
 

Job description 
Director of Services and Innovation  
Head Office, Angel Gate, EC1V 
 

Hours:  37 hours per week, with an expectation to work flexibly to meet the needs 

of Family Action.  There will be regular travel with occasional overnight stays 

required. 

Grade:  Director  

Service: Services and Innovation  

Reports to: CEO 

PRINCIPAL ACCOUNTABILITIES 

To be a member of the Executive Group for Family Action, being responsible for the 

delivery of the organisation’s strategy the quality and retention of the operational services 

and the development of innovative new models to improve the outcomes of the 

organisation’s service users. 

To attend, provide reports and contribute to Board of Trustee Meetings and Board Sub-

Committees. 

Stronger Organisation 

Focus on strengthening, training and developing the workforce and volunteers 

1. To provide leadership and motivation to ensure staff are fully engaged and 
involved in the work of Family Action, that morale is high and that staff are all 
performing to appropriate standards.  

 
2. To directly manage and support the Deputy  Directors of Services and Innovation 

and the Assistant Director of Safeguarding. Also to directly manage the Joint 
Managers of Family Action’s Training and Consultancy Service.  

 
3. To chair the Operational Senior Leadership  Group. 
 
4. To oversee the safe and effective recruitment of new staff as required following the 

principles and guidance of Family Action’s safe recruitment and equal 
opportunities in employment policy. 

 
5. To ensure that staff are working effectively and that there are opportunities for 

them to acquire the knowledge and skills required to undertake their work and that 
their positive contribution to the organisation is properly acknowledged. To enable 
practice sharing initiatives. 

 



6. To support managers to celebrate successes and to recognise and address poor 
performance, to chair disciplinary and grievance appeal hearings when required.  

 

Focus on developing the organisation’s culture, encouraging ideas and innovation and 

keeping service users at the heart of everything  

7. To role model the organisation’s values at all times. 

8. Develop the use of the organisation’s values and behaviours to promote co-
 produced services, and an entrepreneurial culture 
 

Stronger Systems and Impact 

Support the modernisation of working practices, systems and environment 

9. To ensure the provision of high quality services by managing in accordance with 
Family Action policy, standards and procedures.   

10. Support the development of a culture of continuous improvement through services’ 
completion and interrogation of management information reports and scorecard 
information and through championing the sharing of knowledge and practice.  

11. To ensure development of competitive fully costed budgets for new business 
proposals and the delivery of cost effective services within agreed budgets. 

12. To work collaboratively with all other departments across the organisation. 
 

Excel in evidencing the impact and describing, evaluating and promoting the 

organisation’s work 

13. Engage all the services in evidencing the impact of their work both for contract 
 compliance and for the organisation to continuously improve our outcomes. 
 

14. Review scorecard information and outcomes data of services to identify priorities 
 for further work or investment. 
 
15. Develop and sustain positive working relationships with key commissioners and 
 partner organisations and showcase the impact of the organisation’s work. 
 

Stronger Services and Innovation 

Monitor and strengthen the quality of service delivery and organisational performance 

and risk management 

16. To continually enhance the organisation’s safeguarding work, to manage the 
 Assistant Director for Safeguarding and to attend the internal Quality and Risk 
 Board.  



17. To ensure that all services work demonstrably to evidence and improve outcomes 
 for services users through high quality practice and the use of accredited tools for 
 measuring and analysing outcomes. 

18. To support managers to assess and address any identified issues of quality, 
 performance or risk and develop strategies to minimise the risks identified. 
 

Innovation 

19. To continually look for innovative, higher quality and more effective ways of 
 providing existing or new services which meet the changing needs of service 
 users, commissioners and policy makers. 
 

Stronger Strategic Growth and Partnerships 

Support the development of new service models, and strengthen Family Action’s 

presence and impact 

20. To be bold, proactive and creative in designing and developing new models of 
 service delivery 

21. To communicate and promote a positive public image of Family Action, 
 representing the organisation to increase professional and public awareness of its 
 work and of the views and needs of service users. 

22. To seek out and develop new contracting and funding opportunities and to take 
 every reasonable action to retain funding for existing services. 

23. To initiate, negotiate and develop effective working partnerships with 
 commissioners, partners and users of services and with colleagues within Family 
 Action. 
 

