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Role Profile


Head of People (Support Services and Projects)




Role Purpose 
This role exists to lead and deliver the people strategy for Support Services and group subsidiaries, driving organisational change, high performance, and a positive culture. This role ensures that people practices are aligned with strategic objectives, enabling the charity to achieve its goals and sustain growth through skilled leaders, effective structures, and high performing teams. 

Key Accountabilities   
Business Strategy
· To provide leadership and oversight of the development and delivery of the people strategy for Support Services and group subsidiaries, ensuring alignment with organisational goals and fostering a culture of high performance, which enables the charity to achieve its strategic objectives.
People
· To identify HR priorities and determine the people strategy for Support Services and group subsidiaries, recommending and implementing solutions that drive departmental and organisational success.
· To act as a business partner to the CFO, CPO, CQRO, CIO, and Support Services Executive and SLT members, advising and coaching on all people matters, to enable the charity to meet its growth, quality, and engagement objectives.
· To own the organisational approach to job design, leading job design interviews, supporting leaders to create comprehensive and clearly articulated role profiles, and overseeing the evaluation and benchmarking of all new roles, to ensure that every position is well-considered, transparent, and aligned with organisational objectives and standards.
· To lead the design and evaluation of operating models and job roles within Support Services, ensuring fairness, transparency, and clarity of accountability, which supports effective organisational structure and performance.
· To coach and support leaders and managers across Support Services, enhancing leadership capability and decision-making, to build a flexible, responsive, and innovative workforce.
· To oversee and guide all performance management activities, including performance and personal development reviews, to ensure continuous improvement and achievement of workforce KPIs.
· To provide expert advice on complex disciplinary and grievance matters, including mediation where appropriate, to achieve satisfactory outcomes and uphold organisational integrity.
· To develop and deliver leadership and management capability programmes, recommending training and coaching interventions as required, to strengthen leadership across the organisation.
Legal and Risk
· To identify and manage risks and issues affecting Support Services teams, providing recommendations for mitigation, to ensure the achievement of the people strategy and organisational resilience.
· Actively plan and implement change initiatives, coordinating the provision of advice on HR best practice, legal implications and business requirements in conjunction with the Shared Services to manage, monitor, and mitigate organisational risk. 
· To lead regional People Risk management, analysing, interpreting, escalating, and mitigating risks and issues, creating the right initiatives and support, and  ensuring resources are in place for compliance with all legal, regulatory, organisational, person-centred and contractual requirements. 

Transformation
· To design and implement organisational change initiatives (including mergers and acquisitions) within Support Services and group subsidiaries, managing people impact and risk, to ensure smooth transitions and sustained organisational growth.
· To champion change, effective communication, continuous improvement, and empowerment within Support Services and group subsidiaries, securing motivation and loyalty, to maintain a positive and high-performing organisational culture.

Finance
· To monitor and report on the financial performance of operational people teams against agreed plans, targets, and budgets, presenting recommendations to address issues or capitalise on opportunities, to ensure effective resource management.
Leading and Managing a Team
· Lead, develop and motivate their leadership teams to attract, retain and develop the capacity, capability and talent to create a high performing teams and achieve strategic objectives.
· Set expectations and  manage, monitor, coach and develop team members to ensure that they maximise their performance, meet the required standards, and continuously develop their capabilities and experience

  Scope and Geography	This is a national role operating in Scotland and England
Travel Expectation 	Regular national travel is expected. 
Collaboration 	It is expected that the post holder will work proactively and collaboratively with  Operational leaders across the charity, supporting business partners, managers, and specialists and in particular will liaise with Executive and Senior Leadership Team
Budgets	This role will be accountable for the People Support Services budget 
	 
	Best Lives, Bolder: Success Measures

	Excellence

	· Employee Relations and Risk Management: Effective resolution of complex disciplinary and grievance matters, and proactive identification and management of risks. Sources: Case records, mediation outcomes, risk registers, and compliance audit reports.

	Enabling
	· Change Management: Successful design and implementation of organisational change initiatives, including mergers and acquisitions, with positive people outcomes and managed risks. Sources: Change management plans, post-implementation reviews, staff surveys, and feedback from leaders and teams.
· Job design and role clarity: Comprehensive and transparent job design processes, with clear role profiles and benchmarking of new roles. Sources: Job design interview records, benchmarking reports, feedback from leaders and colleagues.
· Leadership development and capability: Delivery of leadership and management capability programmes, coaching interventions, and support for leaders and managers. Sources: Programme participation records, coaching logs, performance review data, and feedback from managers and team members
· Performance Management: Oversight and guidance of performance management activities, including achievement of workforce KPIs and continuous improvement. Sources: Performance review records, KPI dashboards, and improvement initiative documentation.
· Team Leadership and development: Attraction, retention, and development of high-performing teams, with clear expectations and ongoing coaching. Sources: Team performance data, retention and development records, feedback from team members.

	Influence
	· Internal Relationships: Proactive and collaborative working relationships across the charity, with evidence of influence beyond immediate teams. Sources: Records of cross-functional projects, stakeholder feedback, and impact assessments.

	Reach
	· Growth: Effective leadership and people support for mergers, acquisitions, and other growth-related projects, ensuring positive colleague experiences and managed risks. Sources: Change management plans, post-merger/acquisition reviews, staff surveys, and feedback from project teams.
· Projects: Initiatives that grow the charity’s impact or innovate in how people are supported, with measurable outcomes at a national scale. Sources: Project documentation, innovation logs, feedback from beneficiaries, and evidence of increased reach or service delivery.

