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Job Description

Job Title:

Head of Community Services
Location:
Flexible Location/ Home Working
Accountable to:
Assistant Director, Community Services
Salary:
£47,000
Hours:
37.5 hours per week
Leave:
30 days holiday per annum plus bank holidays (currently 8 per year) This is pro-rated for any employees working less than 37.5 hours per week
Closing date:

Sunday 21st February 2021 at 11.30 pm
Interviews:                Week commencing 1st March 2021
To apply: 
Please email your application to shelterhocs@wjpfloyd.co.uk Your application should consist of a CV and supporting statement providing evidence of how you meet the first six knowledge, skills and experience points within the job specification. You do not need address points 7 and 8 or any of the behaviours as these will be assessed at interview if you are short listed. 
About Shelter 
A home is a fundamental human need, as essential as education or healthcare. Yet millions of people across Britain struggle on a daily basis with homelessness, bad housing conditions, soaring rents, discrimination and the threat of eviction. So, we are striving for change - with individuals, in communities, across society – and leading the way to a safe home.  

We need ambitious, best-in-class individuals who are passionate about our cause to join us in these unprecedented times. This is your chance to do the best work of your life, to play a part in the fundamental change we are striving to achieve. Apply to be part of our team and be the change you want to see in society.  

Our housing expertise is accessible through our website, National Helpline and in our Community Hubs. The evidence base from the advice we deliver across this network informs our campaigning for new laws, policies and the structural change that will end the housing emergency. 

Our strategy:

Our frontline services are seeing more people who are struggling with complex difficulties in their lives, such as a combination of homelessness, debt, mental health issues, addictions and criminal justice. We can only ensure those people can find and keep a good home, rather than being trapped in a revolving door of homelessness, if we ensure our services are designed with the fundamental needs of the individuals at the centre of our work. Our response is to:
· deliver our free national helpline providing emergency support for those who face an urgent housing or homelessness crisis whose problems cannot be resolved through online advice

· provide housing and homelessness advice online for all those who need, investing in developing new tools and online innovations to ensure people can get the right type and quality of advice 24 hours a day. Position our Community Hubs as bases for change in their communities

· Providing housing and homelessness advice and casework 

· Ensure that people who seek our help shape the way we help them

Community Engagement
Our Community Hub model is a mechanism to deliver progressive impact, working within and with the community to help people to keep, find and improve their home. Each Community Hub unlocks the potential to transform local housing and homelessness issues by aligning the expertise of Shelter with local partners.  We bring with us the ability to inspire action through the strength of our voice and our expertise and knowledge enables us to make lasting impact.

We have 12 Community Hubs located in England. Our ambition is to build on our community engagement work, working in partnership with local organisations, groups and activists to drive change at local level, but striving to ensure it is people who have lived experience who are at the centre. This progresses work undertaken in the current strategy to increase the involvement of people with lived experience in the design and delivery of Shelter’s activities – our services and our campaigns. Our communities offer will be focussed on change, both for our individual clients and for their communities, positioning Shelter’s housing expertise to inform and support local housing activism, creating opportunities for volunteering to support delivery of our strategy and prioritising the involvement people who have lived experience of the issues we are trying to address.   

Head of Community Services
	Main Objectives

	Strategic responsibility and oversight for the delivery of community services within a designated community hub region. 
To lead, inspire and manage a team of Hub Managers to deliver high quality, integrated community responses to local housing and homelessness issues.
Development of internal and external networks and partnerships, which support the Hubs in the delivery of strategy and help Community Services on their journey of moving away from siloed working to much closer collaboration with other parts of the organisation, and vice versa.
To deliver key strategic change programmes and projects impacting on community services delivery in Hubs– including delivering and realising the benefits from our community engagement programme. 



	Key Responsibilities

	Operational responsibilities:

· Line management of Hub Managers. 
· Support to implement and deliver the local Budget setting processes utilising this information to ensure accurate and sustainable financial management as well as resource modelling across the whole of Community Services.

· Overall responsibility for performance management of Hubs including contract management and performance of externally funded contracts and funding agreements.

· Service improvement and development based on evidence, data and insight of local issues, taking a test and learn approach to locally responsive delivery.

· Reporting on quality, compliance, evaluation and impact.
· Promote and embed practice with a commitment to equality and diversity, service user involvement and customer care in all aspects of governance, staff management and service delivery
Strategic responsibilities:
· To deliver a change programme with the Hub Managers to ensure Hubs inspire and enable people to support us in delivering systemic change for individuals and communities. 
· Lead, translate and have overall responsibility to deliver the scope of the organisational strategy that ensures systemic change across Community Services.

