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Part 1: JOB DESCRIPTION

JOB TITLE: Service Manager – Online Chat	 
DEPARTMENT: Operations
TEAM: Written Word                            
LOCATION: Hybrid – Linked to our Ewell office with home and office working


1. POSITION IN ORGANISATION

· Reports into: Head of Written Word
· Line Manages: There are no direct line management responsibilities attached to this role at present. As the service grows and operational structures evolve, this may be reviewed in line with future organisational needs.
· People responsibility: Online Chat Champions


2. MAIN PURPOSE OF JOB

Lead the day-to-day delivery of the Online Chat service, ensuring a safe, effective and positive experience for callers and volunteers, while supporting the service’s development and sustainable expansion towards 24/7/365 delivery.
	
In this role you will:
· Lead the day-to-day delivery of the Online Chat service, ensuring it operates safely, effectively, and in line with agreed service standards.
· Monitor service performance and service user/ volunteer experience, using data and insight to identify trends and drive continuous improvement.
· Support the safe and sustainable expansion of the service, including onboarding new branches and supporting their readiness to deliver Online Chat.


3. KEY RESPONSIBILITIES

Service Delivery & Performance Management

· Lead the day-to-day delivery of the Online Chat service, ensuring it operates safely, effectively, and in line with agreed service standards. 
· Closely monitor service performance, including quality, safety, systems, capacity/ demand, and user experience, using data driven KPIs and insight to identify trends and take action where required. 
· Ensure appropriate operational and safety oversight is in place, including service continuity, incident management, escalation, and resolution of service issues.

Quality, Safeguarding & Risk Management

· Support the embedding of consistent quality standards, processes, and best practice across the service.
· Work closely with Quality, Safeguarding, and Caller Support teams to ensure robust oversight of service delivery.
· Ensure risks are identified, managed, and escalated appropriately, maintaining a strong focus on both service user and volunteer safety.

Service Improvement & Development

· Support the implementation of the Online Chat Service Improvement Plan, helping to translate evaluation findings into practical improvements. 
· Identify opportunities to enhance service delivery, volunteer experience, and user experience, using feedback and data to inform decisions. 
· Collaborate with internal teams to deliver improvements across areas such as training, systems, and service design.
· Work collaboratively with teams including EDI, Lived Experience, Digital and Brand to ensure a positive, inclusive and accessible user experience.

Service Expansion

· Support the safe and sustainable scale-up of Online Chat, including onboarding new branches and supporting their readiness to support the service.
· Work with key stakeholders to ensure the necessary infrastructure, processes, and support functions are in place to enable safe and sustainable growth.
· Work closely with the Capacity Manager and key stakeholders to identify and implement new approaches to scale the service while maintaining overall service balance with the 116123 helpline.

Volunteer & Stakeholder Engagement

· Build strong working relationships with branches, volunteers, and key stakeholder groups to support engagement and collaboration.
· Ensure volunteers are supported, informed, and able to contribute to the ongoing development and growth of the service.
· Engage with senior volunteer leaders (e.g. Caller Support and Safeguarding Hub Service Director, Quality and Service improvement Hub Director) to inform decision-making and service development.
· Work with internal teams to deliver a clear and consistent communications plan relating to Online Chat.

Governance, Reporting & Continuous Improvement

· Contribute to governance processes, including preparing updates, reports, and insights for senior stakeholders and committees.
· Support the development and implementation of monitoring and evaluation frameworks to track service performance and impact.
· Promote a culture of continuous improvement, ensuring learning is captured and applied as the service evolves.
· Support the Head of Written Word in ensuring the service operates in line with data protection requirements, information security standards, and agreed budgetary controls.

Part 2: PERSON SPECIFICATION

4. SKILLS, KNOWLEDGE AND EXPERIENCE

Essential 
· Experience of managing or coordinating a service in a complex, multi-stakeholder environment, ideally within a support, health, or volunteer organisation.
· Experience of working within a helpline, online chat, or digital support service environment.
· Demonstrable experience of supporting service improvement or change initiatives, including translating plans into practical delivery.
· Ability to manage competing priorities and respond flexibly to changing operational demands.
· Experience of working with volunteers, including supporting, engaging, and building effective relationships across regional and national teams.
· Ability to work collaboratively across teams, building strong relationships with stakeholders.
· Demonstrable experience of identifying and managing risks, with a strong understanding of quality and service user safety.
· Experience of supporting the delivery or scale-up of a service or programme.
· Demonstrable experience of contributing to the development of processes, frameworks, or service standards. 
· Ability to communicate clearly and confidently with a range of audiences, including volunteers and senior stakeholders.
· Experience of using data and insight to monitor service performance, identify trends, and inform decision-making.
· Experience of managing competing priorities and delivering work in a structured, organised, and proactive way.
· Ability to use research, evaluation findings, and best practice to inform the development of high-quality, evidence-based emotional support services.

Desirable 
· Experience of working with performance metrics specific to helpline or chat services (e.g. answer rates, wait times, abandonment rates.
· Familiarity with online chat platforms or contact centre systems, and an understanding of associated user experience challenges.
· Experience of working within a mental health, wellbeing, or suicide prevention setting.
· Understanding of suicide risk, self-harm, and emotional distress
· Experience of supporting or working alongside individuals in crisis or distress, either directly or through service delivery roles.
· Experience of working within or alongside charities or services supporting vulnerable groups.
· Experience of working across different national or cultural contexts, with an understanding of how services may need to adapt to varying legal, regulatory requirements (e.g. UK and Ireland).


Everyone who works for the 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 
· Head of Written Word 
· Online Chat Project Managers
· Digital Team
· Regional Directors and Branch Directors 
· Quality, Caller Support and Safeguarding Teams
· Online Chat Champions (Volunteers)
· Volunteer Groups (including Quality, Caller Support, Safeguarding, Capacity)


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: [DATE]
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