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Role Profile

ROLE TITLE:
Head of Service User Engagement
	REPORTS TO: Director of External Engagement
	ROLE BAND: Grade 12

	DIRECTORATE: External Engagement
	NO OF DIRECT REPORTS: 1

	DBS REQUIRED: Yes
	LEVEL OF DBS: Enhanced & Barred

	QUALICATIONS REQUIRED: Level 3 Safeguarding Desirable


	PRIMARY PURPOSE OF THE ROLE

	Lead the implementation of the national Community Voice (service user participation) strategy at Nacro and further develop the culture of a service user focused organisation from front-line staff to Trustees, and in all areas of delivery and externally facing policy and campaigns.



	KEY RESPONSIBILITES

	· Lead the strategic development and delivery of the new Community Voice Strategy and embed all elements to ensure a cohesive and comprehensive approach to service user involvement across Nacro

· Build and embed the new service user involvement charter across Nacro

· Develop standards and models for Nacro’s service user involvement, building on current successes and ensuring delivery in all Directorates 
· Ensure the delivery of outstanding service-user engagement plans across Nacro

· Proactively advise the Executive Leadership Team and the Head of the Chief Executive’s Office in managing the secretariat and agenda for the newly formed User Advisory Group 

· Provide strategic guidance to the External Engagement Directorate to improve service user engagement in external policy and campaigns work 

· Develop and embed a framework for monitoring and evaluation of our service user engagement to ensure we can measure impact; learn and improve; and communicate effectively

· Work with HR to ensure opportunities are supported and mapped for service users to progress within or outside of the organisation 

· Work with HR and L&D to provide regular and quality training and development and induction activity for staff and volunteers on service user participation

· Promote the use of technology to support and enhance service user engagement at Nacro and externally

· Ensure the requirements of regulators, commissioners and funders are met in relation to service user engagement including contributing to quality improvement reviews and Self-Assessment Reports 

· Positively promote and represent Nacro at all times including externally, building strong relationships with colleagues to work as part of an integrated team focused on meeting the needs of services users/learners



	PEOPLE MANAGEMENT

	· Lead team by example by upholding Nacro’s values and behaviours and translating those into everyday activity. Be prepared to make difficult decisions and support direct reports to make difficult decisions. 
· Own and set direction for a team/direct reports to deliver the organisational and local priorities and ensure that this is replicated through your management chain
· Take responsibility for the communication of organisational and local messages through regular and effective team meetings and ensure that this is cascaded through your line.
· Set clear objectives and performance targets for each direct report using the appraisal process and monitor through regular one to ones and ensure that your direct reports do the same.
· Work collaboratively across Nacro and with external stakeholders ensuring that you and your team provide a good service.

· Challenge direct reports to continually consider better ways of delivering outcomes for their service users/learners 
· Provide development and support to your direct reports and your wider team to ensure their effectiveness and wellbeing.

· Take responsibility for all aspects of people management including managing the recruitment, attendance, conduct and performance of direct reports using the appropriate policies and procedures. Ensure that your direct reports also deliver effective people management.
· Recognise and reward positive behaviours and contributions from direct reports and the wider team consistently and encourage innovation 




	PROFESSIONAL & TECHNICAL EXPERTISE

	· Significant experience of working with disadvantaged and socially excluded people

· Significant experience and knowledge of best practice in service user engagement 
· Experience of involving people with lived experience in the design, delivery and improvement of services and/or in policy and campaigning work

· Experience of project management and managing multiple priorities

· Experience of working with senior teams to achieve strategic goals with a track record of achievement

· Developing and managing a wide range of internal and external stakeholder relationships, including at strategic levels 

· Experience of managing the monitoring and evaluation of projects 

· Understanding and experience of working within regulatory frameworks and contributing as required to quality improvement reviews 



	ORGANISATIONAL PERFORMANCE AND COMPLIANCE

	· Ensure that initial and regular assessments of the potential or actual service user, including any risks, of his/her needs and requirements in respect of the service, to determine eligibility for the service taking necessary action where required are delivered by direct reports.
· Ensure that all the required health & safety checks are undertaken in person or by direct reports, taking any necessary remedial action. 
· Set team performance targets as agreed with your manager and ensure that they are delivered by effectively managing resources, including working within income and budget targets.
· Contribute to identifying and developing bids for new and existing business working with the Business Development Team.
· Ensure that you and your team maintain up to date records via relevant and appropriate systems within specified timeframes and produce reports as required.
· Positively promote and represent Nacro at all times, building strong relationships with colleagues to work as part of an integrated team focused on meeting the needs of services users/learners.
· Adhere to Nacro’s Safeguarding and data policies and procedures at all times and comply with legislation and statutory duties and data controls protocols and ensure that your team understand and deliver their responsibilities
· Promote and carry out all responsibilities with full regard to Nacro’s Equality and Diversity Policy and ensure that your team do the same.



Your duties may vary from time to time within the broad remit of your role and grade. You are required to undertake any such reasonable and appropriate duties.
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