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Operational Manager (Employment Services)
  
	Position 
	Operational Manager (Employment Services) 

	Location 
	East Kent / North Kent 

	Salary 
	£40K+

	Reports to 
	Senior Operations Manager 

	Role Overview 
	To contract and performance manage the Connect to Work contract within Employment Services


Introducing Forward Trust 
 
We are Forward, the social enterprise that empowers people to break the cycle of crime or addiction to move forward with their lives. For more than 30 years we have been working with people to build positive and productive lives, whatever their past. We believe that anyone is capable of lasting change. Our services have supported thousands of people to make positive changes and build productive lives with a job, family, friends and a sense of community. 

We are seeking an experienced and motivated Operations Manager to lead the delivery of our Connect to Work (CTW) including IAG, pre‑employability, employability and IPS-related activities. You will be accountable for operational management, performance, quality, compliance, and staff development across the contract.
This role combines strategic oversight with hands‑on leadership, ensuring services meet all contractual requirements and deliver excellent outcomes for participants. You will also provide oversight of IPS fidelity, supporting high-quality supported employment delivery.
 
Key responsibilities
 
1. Operational Leadership

· Lead the operational management of information, advice and guidance (IAG), pre‑employability, employability and other relevant Employment Services functions.
· Mobilise the community contract and ensure the service meets all contractual, performance, compliance and quality targets.
· Attend ES Management Meetings and other relevant meetings/events as part of the senior leadership structure.
· Promote a culture that develops learner/jobseeker confidence, resilience, emotional intelligence and self‑esteem.

2. IPS Fidelity & Quality Assurance

· Lead the assessment, monitoring and improvement of IPS fidelity, ensuring continuous compliance with IPS principles.
· Oversee quality assurance activity, case audits, reflective practice and improvement planning across IPS delivery.
· Support staff to maintain IPS standards through supervision, coaching and Quality & Learning Meetings (QLMs).
· Contribute to the Employment Services Quality Group and ensure all delivery aligns with organisational quality frameworks.

3. Performance & Contract Management

· Lead all aspects of performance management across the contract.
· Support the development and analysis of the monthly performance dashboard.
· Ensure weekly performance reporting and monthly reviews are completed to a high standard
· Monitor KPIs, set expectations with staff, and ensure timely achievement of contractual requirements.
· Maintain the highest standards of contractual compliance at all times.

4. Finance, Planning & Business Growth

· Input into the preparation of budgets and participate in monthly management account reviews with senior leadership.
· Contribute to tenders, proposals and bids to retain existing contracts and secure new opportunities.
· Support business planning and resource allocation to maximise contract delivery and performance.

5. People Management & Coaching

· Line up high‑performance culture, accountability and professional development within the team.

6. Employer Engagement & Labour Market Integration
· Work closely with the Employer Engagement/Key Accounts team to ensure job and apprenticeship vacancies align with participant needs.
· Support the delivery of job fairs, workshops, employer events, and other activities that prepare participants for work.
· Encourage employer partnerships that promote inclusive recruitment and workforce development.

7. Stakeholder & Partnership Collaboration

· Work effectively across community and prison settings, maintaining strong relationships with key partners including:
· Prisons & Probation
· JCP
· NHS Trusts
· CRCs
· Local Authorities
· Employability and skills providers

· Ensure Employment Services is represented positively and professionally across all networks.
· Promote employment as a positive intervention, strengthening internal referral routes and cross-team collaboration.

8. Compliance, Safeguarding & Governance

· Ensure full compliance with all contractual, IPS, safeguarding, Prevent, Health and Safety and organisational policies.
· Lead adherence to data capture protocols and ensure accurate case records and reporting.
· Maintain effective monitoring and evaluation processes, keeping abreast of best practice in employability and vocational rehabilitation.
· Support continuous service improvement through co‑production with service users and collection of employment success stories, including video case studies.

9. Caseload Oversight & Workload Management

· Ensure caseloads are managed effectively across the team, with appropriate prioritisation and timely support.
· Review staff workloads regularly to ensure efficient delivery and strong participant outcomes.
 
