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Job Description

Job title: Samaritans Training School Manager
Directorate: People & Culture
Department: People & Organisational Capability
Location: Home-based, with required attendance at in-person meetings as required
Working arrangements: This role requires regular out-of-hours working for meetings and training observations.


1. Position in organisation

Reports to: Assistant Director People & Organisational Capability
Line management responsibility: 4 x Trainers
Key relationships: People & Culture and People & Organisational Capability colleagues, other Samaritans Central Office staff, Samaritans volunteers, branches, hubs.

2. Purpose of the role

You will be responsible for managing the Samaritans Training School (STS) team, overseeing high-quality training delivery and facilitation to Samaritans volunteers and staff. You will oversee the operations and performance management of the STS team, leading on quality assurance, continuous improvement and the ongoing development of training practice. 

You will monitor and evaluate the effectiveness of onboarding at Samaritans to ensure excellence in our training provision, and will support branches, hubs and staff with their onboarding needs. You will work with the L&D team to identify training needs and ensure learning design and delivery are joined up. You will lead on and deliver capacity needs projects as determined by the business planning process and on an ad hoc basis. In your role, you will provide operational leadership and expert guidance around Samaritans onboarding and learning to staff and volunteers.



3. Key responsibilities

Operational leadership and service delivery
· Lead the day-to-day operational delivery of Samaritans Training School, ensuring training is planned, resourced and delivered effectively, and training volumes, formats and schedules align with organisational priorities.
· Oversee workplanning, rota design and capacity management, maximising available Trainer resource while maintaining sustainable working patterns.
· Maintain oversight of STS training administration and booking processes, providing hands-on support where necessary
· Monitor service delivery using performance data and operational insight, identifying risks, pressure points and opportunities to improve efficiency, consistency and impact.
· Review and continuously improve STS delivery processes, ensuring they are robust, proportionate and fit for purpose as demand scales.
Quality, facilitation practice and people management
· Set and uphold standards of training delivery and facilitation practice across the STS team, ensuring a consistent, high-quality learner experience.
· Lead the development of best practice in training delivery, including facilitation skills, co-delivery approaches and reflective practice.
· Support, coach and performance manage the STS Trainers, addressing skill gaps, building confidence and driving accountability for quality and professionalism.
· Foster a high-performance, learning-focused culture within STS, supporting continuous improvement and shared responsibility for delivery standards.
· Work in partnership with colleagues across People & Culture and People & Organisational Capability to review and improve onboarding processes for volunteers, ensuring training delivery integrates effectively within the wider onboarding journey.

General duties as a Samaritans’ staff member

Demonstrate Samaritans’ leadership practices of accountability, empowerment, inclusivity and connection in day-to-day work and relationships.
Act as a team player by:
· working collaboratively to deliver organisational priorities
· remaining curious about the work of other teams
· supporting colleagues when priorities shift or pressures increase.


4. Person specification

SKILLS, KNOWLEDGE AND EXPERIENCE
Essential
· Experience leading the operational delivery of learning or onboarding programmes, ideally within a voluntary or charity sector organisation, achieving outcomes to time and budget.
· Experience managing and developing a high-performance team.
· Experience of working across different locations with dispersed teams of staff and/or volunteers.
· Excellent interpersonal and communication skills, with the ability to exercise tact and diplomacy to achieve goals.
· Effective verbal and written communication skills, including ability to write clear and concise presentations and reports.
· Ability to manage multiple systems and rota management skills.
· Experience of prioritising own workload and working to deadlines with speed and accuracy.
· Strong customer service and stakeholder management skills, and ability to achieve change by positively influencing others.

Desirable
· Training or facilitation qualification (e.g. CIPD Certificate in Training Practice or equivalent).
· Experience of delivering Samaritans Listening Service.
· Experience of delivering Samaritans training materials.
· Experience of working with, or managing, volunteers - in either a paid or voluntary capacity.


PERSONAL ATTRIBUTES
· Commitment to Samaritans’ values and purpose.
· Emotionally resilient, with the ability to work sensitively and professionally.
· Strong interpersonal and communication skills.
· Collaborative and reflective approach to work.
· Ability to work calmly and effectively under pressure.
· Good judgement and professional boundaries when managing time and workload.
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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.
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