
Head of Continual Improvement & Safeguarding 

The purpose of this role is to nurture a culture of achievement and empowerment across 
SSJ service delivery, deploying our values to lead by example, including devolving 
responsibility and supporting operational managers to effectively drive performance, quality, 
safety and service delivery within their respective service areas. 

 

Key Areas of Responsibility 

● To ensure SSJ delivers high-quality services and supported accommodation that meets 
the needs of residents or clients. This will include floating support services, tenancy 
sustainment, housing management, drug and alcohol support, mental wellbeing, criminal 
justice, temporary accommodation, specialist services, care homes, amongst others. 

● To retain oversight of the operational budgets of direct reports' service areas and ensure 
the effective financial management of these. 

● To oversee the risk assessment processes and mitigation measures across the 
operational area of responsibility, including encouraging cross-service learning and sharing 
of experiences to help prevent repetition of risks or incidents. 

● To ensure SSJ reaches high standards of evidence for the services it delivers and the 
impact we make, providing proof that what we do is effective for the people we support. 

● To be an active leader in equality, diversity and inclusion at SSJ, ensuring SSJ makes a 
step-change as an employer and service provider, responding to the issues we face and to 
the fact that discrimination causes and sustains homelessness and oversee the 
development of service specific actions plans to ensure EDI is taken forward by all staff in 
practical and purposeful ways. 

● To maximise the use of data, digital and technology in service delivery to support a culture 
of continuous learning and improvement and consistency of approach and application across 
all direct reports. 

● To provide transparent and high-quality reporting and learning to the Executive Director of 
Services (EDS), meeting all statutory and regulatory requirements on matters of housing, 
safeguarding, incident reporting and disclosure.  

● Ensure compliance and adherence to all safeguarding requirements and ensure that 
everyone understands their role within safeguarding and that operational managers take 
responsibility for acting appropriately on concerns. 

● To be fully compliant with GDPR and ensure SSJ works with integrity with personal data. 

● To undertake investigations and conduct hearings for employee relations matters. 

● To ensure all of our services are delivered in a trauma informed way and to ensure the 
development, implementation and delivery of psychologically informed services. 

● To be part of the out of hours on-call manager rota. 

● Support with high quality oversight for contract monitoring, reporting and establish effective 
partnerships with commissioning bodies and key stakeholders. 

● Participate and contribute to new tender opportunities, including service design and bid 
writing. This also encompasses identifying new opportunities aligned with SSJ's strategic 
direction. 



● Attend all relevant meetings and events as appropriate, representing SSJ as a leader in its 
field and ‘go to’ organisation for commissioners. 

● Prepare for and attend all relevant operational meetings, as well as any Board meetings 
and subgroups. 

 

Knowledge and Experience  

● Knowledge of governance and regulatory frameworks for charities/companies. 

● Understanding of data protection and information governance. 

● Knowledge of risk management tools and approaches/frameworks. 

● Sound understanding of safeguarding regulations and organisational responsibilities. 

● Strategic planning and experience in managing KPI’s. 

● Experience with quality assurance frameworks and knowledge of external accreditations. 

● An awareness of HR and Health & Safety compliance. 

● Thorough understanding of using evidence and evaluation to design services and 
continually improve outcomes. 

● Knowledge of writing Policy and processes in line with best practice and compliance. 

● Experience of effectively managing budgets, including planning, monitoring and controlling 
expenditure. 

● Knowledge of the tender processes, service design and bid writing process. 

● Ability to support and line manage up to 8 direct reports. 

 

Skills and Abilities 

● Ability to lead managers by creating a consistent culture of support, empowerment and 
trust. 

● Ability to include and use coproduction so ‘user voice’ is at the heart of service delivery. 

● Analytical and problem-solving capabilities to identify gaps and trends in service delivery. 

● Confident at using digital tools and databases. 

● Experience of workshop facilitation and planning session skills to drive performance and 
compliance to appropriate frameworks. 

● Ability to successfully manage change programmes. 

● Ability to share responsibility and collaborate across the functions, directorates and 
objectives of the organisation. 

● Ability to build partnerships that enhance the delivery of programmes and services. 

 

 

 



Specific Role Requirements 

• To manage the Service User & Residents Association (SURA) to meet tenancy 
satisfactory regulatory obligations and ensure the resident and user voice is at the heart of 
service delivery across SSJ. 
 

• Lead the ongoing development and improvement of governance processes, ensuring 
compliance with charity law and best practice. 

• Act as a first point of contact for governance-related queries from staff and external 
stakeholders. Ensure operational services policies are regularly reviewed, updated, and 
compliant with legislation and organisational standards. 

• Coordinate operational services risk assessments, working with colleagues to manage 
and mitigate risks and develop a continuous learning and improvement culture. 

• To undertake the role of Safeguarding lead to ensure safeguarding policy compliance 
and training are up to date and learning is embedded in continuous improvement. 

• To oversee, undertake & attend (where appropriate) serious incident reviews, 
safeguarding adult reviews (SAR), coroners' inquests, domestic homicide reviews 
(DARDRs) and ensure relevant staff are supported throughout any processes, and learnings 
are shared. 

• Oversee internal quality assurance systems and processes, conducting audits and 
producing compliance reports to the EDS.  

• Work closely with the Health and Safety manager to ensure Health & Safety policies and 
processes meet and exceed statutory compliance and provide advice and leadership in this 
area. 

• Work with the EDS to develop and maintain annual and strategic plans for operational 
services, ensuring they are aligned to SSJ’s mission and values. 

• Ensure the implementation of performance measurement frameworks and monitoring of 
key performance indicators (KPIs). 

• Facilitate regular performance reviews, drawing on data and insights from across the 
organisation to support continuous improvement. 

• Support new contracts and business development opportunities. 

• Provide leadership on internal operational services systems and processes that underpin 
good governance and compliance. 

• Support relevant managers assisting them to deliver effective compliance support. 

• Work with colleagues to ensure organisational readiness for audits, tenders, and external 
evaluations. 

• Identify and implement process improvements to enhance effectiveness and reduce risk 
across operational services. 

• Actively contribute to client services senior leadership team fostering a culture of high 
standards, learning, and collaboration. 

• Build strong working relationships with colleagues, Trustees, and external partners. 

• Support the organisation’s commitment to co-production, inclusion, and continuous 
improvement. 

• Undertake any other reasonable management instruction. 