Strategic Partnerships 

24. To support the organisation’s development of a range of strategic partnerships in 
 order to expand our service delivery and impact across the UK. 
 

In addition 

25. To contribute, as a member of the Executive Group and Senior Leadership Team 
 and other strategic forums as required, to the overall development of Family 
 Action’s strategy, policies, procedures and plans for its services.  
 
26. To take joint responsibility with EG colleagues for the successful implementation of 
 agreed annual organisational priorities and to lead on aspects of those priorities 
 as required.  
 
27. To be a member of the organisation’s Equality and Diversity Steering Group and to 
 champion Family Action’s Diversity & Equality Policy and Ethical Policy in every 
 aspect of your work and positively promote the principles of these policies amongst 
 colleagues, service users and other members of the community. 



 
28. To comply with Family Action’s Safeguarding Policies, Health and Safety Policy, Data 
 Protection Policy and to protect your own and others’ health, safety and welfare. 
 
29. To work flexibly as may be required by the needs of the service and carry out any 
 other reasonable duties as required. 
  



 

 

Person Specification 
Director of Services and Innovation 

Head Office, Angel Gate, EC1V 

 

Essential Experience 

1. Experience in strategic planning and ability to identify and analyse external and 
internal trends that have the potential to impact on the organisation and to 
develop strategies based on long term perspectives with a commitment to 
continuous improvement across the organisation. 
 

2. Significant executive operational management experience of a broad range of 
service delivery in the statutory or voluntary sector with a proven track record in 
managing change and achieving organisational objectives in changing 
circumstances. 

 
3. Experience of high-level reporting to Board with Elected Members or Trustees.  
 
4. Experienced in leading on innovation and supporting an organisation’s growth 

agenda through identifying business opportunities and developing new delivery 
models in line with an organisation’s income diversification strategy as well as  
retaining existing services.   

 
5. Considerable experience of staff leadership, management and development, 

including managing HR/employee relations and the ability to translate 
organisational strategy into individual objectives, motivate people and build strong, 
cohesive services for our service users. 

 
6. Experience of identifying risk using professional judgement in prioritising and 

managing risks across the organisation (including, service user, safeguarding, HR, 
media, reputation, financial). 

 
7. Experience of  supporting business development and fundraising including writing 

bids, going to bid interviews.   
 
8. A proven track record of leading the development and delivery of high quality 

services, including evidencing the impact of service interventions, and turning 

around underperforming services. 

Knowledge, skills and attributes 

 
9. An effective team player, solution focused, and passionate about making a 

difference in all that they do. 



  
10. The successful applicant will have excellent project management, budgeting and 

business planning skills and an understanding of quality assurance principles, 
evaluation and monitoring mechanisms.   

 
11. The ability to contribute to the development and ensure the implementation of 

organisational systems, policies and procedures to support these and other 
activities.  

 
12. Demonstrate a high level of professional credibility, have the ability to promote and 

represent Family Action as well as establish good working relationships internally 
and externally with colleagues, commissioners and influencers. 

 
13. Emotionally resilient and able to cope in challenging and stressful situations. Ability 

to multi-task, to prioritise ruthlessly and to remain calm under pressure. 
 

14. The ability to communicate persuasively, succinctly and clearly with a wide range 
of people including commissioners, in writing and face to face in a variety of 
settings, from conferences to one-to-one meetings. The successful applicant will 
need excellent presentation and negotiation skills and demonstrate how these 
have been used effectively.  

 
15. An understanding of and demonstrable commitment to address issues faced by 

the broad range of Family Action’s service users with a commitment to continuing 
the development of coproduction throughout the service portfolio.  

 
16. IT packages – high level, range of IT, including electronic case management 

systems, including generating and analysis of organisational score card reporting. 
 
17. Able to evidence Family Action’s values at all times, which underpin Family Action’s 

mission of ‘building stronger families’ by: 
 
a) Being people focused 
b) Reflecting a ‘can do’ approach 

c) Striving for excellence in everything we do 
d) Having mutual respect for everyone we work with, work for and support through    
our services 
 

18. Self-motivated, as well as the ability and willingness to work flexibly and to travel, 

 with occasional overnight stays. 

Qualifications 

 The successful applicant will have a professional qualification and educated to at 
least degree level.  

 Social Work qualification (desirable) 

 Management qualification (desirable) 
 