· Work proactively to deliver activities in a planned way, pre-empting risks and issues whilst recognising and capitalising on opportunities.

· Create mechanisms and tools to support the Hub Managers to deliver against the organisational ambition that Hubs are bases for change in their communities
· Ensuring hubs inspire and enable people to support us in delivering sustainable systemic change for individuals, the wider homeless community and local homeless practice.
· To champion and communicate effective the work of community services and hubs particularly to all managers and front line staff and other parts of the organisation
Promote and represent Services at all levels throughout the organisation and build strong and productive cross divisional relationships to ensure organisational resources are focused on supporting Services and that evidence, insights and data from Services inform our engagement, fundraising and influencing work.
Enable cognisant collaboration and integration with internal and external partners, ensuring community services now and in the future are mutually inclusive and deliver sustained changes that will benefit the local community. 

A key member of the Leadership Team with responsibility for a portfolio of programmes, strategic objectives and funded projects

Overtly role model the behaviours that our organisational culture requires.

	Diversity 
• 
All staff should adhere to Shelter's Equality Policy and will be expected to play a key role in its successful implementation


	Job Specification

	What is Shelter Looking For?


	How do we check if you have it?

Application = A

Interview = I

Assessment /Test = T

	Knowledge, Skills and Experience

	1
	Significant experience of people management in a large-scale organisation and in a range of sectors or settings – ideally in the third sector.

	A/I/T

	2
	Significant experience of community engagement, locally responsive delivery and evaluation 

	A/I/T

	3
	Works collaboratively with others for the good of the business; builds a network of good relationships and develops a thorough understanding of the organisation and the wider sector


	A/I/T

	4
	Significant experience of leading change driving efficiency and improving service effectiveness.


	A/I/T

	5
	Demonstrates creativity and innovation as part as a solutions focused approach, uses key information to make informed decisions in the pursuit of continuous improvement.


	A/I/T

	6
	Listens closely and communicates clearly both verbally and in writing; positively influences others and where appropriate persuades them to change their views, intentions or actions


	A/I/T

	7
	Demonstrable experience in financial planning budget and contract management 


	I/T

	8
	Experience of operating at a senior level with an external audience, engaging and influencing a variety of stakeholders 

	I/T


	Behaviour Profile

	Works Proactively

Demonstrates initiative, thinks ahead and takes prompt action to solve problems; completes tasks, overcomes obstacles and seizes opportunities.



	I/T

	Essential for this Role  -  Level 3
	

	Level Description 
	

	· Initiates actions even in challenging situations
	

	· Is not prepared to act in challenging situations
	

	· Tackles problems others have avoided

· Makes decisions to take advantage of opportunities which influence future events

· Turns new opportunities into goals and actions

· Motivates and challenges individuals and groups to be proactive even when meeting resistance

· Encourages continuous improvement

· Is prepared to go to beyond basic requirements in the interests of Shelter

· Creates a culture in which people can take initiative by empowering and encouraging others.
	

	

	Leads Change & Improves Performance

Responds quickly and positively to change, seeking to continuously improve performance by learning quickly from mistakes, celebrating  successes and constantly developing  people and processes.



	I/T

	Essential for this Role – Level 4
	

	Level Description
	

	Anticipates, leads and exploits change and creates a culture of continuous improvement
	

	Fails to maximise  business opportunites for change and promotes a negative view of change
	

	Behaviour Examples
	

	· Instigates a consultation process with staff  when change is anticipated

· Anticipates and plans the need for change through ‘what if’ scenarios, analysis of market information, etc.

· Develops high level business focused change strategies for product(s) or service(s)

· Provides inspirational leadership to align Shelter’s vision to major changes

· Ensures that new initiatives, strategies, processes and practices are planned and communicated so that implementation is streamlined and cost effective

· Creates a culture of continuous improvement and responsiveness to changing customer and stakeholder needs.

