
Job Description: Director of Services 

 

Background Information 

 

Central London, like many cities across the world, is an exciting and stimulating place.  However for some, it is 
a place to go when things have gone profoundly wrong and there is nowhere else. When people are on the 
edge, rough sleeping, isolated and in despair there must be a place to turn. The Connection is there to be with 
people as they overcome that isolation, recover and move on to a meaningful, fulfilling life. However, this is 
not enough.  The experiences of people on the edge matter.  Their story must be told to those in a position of 
power and influence, so that rough sleeping is not an acceptable feature of life in the UK. 
 

The Connection has been growing, both before and during the Pandemic. As a result, the charity has been 
through an extended period of change including designing a new service model. Our team have worked 
extremely hard and very effectively to meet the challenges of the past year and we are keen to move to a 
period of consolidation.  The changes we have made include three key elements:  
 

 a decision to focus on support for rough sleepers in central London who have complex support needs 
and build stronger relationships with health organisations to access treatments;  

 the move from a night shelter in our Adelaide Street base to innovative temporary emergency 
accommodation in a hotel, for rough sleepers who are uncomfortable in traditional hostels (The 
Bridge) and; 

 the development of our supported accommodation project in Clapham including capital investment 
and changes to the support model (St Martins House). 

 

As our name suggests, The Connection has a commitment to working collaboratively with clients and a wide 
range of partners to enable rough sleepers to move away from the streets.  We place a strong emphasis on 
the quality of relationships internally and externally.  This means that the psychologically informed 
environment, trauma informed care and systems change are all important underpinning principles in our work.     
 

Alongside our partners in homelessness, we also work closely across the St Martin in the Fields family of 
organisations.  This presents opportunities for joint work in fundraising, communications and the development 
of best practice with like-minded organisations in other parts of the UK and beyond.  There are also operational 
challenges in balancing the needs of people who are homeless with those of the church business, worship and 
arts programme. 
 

Our Director of Services is a very important role for us and the post holder will: 
 

 Ensure excellent service delivery, staff wellbeing and a focused, highly effective team; 

 Manage external relationships and partnerships to maximise good outcomes for our client including 
developing opportunities with health organisations to improve treatment options for clients; 

 Take forward our emerging accommodation models at St Martin House and The Bridge with a view to 
scaling these models up in the future; 

 Provide financial management and secure resources for service delivery; 

 Oversee the development of our case management and impact measurement work; 

 Be the key lead Executive for service delivery, reporting to The Board of Trustees. 
 

 

 

 

 

 



  
Key Responsibilities 
 

 Oversee the delivery of the charity’s service model, updating and continuously improving  in 
consultation with the wider team, providing professional leadership and expertise; 

 Ensure that all systems, policies and procedures reflect best practice as well as legal compliance; 

 Oversee strong client involvement in the planning, delivery and evaluation of all service activity; 

 Oversee areas of significant operational risk (Equalities, Health and Safety, Safeguarding, GDPR), 
developing and ensuring implementation of policies and procedures, reporting to the board 
subcommittee responsible; 

 Ensure that each service has a robust plan to meet its objectives and outcomes and funding 
requirements; 

 Ensure good communication across the service delivery team through meetings, consultations and 
short life working groups.  Act as the senior lead for the Joint Negotiating Committee with Unite; 

 Ensure all service staff are recruited, inducted, supervised, supported and receive an annual review 
using consistent systems.  Take any appropriate action in consultation with the HR Manager. 

 Work with the Head of Finance and Procurement to ensure services have accurate, well managed 
budgets. 

 Authorise expenditure and act as a cheque signatory within agreed limits.  

 Undertake business planning for services, to provide a 3-5 year horizon, identifying opportunities to 
improve impact and achieve growth where there is demonstrable need; 

 Take forward service developments including securing significant resources through large trust bids 
and statutory tenders; 

 Oversee the charity’s outcomes framework, ensuring there are systems in place to demonstrate 
impact, all reporting is in place and teams are reflecting on data to continuously improve; 

 Maintain relationships and partnerships with other agencies on which CSTM’s work depends, 
representing the charity and allocating networking and feedback responsibilities across the team; 

 Work in partnership with the other entities on the St Martins site to ensure positive collaboration 
where possible; 

 Represent CSTM professionally and effectively with external stakeholders and take advantage of any 
opportunities which may arise to develop new projects or partnerships; 

 Assist the Chief Executive in raising CSTM’s public profile, taking part in meetings, forums, press, 
media and publicity activities as necessary; 

 Attend regular Leadership Team meetings and wider staff meetings to support the development and 
delivery of the charity’s strategy; 

Responsible to: The Chief Executive Officer and Trustees as part of the Leadership Team 

Responsible for: All service delivery teams 

Liaison with: Other Leadership Team Members and senior managers; colleagues across the wider 
St Martins site; members of the Westminster Homelessness Partnership. 

Job Purpose:  Ensure excellent service delivery and staff wellbeing; 

 Manage external relationships, particularly health partnerships; 

 Take forward our emerging accommodation models; 

 Provide financial management and secure resources for service delivery; 

 Oversee the development of our case management and impact measurement; 

 The Executive lead for service delivery, reporting to The Board. 

Salary  Points 58 – 62 £60,344 - £64,670 plus an additional on-call duties allowance of £2,200 
per annum. 

Contract: Full time and permanent 



 Attend Board meetings and other Trustee meetings as appropriate and at the request of the CEO; 

 Provide reports to the Board of Trustees and relevant sub committees on service delivery and 
progress against the strategy; 

 Undertake occasional duties as agreed with the CEO, including deputising where appropriate. 
 

 

 

3          Person Specification 

 

Knowledge and Experience 

Working strategically at a leadership level in an organisation providing services for people experiencing 
severe and multiple disadvantage. 

Experience of developing and delivering strengths based, psychologically informed services. 

Working with treatment agencies (drugs, alcohol, mental health) and associated 
funding/commissioning structures.  

Identifying and preparing buildings suitable for service delivery or capital development. 

Developing and maintaining partnerships and positive external stakeholder relationships 

Financial management and budget review across multiple cost centres  

Understanding of fundraising through Trusts, individual giving and company donations 

Working within a Leadership Team and a Board of Trustees. 

Safeguarding and other key policy areas associated with service delivery with people who have severe 
and multiple disadvantage 

Managing complex and potentially risky HR situations 

Monitoring and evaluation based on outcomes including data analysis, report writing and contract 
monitoring. 

Skills and Attributes 

A strategic mind-set and able to pull away from operational issues to consider the bigger picture and 
long term health of the charity as part of a team. 

Able to work autonomously to take forward and shape areas of work of key strategic significance with 
limited input from the CEO. 

Excellent organisational skills and the ability to support others to plan work. 

A role model to the wider staff and volunteer team, reflecting professional, values based leadership. 

Coaching and developing people to build a team and get the best from them 

Demonstrates gravitas and credibility in order to represent the organisation and build confidence 
internally and externally. 

Strong organisational skills and the ability to manage a complex workload 

Able to work flexibly, including occasional evenings and weekends. 

 

June 2021 


