JOB DESCRIPTION

Role:			Head of Client Services

Location: 		Hybrid. Home-based with travel to each Area Office for a minimum of one day				per month (Area Offices located in: Aberdeen, Glasgow, Leith and Perth)

Reports to: 		Chief Executive Officer

Line manages: 		6 direct reports: 4 x Area Managers; Helpline Development Manager; and 
			Client Services Co-ordinator

Hours: 			35 hours per week (occasional evenings and weekends)

Salary: 			£39,000 per annum (inclusive of a 6% employer pension contribution)


About Cruse Scotland
Cruse Scotland supports people across Scotland who are grieving following the death of someone important to them. Through the dedication of our highly trained volunteer workforce, we provide compassionate bereavement support to individuals, families, workplaces and communities.

As a national charity, we combine professional expertise with the commitment of volunteers, ensuring people experiencing grief receive high-quality, accessible support when they need it most.


Purpose of the Role
The Head of Client Services is a key member of the Senior Leadership Team and the operational lead for Cruse Scotland's bereavement services.

Reporting directly to the Chief Executive Officer, the postholder provides strategic and operational leadership to ensure our services are safe, effective, consistent and responsive to the needs of bereaved people, while supporting the organisation's wider strategic ambitions.

Leading a staff team of service managers and client services co-ordinator, the Head of Client Services creates the conditions for high-quality bereavement services to flourish. They provide confident, compassionate leadership, clear operational direction and timely decision-making, ensuring staff and volunteers delivering our services are supported through effective management, clear practice standards and strong operational leadership.

The role works in close partnership with the Volunteer Development and Training Manager to ensure volunteers are equipped, supported and enabled to deliver excellent bereavement services, while maintaining distinct responsibilities for volunteer development and operational service delivery.

Working closely with the CEO, the Head of Client Services helps shape organisational priorities, supports good governance, champions continuous improvement and innovation, and ensures Cruse Scotland continues to deliver high-quality bereavement support across Scotland. Central to the role is ensuring the voices and experiences of people who have used our services help shape how we develop and improve support for future clients.


Key Responsibilities
Client Services Leadership
· Take overall responsibility for the safe, effective and consistent delivery of Cruse Scotland's bereavement services across Scotland.
· Provide strategic and operational leadership for the delivery and continuous improvement of Cruse Scotland's bereavement services.
· Ensure services are safe, effective, accessible and delivered consistently across Scotland.
· Lead the implementation of new services and oversee the successful integration of projects into core delivery.
· Monitor performance, identify opportunities for improvement and ensure organisational objectives are achieved.
· Act as the senior lead for complex client matters, escalated complaints and service issues.

Leadership and People Management
· Lead, support and develop the bereavement services management team through regular supervision, coaching and appraisal.
· Foster a culture of accountability, collaboration, wellbeing and continuous improvement.
· Provide clear operational leadership, sound judgement and confident decision-making.
· Support managers to deliver high-quality services through effective leadership of staff and volunteers.
· Work collaboratively with the Volunteer Development and Training Manager to ensure volunteer development and service delivery are aligned, enabling volunteers to provide safe, effective and rewarding bereavement support. 
· Lead on recruitment, induction and people management for the client services staff team, working with the Cruse Scotland's external HR advisers as appropriate.

Quality, Safeguarding and Practice
· Act as Cruse Scotland's Named Safeguarding Lead and Designated Child Protection Officer.
· Ensure safeguarding policies and procedures are implemented consistently across the organisation.
· Oversee Clinical Lead responsibilities for counselling placement students
· Maintain high standards of quality assurance, governance and professional practice.
· Lead organisational learning from complaints, incidents, safeguarding matters and client feedback to drive continuous improvement.
· Manage the freelance Clinical Supervision Team, including annual reviews, quality assurance and the management of escalated concerns. 
· Ensure appropriate clinical supervision capacity within the Clinical Supervision Team to meet the needs of volunteers across differing roles and levels of practice, initiating recruitment of freelance clinical supervisors as required.

Service Development and Performance
· Use service data, evaluation and feedback to monitor impact and inform service development.
· Key contact with our external CRM provider to request reporting requirements and developments.
· Lead organisational evaluation of bereavement services, ensuring learning informs continuous improvement.
· Work collaboratively with colleagues to ensure service developments are informed by operational learning, volunteer experience and client feedback.
· Identify, recommend and implement technological and systems improvements that would enhance and support client service delivery
· Work with colleagues to develop reporting systems that support evidence-based decision-making.
· Champion and oversee Client Voices, ensuring the experiences and insights of former clients meaningfully inform the design, development and continuous improvement of Cruse Scotland's services.
· Ensure client services remain responsive to changing needs, emerging evidence and available resources.

Strategic Leadership and Governance
· Contribute to organisational strategy and annual operational planning.
· Work closely with the CEO to implement strategic priorities.
· Prepare reports for and attend meetings of the Board of Trustees and relevant committees.
· Support the Practice Governance and Training Committee by identifying priorities and providing professional advice.
· Contribute to organisational policy development, risk management, health and safety, property management, compliance and organisational resilience.

Financial and Organisational Responsibilities
· Contribute to annual budget planning and monitor service budgets.
· Provide operational information to support funding applications, reporting and organisational planning.
· Ensure resources are used effectively and represent value for money.

Partnership Working
· Build strong collaborative relationships across the organisation with the Client Services Team, Volunteer Development and Training Manager, Fundraising Manager, Business Development Manager, and Communications and Marketing Manager to ensure service delivery aligns with other key workstreams
· Develop and maintain positive relationships with partner organisations, commissioners, funders and key stakeholders.
· Represent Cruse Scotland at external meetings, networks and events.
· Promote the values and reputation of Cruse Scotland at all times.

General
· Undertake any other duties appropriate to the level and responsibilities of the post.


PERSON SPECIFICATION
Essential
· Significant experience of leading operational service delivery.
· Experience of leading and developing managers.
· Experience of driving service improvement and organisational change.
· Experience of leading or managing psychologically informed, counselling or therapeutic services.
· Experience of safeguarding, quality assurance or governance.
· Experience of managing escalated complaints and sensitive situations.
· Experience of using data, evaluation and feedback to improve services.
· Experience of contributing to organisational planning and governance.

Desirable Experience
· Experience within the charity, health, social care or bereavement sectors.
· Experience of services delivered through a volunteer workforce
· Experience of involving people with lived experience in service design, evaluation or improvement.

Knowledge
· Understanding of safeguarding responsibilities and best practice.
· Understanding of quality assurance, continuous improvement and service evaluation.
· Understanding of the opportunities and challenges of volunteer-delivered services.
· Knowledge of governance within the charity sector.

Skills and Abilities
· Leads with confidence, compassion and sound judgement.
· Excellent planning, organisational and prioritisation skills.
· Excellent leadership, coaching and people management skills.
· Ability to delegate effectively, empower others and maintain accountability.
· Strong emotional intelligence and resilience.
· Ability to make timely, balanced decisions in complex situations.
· Excellent communication, influencing and presentation skills.
· Strong analytical skills with the ability to interpret data, evaluate outcomes and translate insight into service improvements.
· Highly competent using Microsoft 365, CRM/database systems and service performance reporting tools.
· Able to build productive relationships with colleagues, volunteers, trustees, people with lived experience and external stakeholders.

Personal Qualities
· Compassionate and person-centred.
· Calm, resilient and emotionally robust.
· Professional, approachable and credible.
· Collaborative, supportive and accountable.
· Committed to equality, diversity and inclusion.
· Passionate about improving bereavement support for people across Scotland.