· Promotes celebrating success on an organisational wide basis

· Stimulates organisational and divisional change and captures learning for future action



	

	

	Demonstrates Creativity & Innovation

Applies creative thinking; challenges the status quo and introduces new ideas, methods and processes

	I/T

	Essential for this Role - Level 3
	

	Level Description
	

	· Thinks laterally and challenges the ‘status quo’
	

	· Waits for others to take the lead in bringing about change
	

	1. Questions the status quo to stimulate progress
2. Leads by example in taking measured risks when developing new ideas, where appropriate
3. Looks for new methods or processes to improve performance
4. Seeks solutions that others do not see by using imagination and considering and devising alternative approaches 

5. Creates innovative ideas, methods or processes that are new to the operation

6. Helps others to introduce new ideas, methods or processes which produce improvements to the organisation 

7. Creates a conducive environment to produce new ideas
8. Takes action to find and implement new solutions when faced with setbacks

	

	

	Client & Customer Focused 

Focuses on and understand the needs of internal and external customers, clients and other stakeholders and strives to deliver a prompt, effective and personalised service. ( For ‘customers’, please also read clients, stakeholders and audiences)

	I/T

	Essential for this Role - Level 4
	

	Level Description
	

	Builds long-term, beneficial business partnerships with customers
	

	Has a narrow range of, or short term relationships with customers
	

	Behaviour Examples
	

	· Anticipates and creates the opportunity to build mutually beneficial business partnerships with key customers

· Is attuned to and anticipates the changing nature of the customer’s business and  the wider sector

· Proactively networks in a customer organisation in order to build a business partnership

· Identifies and targets influential people inside the customer organisation and builds relationships with them

· Shares knowledge, experience and expertise with key customers

· Invests in building ‘slow burn’ relationships for long term gain

· Is respected within the customer organisation as a ‘trusted advisor’

· Identifies and takes action to support the customer’s long term business needs in line with Shelter’s strategic objectives



	

	

	Influences Others & Communicates Effectively

Listens closely and communicates clearly both verbally and in writing; positively influences others and where appropriate persuades them to change their views, intentions or actions.

	I/T

	Essential for this Role - Level 4
	

	Level Description
	

	Is influential even within a challenging environment and can use effective communication techniques to handle complex situations
	

	Fails to influence or is ineffective in  complex situations
	

	Behaviour Examples
	

	· Plans a long term influencing approach involving many groups and multiple media

· Networks with, and lobbies key people to identify and support own case with other groups

· Uses third parties and experts to influence and mediate

· Sells ideas, complex deals and business opportunities

· Applies and matches different influencing techniques to achieve significant outcomes for the business

· Uses interactive skills to chair meetings and facilitate groups effectively 

· Leads others by displaying appropriate communication in all situations

· Effectively communicates complex ideas to large audiences

· Communicates in a style that captures the audience and changes even opposing opinions

· Constructively challenges the status quo or constructively confronts others

· Highlights areas of agreement between conflicting parties and identifies the causes bringing about an appropriate resolution



	

	

	Results Driven & Commercially Aware

Committed to achieving results, takes personal accountability for work and understands and applies commercial and financial principles 



	I/T

	Essential for this Role - Level 4
	

	Level Description
	

	Plans strategically for the business using commercial/ financial expertise and drives the business forward
	

	Demonstrates limited application of commercial practice and allows others to dictate direction and pace
	

	Behaviour Examples
	

	· Drives efficiency and manages costs across the organisation, ensuring value for money is at the heart of all decision making.

· Promotes and drives Shelter’s strategy both internally and externally and contributes to its ongoing development.

· Demonstrates a thorough understanding of business, commercial principles and financial practices 

· Applies in depth commercial knowledge to achieve business goals 

· Maximises the advantages for the business in contractual negotiations 

· Develops and uses networks within the business and commercial environment to create or recommend new business ventures 

· Has the courage to champion new initiatives for an achievable business benefit, especially  when the benefits are long term 

· Generates a results-orientated environment paying attention to variations in performance

· Stakes own  reputation on the implementation of a project or initiative even where there is known resistance to overcome



	

	

	Applies & Shares Expert Knowledge

Demonstrates the specialist knowledge and technical requirements of the job; applies skills and experience to perform the job effectively, completes work to a high standard and shares knowledge across the organisation.



