	Job Title
	Service Manager

	Function 
	Operations

	Department/Team
	Hertfordshire Crisis House

	Reports to
	Area Manager

	Direct Reports
	Responsible for the line management of a team of 10 staff

	DBS Check Level Required
	Enhanced DBS

	Grade/Job Evaluation Level
	Manager / Specialist A

	Salary Banding
	£35,520 - £51,060

	Created/Reviewed date
	October 2025



	[bookmark: _Hlk181184006]You will be working for 

	
Waythrough launched in October 2024 following the merger of Humankind and Richmond Fellowship (RF). Aquarius supports people in the Midlands affected by substance use or gambling. It was a subsidiary of Richmond Fellowship and is now a subsidiary of Waythrough.

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.

Our values underpin everything we do – from how we work together through to how we design and deliver services. All our work to fulfil this vision is strengthened by our values.

· Kindness: be generous, caring and compassionate.
· Courage: be bold, trust, commit.
· Respect: everyone deserves dignity.

The Hertfordshire Crisis House is a new 24-hour service scheduled to open in December. It will provide individuals experiencing a mental health crisis with an alternative to hospital admission, offering up to 7 days of intensive recovery-focused support in a safe, non-clinical environment. The service will work in close partnership with local mental health crisis teams and community-based services to ensure holistic, person-centred care.




	Purpose of the Role

	
To deliver the service in line with Waythrough values and recovery focused approach, supporting the core accountabilities. This is a front-line management role, with responsibility for the day-to-day management of the service contract, including:
· Financial oversight and budget management
· Staff supervision and development
· Support and engagement with People Using Services
· Maintenance and upkeep of the building.




	Key Accountabilities 

	
Service Delivery & Quality
· Manage the day-to-day running of the service to ensure recovery-focused delivery.
· Ensure the quality of support provided to people using services aligns with Waythrough's service models.
· Work in partnership with NHS colleagues to meet contract outcomes while maintaining Waythrough's identity and ethos.
· Ensure operational KPIs are met, including outcomes, utilisation, and voids.
· Ensure accurate and timely data entry into Management Information and reporting systems, in line with quality assurance requirements.
· Prepare reports and information for internal and/or external use.
· Ensure effective referral pathways are in place and regularly reviewed with stakeholders.

Leadership & People Management
· Line manage the conduct and performance of front-line staff in accordance with Waythrough policies and the Leadership and Management Competency Framework.
· Oversee induction and probationary processes for direct reports.
· Manage day-to-day rotas and resourcing for the service.
· Manage sickness absence in line with Waythrough policies and procedures.
· Ensure team development plans are in place, delivered, and reviewed in line with service, area, organisational, and individual needs.
· Monitor mandatory training deadlines and ensure staff complete training within required timeframes.

Finance & Resource Oversight
· Set and manage the cost centre budget, ensuring income and expenditure remain within agreed limits.
· Ensure appropriate financial procedures are followed.
· Oversee building maintenance and ensure the service is appropriately resourced.

Risk, Safeguarding & Compliance
· Lead on positive risk management practices within the service and escalate concerns to the Area Manager where appropriate.
· Ensure Health & Safety compliance is adhered to, including completion of all required checks.
· Ensure timely reporting of incidents and accidents internally and externally, including safeguarding referrals.
· Undertake internal investigations as required.

Stakeholder Engagement & Business Development
· Act as the first point of contact for any service-related issues with commissioners and key stakeholders.
· Represent the organisation professionally and act as an ambassador.
· Support the business development team during tenders and retendering processes.

Inclusion, Co-production & Organisational Values
· Ensure opportunities for co-production with people using services are embedded within the service and the wider organisation.
· Promote and ensure diversity, inclusion, and accessibility in line with organisational policies.
· Undertake responsibilities in accordance with the Leadership and Management Competency Framework.
· Carry out additional tasks within the post holder’s competence as required by the Area Manager.
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· Act as a professional ambassador for Waythrough, consistently upholding its values, ethos, and reputation.
· Operate in accordance with Waythrough’s Leadership and Management Competency Framework.
· Promote and maintain a culture of continuous improvement, learning, and reflective practice.
· Ensure all activities comply with relevant policies, procedures, and legal requirements, including safeguarding, data protection, and equality legislation.
· Foster inclusive practices that support diversity, accessibility, and co-production across all aspects of service delivery.
· Maintain confidentiality and professional boundaries at all times.
· Support organisational initiatives and contribute to strategic goals as required.
· Undertake additional duties within the scope of the role as directed by the Area Manager.

The individuals we support are at the heart of our work. Each person accessing our services is unique and deserves to be treated with respect, dignity, and individuality. As a result, the responsibilities of the role may vary day to day, depending on the needs and circumstances of those we are supporting.

This job description is non exhaustive, and we reserve the right to amend and review as appropriate. 
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Person Specification

	Qualifications
	Essential or Desirable

	A relevant professional qualification (QCF/NVQ minimum level 3) or working towards/willing to undertake a qualification
	Essential

	Management qualification (minimum level 3) or working towards/willing to undertake a qualification
	Desirable



	Experience
	Essential or Desirable

	Significant understanding of mental health issues
	Essential

	Substantial experience of working with a housing and social care background
	Essential

	Experience of working within forensic services
	Desirable

	Experience of working in multi-disciplinary teams
	Desirable

	Substantial experience in managing a caseload of individuals with complex needs
	Essential

	Experience in carrying out investigations and writing reports and recommendations
	Desirable

	Experience in managing budgets
	Desirable



	Skills, Knowledge and Aptitudes 
	Essential or Desirable

	Knowledge and understanding of the issues faced by and the needs of people who have been secure care services.
	Essential

	Outcome driven and solution focused
	Essential

	Good verbal and written communication skills
	Essential

	Ability to lead, supervise and motivate staff and delegate work appropriately
	Essential

	Good investigation skills
	Desirable



	Personal Attributes
	Essential or Desirable

	Ability to provide direction, ownership and engagement to support performance
	Essential

	Ability to lead by example
	Essential

	Good interpersonal skills and emotional intelligence
	Essential

	Resourceful and flexible to deliver service outcomes and KPIs
	Essential

	Ability to manage conflicting demands and priorities on time
	Essential

	Ability to work collaboratively with stakeholders to enable and support continuous improvement
	Essential

	Good organisational skills
	Essential

	Able to demonstrate resilience to deliver service outcomes and maintain well being
	Essential



	Other
	Essential or Desirable

	Flexible attitude to working hours
	Essential

	Ability to participate in shifts and on call arrangements where applicable
	Essential
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