
	
	
	




Job Description
	Job Title

	Service Manager 

	Function 

	Service Delivery

	Reports to

	Registered Manager / Head of Service

	Direct Reports

	Yes

	Grade/Job Evaluation Level

	Core/Implement

	Salary Banding

	Manager / Specialist A  

	Created/Reviewed date

	July 2026



	[bookmark: _Hlk181184006]You will be working for 
(Description of Waythrough and specifics of Service/Function/Office)




	
Waythrough launched in October 2024 following the merger of Humankind and Richmond Fellowship (RF). We are specialists in mental health, alcohol, drugs and related areas. We provide high quality, evidence-based services, which are designed around the needs of the people we support. Our vision is to break down the barriers that stop people getting the support they need to live a life they value
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	Purpose of the Role


	
To lead the day-to-day delivery of a high-quality, person-centred service, ensuring safe, effective and recovery-focused support that enables people to achieve positive outcomes. The Service Manager is responsible for the operational management of the service, including performance, quality, finances, staff leadership and stakeholder relationships, ensuring contractual requirements are met and services are delivered in line with Waythrough's values, policies and strategic objectives. The role promotes continuous improvement, collaborative partnership working and a culture of 
inclusion, safety and excellence.




	Accountabilities of the role


	Service Delivery
· Lead the day-to-day management of the service, ensuring the delivery of safe, effective and recovery-focused support that meets contractual requirements and organisational standards. 
· Ensure people accessing the service receive high-quality, person-centred support that promotes recovery, independence and positive outcomes. 
· Develop and maintain effective partnerships with commissioners, NHS colleagues, external agencies and other stakeholders to support integrated service delivery. 
· Monitor and achieve agreed service performance indicators, including occupancy, utilisation, outcomes and other contractual KPIs. 
· Ensure accurate and timely recording of information within organisational systems, maintaining compliance with quality assurance and reporting requirements. 
· Produce reports and management information for internal and external stakeholders as required. 
· Promote positive risk management and ensure safeguarding concerns and operational risks are appropriately managed and escalated where necessary. 
· Maintain effective referral pathways and work collaboratively with partners to improve access to services. 
· Ensure co-production is embedded within the service, providing meaningful opportunities for people accessing services to influence service delivery and development. 
People Management
· Lead, motivate and support staff to deliver high-quality services in line with Waythrough's values and behaviours. 
· Recruit, induct, supervise, develop and manage the performance of team members, ensuring appropriate support, training and development opportunities are provided. 
· Manage staff rotas and workforce planning to ensure appropriate staffing levels are maintained. 
· Manage attendance, wellbeing, performance and employee relations matters in line with organisational policies and procedures. 
· Ensure mandatory training is completed and maintain a culture of continuous learning and professional development. 
Financial and Operational Management
· Manage the service budget, ensuring effective financial control and value for money. 
· Ensure all financial procedures are followed in accordance with organisational policies. 
· Monitor resources effectively to support safe and efficient service delivery. 
· Ensure health and safety requirements are met, completing all required checks and maintaining compliance with statutory responsibilities. 
· Ensure incidents, accidents, safeguarding concerns and complaints are reported, investigated and managed appropriately. 
· Carry out investigations and implement learning to improve service quality. 
· Support service mobilisation, business development activities and tender processes where required. 
General
· Act as a positive ambassador for Waythrough, demonstrating the organisation's values at all times. 
· Promote equality, diversity and inclusion, ensuring services are accessible and inclusive for everyone. 
· Build positive relationships with internal and external stakeholders to support continuous improvement. 
· Undertake any other duties commensurate with the responsibilities of the role.






Values and Competencies
	Our Values

	
· Kindness 
· Courage 
· Respect 




	[bookmark: _Hlk181196688]Our Competencies

	· Lead and Inspire - Defines the future direction of Waythrough through identifying current and future challenges and longer-term opportunities.
 
· Create and Innovate - Takes a solutions-focused approach to the challenges we face as an organisation. Looks at new ways of working and responding innovatively with new ideas or developing current approaches to meet organisational needs.
 
· Developing Our Talent - Creates a positive and supportive environment in which individuals can grow and develop enabling them to realise their full potential.
 
· Impactful Communication - Shares information and presents ideas or themes clearly and convincingly so that others see us as open, transparent and credible, and want to engage with us.
 
· Delivering Results and Achieving Greatness - Focuses on our individual drive and personal focus to succeed in delivering against our key business objectives and targets.
 
· Service Excellence - Continues to build on Waythrough’s reputation within the industry, becoming a “provider of choice” recognised by external bodies as meeting the diverse needs of our customers and delivering the highest standards of service delivery.
 
· Working Together - Defines how we work with each other and our customers, partners, commissioners and stakeholders.





Person Specification

	[bookmark: _Hlk181197186]Qualifications
	Essential or Desirable

	Relevant professional qualification (Level 3 or equivalent).
	Essential

	Management qualification (Level 3 or equivalent) or willingness to undertake one.
	Desirable



	Skills
	Essential or Desirable

	Strong leadership and people management skills, with the ability to motivate, support and develop teams.
	Essential


	Excellent communication and interpersonal skills, with the ability to build effective relationships with colleagues, partners and stakeholders.
	Essential

	Ability to manage competing priorities and make effective decisions in a fast-paced environment.
	Essential

	Strong organisational and planning skills.
	Essential

	Ability to analyse information, prepare reports and use data to monitor service performance.
	Essential

	Ability to manage budgets and resources effectively.
	Essential

	Confident using Microsoft Office and electronic recording systems.
	Essential


	Ability to carry out investigations and produce clear, accurate written reports.
	Essential


	Commitment to equality, diversity and inclusion and promoting person-centred practice.
	Desirable


	Experience of service development and continuous improvement.
	Desirable


	Experience of contributing to service mobilisation, contract mobilisation or tender activity.
	Desirable




	Knowledge and Previous Experience 
	Essential or Desirable

	Experience of managing or supervising staff within a health, housing, social care or related setting.
	Essential


	Experience of supporting people with complex needs, including mental health needs.
	Essential


	Experience of working in partnership with statutory and voluntary sector organisations.
	Essential

	Experience of managing service performance against quality standards and contractual KPIs.
	Essential


	Experience of managing budgets and financial resources.
	Essential

	Knowledge of safeguarding, risk management, health and safety and regulatory requirements.
	Essential


	Knowledge of recovery-focused, strengths-based and person-centred approaches.
	Essential


	Understanding of the challenges experienced by people with multiple and complex needs.
	Essential


	Experience of working within multi-disciplinary teams.
	Desirable


	Knowledge of commissioning arrangements and contract management.
	Desirable


	Experience of supporting co-production and involving people with lived experience in service development.
	Desirable
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