SOUTH WEST LONDON LAW CENTRES

OPERATIONS MANAGER 

JOB DESCRIPTION

POST:



Operations Manager
BASED:



 Offices of SWLLC
RESPONSIBLE TO:

 Chief Executive

HOURS:
35 hours per week.

HOLIDAYS:



29 days p.a. plus Bank Holidays 

SALARY:



 £42,500 pa inc ILW plus 5% pension
1.
 PURPOSE OF THE POST

a) As a member of SWLLC’s Senior Management Team, the Operations Manager will lead the teams responsible for the delivery of professional advice services to clients across the Boroughs covered by SWLLC. 
b) Responsibility for the co-ordination of high quality and appropriate advice services to clients.

c) Line managing the Senior Solicitor/Caseworker in each office

d) Supporting the development of the services through contributing to strategic planning
2. 
DUTIES & RESPONSIBILITIES

Organisational Management
a) To attend regular meetings of the Senior Management Team and Operational Management Teams.
b) Attend meetings of staff/volunteers across SWLLC
c) Encourage positive teamwork and maintain lines of communication between staff members at all levels within the organisation
d) Advise the Chief Executive and Trustee Board on staffing requirements and service delivery needs
e) Co-ordinate activities, procedures and systems to promote implementation of common policies and practices to support the delivery of high quality advice services to clients
f) Maintain and develop standards of service delivery to meet the requirements of recognised standards and quality marks.

g) Research, identify and respond to advice needs within the communities of the Boroughs served by SWLLC in collaboration with the Chief Executive.
h) Ensure that systems are developed and maintained for case-management, statistical recording, follow up work and quality control.

i) In agreement with the Chief Executive and Finance and Resources Manager, set targets for all solicitors and caseworkers within SWLLC and ensure these are communicated clearly to staff.
j) Responsible for overseeing contract management for advice services and dealing with performance issues to ensure targets are achieved.

k) Produce reports on service delivery for the Trustee Board, Chief Executive, Finance and Resources Manager, funders or other stakeholders as appropriate.

l) Ensure that complaints from members of the public are investigated in accordance with SWLLC’s policy and learning from this process is used to improve SWLLC services.

m) Contribute to the development of funding applications, tender submissions and other sources of income generation.to maintain, develop and grow SWLLC’s advice services.
Personnel
n) Line management of the Senior Solicitor/Caseworker in each office, to include conducting regular supervision and annual appraisal meetings, and identifying training and development needs.
o) Lead the recruitment of staff, in consultation with the Senior Solicitors/Caseworkers to their teams

p) Ensure that new members of staff receive appropriate inductions at the start of their employment and that probationary periods are reviewed and confirmed.
q) Ensure that training and development plans are developed for all advice giving staff

r) Conduct grievance and disciplinary meetings in line with SWLLC procedures.

Governance

s) Attend meetings of the SWLLC Trustee Board and sub committees as appropriate

t) Provide reports on performance against targets for consideration by the Trustee Board

External Relations

u) Promote the work of SWLLC at external events as appropriate
General
v) To be administratively self servicing

w) Occasional evening and weekend working as required and agreed by the Chief Executive
x) Comply with health and safety policies and procedures and share responsibility for own safety and that of colleagues
Equal Opportunities
a) To have regard at all times in the planning and execution of duties to the SWLLC’s Equality and Diversity Policy.

Special Features
a) In addition to the tasks and duties listed in this job description, to undertake such duties as may be identified and which are generally compatible with the functions of the post.
Operations Manager

PERSON SPECIFICATION

It is important that you address all categories of the person specification fully, and use examples where ever possible. The person specification will form the criteria against which applicants will be short listed. 
Essential

1. At least two years experience of staff management

2. Experience of contract management, systems monitoring and performance management

3. Experience of carrying out research, analysis of that research and report writing.

4. Experience of working within a Quality Mark environment

5. An understanding of the external funding environment and the impact that has on the activities of SWLLC

6. Commitment to equal opportunities as set out in the principles and policies of South West London Law Centres

7. Excellent communication skills both on a personal basis and when conducting internal communications for SWLLC

8. Experience of managing people in supporting the teams of people they manage who are both paid and unpaid. 

9. An understanding of the challenges of managing staff and services across multiple sites.

10. Ability to prepare reports and support Trustees in strategic decision making.

11. Strong IT literacy skills including experience of online monitoring using databases

12. Demonstrated ability to learn new software packages relevant to the role

13. Ability to represent SWLLC to external stakeholders and to promote the work of SWLLC at external events
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