	Structure






Qualifications, Experience, and Knowledge (e essential; d desirable)
· Relevant degree in Human Resources/ CIPD Level 7/ or suitable equivalent work experience 
· Experience working in a senior role within a complex organisation.
· Broad HR experience working as a Senior Business Partner or in a similar role with strategic responsibility. 
· Proven experience in leading and delivering people strategy within a complex, multi-site or national organisation.
· Demonstrable experience designing and implementing organisational change initiatives.
· Experience leading people impact analyses and identifying and managing organisational risk 
· Experience of mergers and acquisitions – including due diligence, TUPE, transfer, and integration.
· Experience in coaching and supporting senior leaders and managers to build leadership capability and drive performance.
· Significant experience in change management, with the ability to partner with leaders at all levels to strengthen their capacity for leading change.
· Extensive experience leading organisational design and development projects within a large, complex organisation, and implementing OD&D interventions that support alignment with strategic goals and operational priorities.
· Experience in job creation and design and job evaluation (eg Korn Ferry Hay)
· Experience leading or managing projects
· Knowledge of UK employment law
· 

Competencies, Skills, and Abilities (e essential; d desirable)
· Building and Maintaining Relationships: Exceptional relationship building skills and experience of influencing and working effectively with senior stakeholders and other colleagues through facilitation, presentation, negotiation skills and where appropriate constructive challenge
· Strategic Thinking: Ability to align people strategies with organisational objectives, anticipate future needs, and design solutions that support sustained growth and high performance.
· Problem Solving: Excellent problem solving and creative thinking skills, especially in a complex and urgent environment.
· Stakeholder Engagement: Excellent stakeholder engagement skills, with experience working with senior leaders and external partners.
· Data analysis: Ability to collate, manage and analyse data to provide organisational insight through trends, themes and put into action plans.
· Change Leadership: Demonstrated ability to champion and lead organisational change, including mergers and acquisitions, ensuring people impacts are managed and positive outcomes are achieved.
· Risk Management: Proficiency in identifying, assessing, and mitigating risks related to people and organisational change, ensuring resilience and compliance.
· Coaching and Mentoring: Experience in coaching and supporting leaders and managers to enhance leadership capability, decision-making, and team performance.
· IT skills: Great working knowledge of Microsoft Packages – particularly Word, Excel, PowerPoint, and Teams.
· 

Personal Attributes (e essential; d desirable)
· Integrity and Professionalism: Acts as a role model for ethical behaviour, fairness, and transparency, upholding the charity’s values in all decisions and interactions
· Resilience: Maintains composure and effectiveness under pressure, adapting positively to change and setbacks
· Empathy and Emotional Intelligence: Demonstrates genuine care for colleagues, listens actively, and responds sensitively to the needs and concerns of others
· Proactive and Improvement-Oriented: Seeks opportunities to drive positive change, continuously improve processes, and deliver better outcomes for people and teams.
· Collaborative: Builds strong, trusting relationships across the organization, working constructively with diverse stakeholders to achieve shared goals.
· Courage and Accountability: Willing to challenge constructively, make difficult decisions, and take responsibility for outcomes.
· Strategic Perspective: Maintains a broad organizational view, balancing immediate needs with long-term objectives and the wider impact of decisions.
· Adaptability: Comfortable with ambiguity and able to adjust approach in response to evolving priorities or complex situations.
· Positive Attitude: Approaches challenges with optimism and enthusiasm, inspiring confidence and motivation in others.
Tasks and Responsibilities (representative, not exhaustive)
· Identify operating models for teams which best support the achievement of departmental goals and develop fully considered implementation plans
· Design and deliver organisational change, ensuring the people impact is managed and mitigated, assessing risks and opportunities
· Lead mergers and acquisition activity from a People perspective from due diligence through integration – ensuring the change journey is people focussed and managed well for a positive colleague experience.
· Lead the performance and potential cycle for Support Services
· Own the organisational approach to job design, ensuring roles which are created are well considered and clearly articulate the accountability of the post holder
· Lead job design interviews and support leaders to create well rounded, full role profiles 
· Oversee the evaluation and benchmarking of all new Support Services roles.
· Conduct regular reviews of organisational structures to identify opportunities for streamlining, cost savings, or improved service delivery.
· Prepare and present reports to the Board or relevant committees on people strategy progress, risks, and opportunities.
· Delivering HR initiatives across the full HR spectrum
· Design, plan, and deliver change and transformation projects for Support Services and ensuring all colleagues are engaged in the changes impacting them
· Plan, manage, and deliver organisational change activity to meet business drivers including growth, acquisition, integration, end of contract and restructure scenarios (for example, TUPE, redundancy and restructuring programmes).
· Identify, advise, and support resolution on people issues, liaising with Employee Relations and Employment Law as required.
· Support the identification of individual and collective development needs, contributing to the design and delivery of development interventions
· Meet regularly with members of ET and SLT to discuss their plans and people issues to ensure appropriate strategies are in place to support achievement of their departmental goals.
· Review appropriate workforce metrics for Support Services, identifying trends, risks, and opportunities and driving plans to address.
· Develop and implement talent management strategies to identify, nurture, and retain high-potential employees across Support Services and group subsidiaries.
· Oversee the development and monitoring of workforce analytics dashboards to provide actionable insights for leadership decision-making.
· Support the integration of new subsidiaries or service lines from a people perspective, ensuring alignment with organisational culture and values.
· Advise on and support the resolution of complex organisational disputes or escalated employee relations cases, working closely with legal and ER teams

Behaviours and Values
At Community Integrated Care “how” you approach your work is just as important as “what” you do. With that in mind, we have outlined the key behaviours that we look for at each level in our charity. This role aligns with level 2 in our guide to behaviour. 

Job Evaluation

Internal Evaluation Level: 2


  




  							


Chief Corporate Services and People Officer


Head of People (Support Services and Projects)


People Specialist


People Business Partner (Arc)
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