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Part 1: JOB DESCRIPTION

JOB TITLE: 	Service Manager – Outreach
DEPARTMENT: 	Operations
TEAM: 	Service Programmes                           	 
LOCATION: 	Hybrid – Linked to our Ewell office with home and office working


1. POSITION IN ORGANISATION

Reports into: 		AD Service Programmes and Development (Operations)
Line Manages: 	TBC 
Working with: 	Working alongside the volunteer Functional Lead for Outreach, managing and supporting volunteer Outreach leads across the UK and Ireland. Working alongside the Functional Lead for Education and the Step By Step lead supporting and leading these functions. Central link for branch and regional Outreach staff and volunteers across the UK and Ireland

2. MAIN PURPOSE OF JOB

Samaritans Outreach primarily relates to the safe and effective delivery of face to face emotional/listening support services at external locations delivered by Samaritans volunteers. Outreach is about reaching out to those who need our support but may be unable to reach us, often through a partnership approach. Outreach also has links into awareness raising of our service as well as other activities such as volunteer recruitment and local fundraising. 

This role is responsible for leading and managing the consistent and safe delivery of Outreach activity across Samaritans. This includes ensuring that volunteers have the training, support, parameters and direction they need to deliver this service within their own communities as well as working with teams from across the organisation, such as the Performance and Insight team, to develop new approaches to providing Outreach support in the places it is needed most. This may include work with identified groups or demographics, as well as focusing on geographical areas where there may be higher or differing support needs, such as areas of socioeconomic deprivation. 

The role will ensure that our future Outreach model is fit for purpose and aligned with our core mission and values. This will include ensuring that Outreach is delivered consistently and to a high standard across the UK and Ireland, advising the Board of Trustees and Executive Leadership Team on Outreach and its development, integrating findings from Outreach into Samaritans planning, acting as the lead subject matter expert in Outreach for Samaritans Central Office for related work across directorates and support to senior Outreach volunteers. This will include sustaining and growing community outreach provision across our Pathfinder Region(s) during a period of service transition, including closures and/or mergers.  

The role will work closely with Pathfinder Leads to ensure continuity of support, build new outreach delivery models where appropriate, and act as a key link between communities, volunteers and Samaritan’s Futureproofing programme.



3. KEY RESPONSIBILITIES

Sustainable Service Management 
· Development and delivery of an ongoing quality monitoring function for Outreach at an organisational and national level. 
· Development and implementation of ongoing evaluation for Outreach. 
· Management of Outreach leads at Regional and Branch level (including both volunteer leads and non-SCO staff). 
· Leading and facilitating Outreach central strategy and supporting the implementation of the strategy among regions.
· Subject matter expert for the organisation relating to Outreach, collaborating with other specialist teams as required for particular aspects such as Influencing, EDI engagement or funding.
· Ensure organisational level changes that impact Outreach services are communicated, implemented, and adapted where needed, for unique Outreach areas.   
· Support to Outreach volunteers and leads at branch and regional level including advice and guidance on policy, practice and processes. 
· Ensure Outreach is delivered in a consistent, safe and sustainable way at all levels. 
· Provide updates, both verbal and written for Executive Leadership Team, Senior Leadership Group, Board of Trustees and Regional Directors as required.  
· Contribution to restricted income bids and delivery of the grant/funding commitments, including assisting with reporting, where applications are successful. 
· Service sustainability; ensuring policies and resources remain up to date, including identification of new training needs to ensure that volunteer resources remain current and relevant.
· Maintaining and improving the Outreach sections of Sams Home (Samaritans intranet site).
Service Development 
· Contribute towards the strategic direction and development of Outreach activities at a national level.
· Review and development of organisational Outreach policy.
· Work with SCO teams to continuously develop and improve Outreach through training development and projects focused on improving access and reach to groups with high risk factors. 
· Development and management of quality assurance methods for Outreach in line with those available for listening service. 
· Collaboration with staff across the organisation to ensure that the correct approaches, resources and training are incorporated into Outreach in relation to their business areas.
· Coordination and leadership of existing resource at branch/regional level (including branch employed Outreach staff). 

Support to Volunteer-Managed Services (VMS) 
· Manage relationships with volunteer leads through regular engagement to support organisational   first line assurance. 
· Planning, budget and income support. 
· Support for resource development in terms of training and materials. 
· Support better integration of this volunteer managed service into the wider organisation to ensure coordination of policy, position, influencing, data integration etc. 
· Management and administration of the Missing People partnership. This includes considering future expansion of the service. 

Part 2: PERSON SPECIFICATION

4. SKILLS, KNOWLEDGE AND EXPERIENCE

· A confident and emotionally intelligent communicator with excellent relationship management skills.
· Able to lead and manage volunteers effectively, particularly with regards to managing change.
· A collaborative leader who seeks opportunities to understand the needs of others, and how they can play a part in responding to these.
· Positive, practical and constructive attitude when faced with problems or setbacks.
· A team player that offers support to others and is also willing and able to ask for support when needed.
· Demonstrable experience of project management.
· Ability to produce high quality reports for senior management as well as for a non-specialist audience essential.
· Excellent interpersonal skills including written and verbal communication skills, and a demonstrable ability to network effectively.
· Confident in taking responsibility, being open to feedback from multiple stakeholders and applying good judgement and diplomatic leadership.
· Highly credible with the ability to influence, advise and challenge senior stakeholders.
· Proven ability to multi-task and effectively prioritise and organise self and others.

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. 
· 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, sometimes away from the contracted office location, for which time off in lieu will be given. 
  
Main internal contacts 
· Executive Leadership Team 
· Senior Leadership Group 
· Regional Directors, Functional Leads and Branch Directors 
· Board of Trustees 

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:11/05/2026



image1.jpeg
éAMARITANS