Person Specification 

Below is a list of the qualities that we are looking for in applicants to this post.  Please address each of these points in your application. 
Experience

· Has proven leadership experience in employability, skills, IPS, community services or related fields.
· Understands performance management, quality assurance, contract delivery and compliance.
· Can confidently lead teams, develop people and promote high-quality practice.
· Builds positive relationships across employers, partners, clinical teams and community stakeholders.
· Is highly organised, analytical and able to manage multiple priorities.
· Is committed to empowering individuals into sustainable employment and delivering high-impact services.

Skills/Knowledge
· Information, Advice and Guidance, skills, apprenticeships and employability commissioning
· ESFA, MOJ, DWP compliance and audit requirements
· LEP/Combined authority skills and economic strategies and plans
· The issues and challenges facing Forward Trust client/learner groups and other social mobility cohorts
· IAG Level 4 or Employability Practitioner Apprenticeship Level 4



Desirable

Experience
· Experience of working in the social enterprise sector

Skills/Knowledge
· Knowledge and understanding of mental health, physical disabilities, offender services, substance misuse/recovery services



Forward’s Mission and Values 
 
Our vision:  
Is that anyone, whatever their history and circumstances, can find the help they need to turn away from a life of crime and/or addiction, to build a fulfilling and productive life with family, work and community, while inspiring and supporting others to follow the same path. 
Our mission: 
Is to bring lasting change to people’s lives, away from addiction and/or crime by delivering services that inspire the belief in a better life, and provide clear steps to achieve this change- bringing benefits to our service users, their families and communities.  
Our values:  
Underpin all of our work. They are at the heart of Forward - who we are, what we do and how we do it. 
Empowering: We pride ourselves on treating others with care, respect and dignity, whether our clients, colleagues, supporters or partners. We believe in nurturing self-belief and independence to empower people to achieve their goals. Through the inspiration of others and by being honest and approachable we aim to support people to build the trust and courage to be the best they can be.  
 
Collaborative: We seek out opportunities to collaborate with others, identifying common goals and complementary expertise and abilities. Through a respect for the strengths and differences of others; effective and open communication; and a commitment to remaining flexible in our approach, we strive to achieve the best outcomes together.  
 
Expert: We approach problems using insights and evidence to find a solution. Our approaches are proven to work and make a positive impact. We are trusted experts, consistently delivering quality whilst remaining adaptable and resilient in the face of change.  
 
Courageous: We are deeply committed to our work and ambitious in what we can achieve. We are unafraid to challenge or speak up if it’s needed to do the best work we can. We are courageous enough to not only embrace or generate change where it means we can make an even bigger difference, but also to take responsibility to play our part in delivering that change.  
 
Innovative: We embrace creativity in all that we do. Whether seeking out new approaches, adapting and responding to changes around us, solving problems, engaging others or finding smart and cost effective ways of working, we actively look for innovative ideas and new solutions in our efforts to do our best. 
 
Competencies 
Self-Awareness/Management: Sets, maintains and reflects on appropriate professional/personal boundaries within the workplace. Has the self-awareness to state accurately her/his personal responsibility and skill level. 
Relationship Building: Builds strong, professional and positive relationships with all. Establishes a reputation for modelling trust and collaboration across Forward. 
Effective Communication: Provides timely and high quality information to the appropriate people. Delivers open and clear expression of ideas and opinions, both face-toface and through written medium. Listens effectively and responds appropriately with others. 
Honesty and Integrity: Interacts with others in a way that simulates trust and confidence; employs a set of behaviours based on a strong sense of fairness and discretion, honouring confidentiality and always acting in a manner consistent with the values of Forward. 
Open to Change: Accepts that change will always be a feature of Forward: responds positively to new developments and adapts successfully to evolving circumstances and events. 
Positive Attitude: Bases behaviour on a positive set of beliefs, demonstrating a “can do” mentality that seeks solutions and answers to situations; valued by others for her/his affirming and helpful working style. 
Commitment and Accountability: Answerable for her/his own personal actions; understands the link between her/his own responsibilities and activities, as well as the broader organisational goals of Forward. Rises above personal circumstances and implements a plan of action when confronted by issues or problems. 
Creativity and Innovation: Generates ideas about, and forms approaches to, the work s/he undertakes. Open-minded and considers how s/he can constantly refresh the way in which s/he carries out duties for Forward. 	 
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