end-to-end service mapping and identifying interdependencies.
· Ability to understand complex systems and design services that work across teams and channels.
· Ability to build strong stakeholder relationships across differing levels in Rethink Mental Illness including influencing and negotiating to achieve sustainable improvements.
· Understand Agile and iterative delivery principles.
· Skilled in data analysis, interpreting complex data into clear and actionable insight.
· Experienced in identifying inefficiencies and redesigning processes for quality, efficiency and user experience.
· Ability to champion change, bring others on the change journey through understanding needs and engaging effectively.
· Ability to prioritise challenges, frame problems and design strategic solutions.
· Ability to communicate effectively both verbally and in written form.

	I may also have:

	· Experienced in facilitating and coaching others to build confidence and capabilities.
· Experience in developing technology-based products.
· Experience in user research.
· Experience of using Lean methodologies.



What I value and how I will behave 

	I can demonstrate and apply Rethink Mental Illness values of:

	· Passion - We are passionate about leading the way to a better quality of life for everyone severely affected by mental illness.
· Commitment - We work tirelessly to provide support for everyone severely affected by mental illness.
· Openness - We are open and transparent in all our work with beneficiaries, supporters, partners and the public to achieve change for people severely affected by mental illness.  
· Hope - We offer hope of a better quality of life for all those severely affected by mental illness.
· Expertise - We constantly use our expertise to provide practical and personal support for people who are severely affected by mental illness.
· Understanding - People who are severely affected by mental illness are at the heart of everything we do in our organisation – our membership, our governance and our workforce. 
· Equity - We believe that in a world where discrimination and disadvantage exist treating people with equity is critical to ensure justice and fairness for all.


	I can apply and demonstrate Rethink CARES behaviours of:

	· Connect – We work together, we celebrate together
· Accountable – We do what we say we will do 
· Respect – We believe everyone counts 
· Evolve – We challenge, we listen, we change 
· Success – We deliver results



	General Duties:

	· I will act in accordance with the provisions of Data Protection legislation (as amended). 
· I will ensure all records, personal, staff and client data are managed in line with Data Management and Information Governance policies, relevant legislation, codes of practice or contractual obligations.
· I will comply with legal and regulatory requirements such as provisions set out in the Health and Safety at Work Act 1974.
· I will act in accordance with the charity’s Health & Safety and Safeguarding policies and to notify your line manager promptly if there are any concerns.
· I will participate in regular supervision and appraisal and undertake any relevant training.
· I will work in accordance with the charity’s national policies and local operating procedures and those of external regulators or professional bodies.
· The list of duties is not exhaustive; the line manager may stipulate other reasonable requirements and projects commensurate with the general profile and grade of the post.




Head of Planning & Improvement


Process Improvement Officer


Business Analyst


Service Design Manager
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