	I/T

	Essential for this Role - Level 4
	

	Level Description
	

	Uses professional expertise to break new ground at Shelter
	

	Does not maintain or apply  own expertise to develop the organisation
	

	Behaviour Examples
	

	· Is closely in touch with bodies and individuals who are making advances in own area of expertise

· Agrees and models leading-edge professional standards

· Uses professional expertise to develop strategic proposals for  organisational  improvements

· Seeks ways of integrating new  technologies, products or services into working practices

· Looks for new and leading edge technologies and methods of working and implements as appropriate

· Demonstrates credibility and is recognised externally as an expert

· Seeks opportunities to raise awareness in the marketplace of advances in Shelters professional expertise 

· Regularly publishes or presents on major topical and current  issues

· Establishes management practices that support the transfer of  knowledge across the organisation

· Champions processes and technical systems to facilitate knowledge and skill transfer



	

	

	Works Collaboratively with Others

Works collaboratively with others for the good of the business; builds a network of good relationships and develops a thorough understanding of the organisation and the wider sector

	I/T

	Essential for this Role - Level 4
	

	Level Description
	

	Builds  extensive networks and opportunities across the business and with business partners
	

	Does not create or exploit opportunities for appropriate business partnerships
	

	Behaviour Examples
	

	· Targets influential people internally and in external organisations and builds constructive relationships

· Encourages joint projects or sharing of resources when appropriate

· Encourages systems or processes for sharing resources across the organisation

· Creates opportunities to work with business partners and other agencies

· Anticipates and creates the opportunity to build alliances which increase Shelter’s credibility and help deliver Shelter’s strategy

· Shares knowledge, experience and expertise with useful contacts in other organisations

· Brings in contacts from outside who have experience and expertise to solve problems

· Uses extensive knowledge of overall business to improve organisational effectiveness

· Creates common business goals between different external agencies/partners and other stakeholders

· Builds cross divisional networks to ensure collaboration across the whole organisation

· Thinks and behaves organisationally and corporately, not just from a functional and divisional perspective

· Works collaboratively with other divisions and organisations  for the good of the organisation 



	

	

	Values & Respects Others

Respects other individuals; listens and takes into account different opinions, feelings and motivations; is trustworthy and acts with integrity; responds and acts constructively towards others.

	I/T

	Essential for this Role - Level 4
	

	Level Description
	

	Demonstrates high levels of social skills and ensures that the principles of equality and diversity are high on Shelter’s agenda
	

	Fails to engage with staff  and treats equality and diversity as a low priority
	

	Behaviour Examples
	

	· Values and respects the opinions and knowledge of others and actively  engages in consultation with staff and users

· Ensures that the organisation promotes staff well being, encouraging access to the appropriate support

· Recognises more complex aspects of how individuals interact and responds appropriately to maintain rapport and understanding at all levels within the organisation

· Acts as a role model for honesty and  integrity and actively supports and encourages whistle blowing within the organisation e.g. fraudulent or criminal behaviour

· Displays ability to manage organisational values and challenge behaviour  which is unacceptable to the organisation or against organisational values

· Creates an environment within Shelter which will not tolerate any form of discriminatory or disrespectful behaviour 

· Actively champions the principles of equality and diversity across the organisation



	


Terms and Conditions summary for candidates

The following terms and conditions are typically offered to Shelter staff on fixed term and permanent contracts and are set out here or your information only. Terms and conditions may vary according to circumstances and this summary does not form part of any subsequent employment contract.

Probationary period:
6 months with a review at 3 months. During the first 3 months the contract may be terminated with 1 weeks’ notice, thereafter it will be 2 weeks up to the end of the probation period.

Annual Leave:
30 days annual leave and 8 bank holidays per annum (pro rata for part time staff and those working less than a year)

Pension:
Contributory pension through AEGON, on condition the member of staff contributes at least 2%. Members of staff will be auto-enrolled in the pension on completion of three months employment.

The employer’s pension contribution will reduce to 7.5% on 1 April 2022 in a phased introduction. The phasing is as follows:

1st April 2019 – employer’s contribution reduced to 8.5%

1st April 2020 – employer’s contribution reduced to 8%

1st April 2022 – employer’s contribution will reduce to 7.5%

Life Assurance:

2 times your salary payable on death in service.

Sickness:
8 weeks full pay and 8 weeks half pay in the first year, on a sliding scale up to 24 weeks full pay and 24 weeks half pay after 4 years’ service.

Maternity/Adoption Leave:
Statutory Maternity/Adoption pay, allowances and leave are available for people with less than 1 years’ service. After which time people will be entitled to Shelter’s enhanced arrangements.

Co-parental Leave:

Up to 20 days paid leave (pro rata for part time staff).

Carers Leave:
Up to 5 days paid leave per year for the care of sick dependants.

Season Ticket:
A loan to purchase an annual season ticket for travel to and from work may be obtained with the agreement of your line manager. This is limited to £500 during the probation period.

Employee Assistance 

Programme:


Access to Shelter’s free personal support service
