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Senior Operations Manager


	Job Title:
	Senior Operations Manager

	Department:
	Community Services – Mental Health   

	Grade: 
	5

	Effective Date: 
	August 2026



	About the role

	To lead the operational delivery of the NHS Talking Therapies service, ensuring the service is safe, effective, accessible, responsive, and aligned with Turning Point’s Mental Health strategy, values, and contractual commitments. The post holder will provide senior operational leadership across the service, supporting high-quality, evidence-based psychological therapy provision, robust governance, effective workforce planning, and continuous service improvement.
  
The post holder will hold overall operational responsibility and full accountability for the NHS Talking Therapies contract, ensuring delivery against the service specification, commissioned activity, quality requirements, access standards, recovery, and reliable improvement outcomes, waiting time expectations, workforce requirements, financial controls, and contractual reporting obligations. They will manage a large, multi-disciplinary service and provide clear leadership to operational and clinical management teams to ensure the service delivers NICE-recommended, evidence-based interventions in line with NHS Talking Therapies guidance and the wider mental health agenda.

Key accountabilities: Summary of Key accountabilities	

Contract Management by ensuring that the NHS Talking Therapies contract is delivered in full against the agreed service specification, contractual obligations, performance standards, quality requirements, and financial parameters. This includes overall operational accountability for service delivery, access, activity, outcomes, reporting, commissioner assurance, contract review preparation, improvement planning and timely escalation of risks or underperformance.

Stakeholder Relationship Management by maintaining effective internal and external stakeholder relationships, including commissioners, ICB leads, system partners, primary care, secondary care, VCSE partners and employment support services. This includes regular communication, pathway development, contract review preparation, assurance reporting, information exchange, issue resolution and escalation of risks or opportunities in a timely and constructive manner.
Leadership by providing visible, accountable, and values-led leadership across the whole NHS Talking Therapies service, including operational and clinical management teams, managers, operational staff, and frontline staff. This involves setting clear expectations, creating accountability for delivery, supporting effective decision-making, and fostering a collaborative, inclusive and high-performing service culture.

Performance Management by working alongside the Insight Team and senior service leads to monitor, evaluate and improve overall service performance against NHS Talking Therapies KPIs, contractual targets and quality indicators. This includes access, waiting times, recovery, reliable recovery, reliable improvement, treatment completion, equity of access and outcomes, productivity, workforce capacity, demand and capacity, waiting list oversight, referral flow, step allocation, and data quality.
Resource Management: by managing resources effectively to ensure the service runs safely, smoothly, and efficiently. This includes workforce modelling, recruitment, retention, supervision capacity, productivity, skill mix, succession planning, property management, office space, procurement of equipment and materials, and allocation of budgetary resources.

Quality Assurance by ensuring that the NHS Talking Therapies service is delivered to high-quality standards and that appropriate assurance processes are embedded across clinical quality, operational delivery, safeguarding, clinical governance, supervision, data quality, audit, complaints, incidents, service user experience, lived experience feedback, equality, diversity, inclusion, health inequalities and contractual compliance.

Risk Management by identifying potential risks and vulnerabilities associated with the contract and developing strategies to mitigate these risks. This includes implementing safety protocols, contingency, action and service development plans, business continuity arrangements, safeguarding escalation routes, incident oversight, and risk mitigation measures to ensure continuity of operations and minimise disruption.

Continuous Improvement by driving continuous improvement initiatives to enhance operational efficiency, effectiveness, quality, and performance. This includes identifying opportunities for process optimisation, using service user feedback, complaints, compliments, outcomes, and lived experience to shape improvement, and overseeing implementation of best practice, digital developments, mobilisation activity, and service transformation.

Financial Management by monitoring and managing all financial aspects of the contract, including budgeting, forecasting, and cost control. This involves tracking expenses, analysing financial performance, identifying cost-saving opportunities, and ensuring adherence to budgetary constraints.

Reporting and Analysis: To lead and coordinate accurate, timely and meaningful reporting on NHS Talking Therapies contract performance, including KPIs, quality measures, activity, outcomes, finance, risks, data quality, national reporting requirements, and improvement plans. This includes preparing and presenting commissioner assurance, providing insight and recommendations for improvement, identifying trends and patterns, communicating findings to internal and external stakeholders, and taking a lead role in contract review meetings. Staying aware of national NHS Talking Therapies guidance, performance expectations, and best practice in mental health to identify opportunities for improving performance and delivery across the service.
  
Ensuring the NHS Talking Therapies service delivers clinical, operational, and contractual outcomes to the highest possible level of quality, within budget and in line with the agreed service specification. Variances in performance, quality, workforce, finance, demand, capacity, waiting lists, data quality, health inequalities, or contractual delivery must be identified early, understood and addressed through clear recovery and improvement plans.
 
Ensuring Turning Point’s quality management processes are used effectively by the service and that an infrastructure of independent, objective, and reliable checks and controls is in place and is used to inform changes to practice. 

To ensure that the clinical teams provide NICE-recommended, evidence-based NHS Talking Therapies interventions, supported by effective supervision, accurate clinical records, outcome monitoring, and timely clinical review. The post holder is responsible for ensuring robust operational oversight of safeguarding, incidents, complaints, clinical governance, and escalation routes, while maintaining clear separation from clinical accountability. The service must reflect the rights, preferences, and choices of individuals in an environment that is safe, healthy, maintains dignity and wellbeing, and is free from abuse or neglect, observing agreed safeguarding practices.
 
Support the organisation to achieve its long-term goals by ensuring the NHS Talking Therapies service is aligned with the Mental Health Strategy, national policy direction, commissioner priorities, and the agreed business plan.

 You will have overall accountability to ensure you lead the service to achieve its financial targets, by effective financial forecasting, budget development, control, and cost-effective operations within the service, always operating in line with Turning Point’s financial procedures, reporting progress and escalating concerns. 

You will have overall accountability to ensure you lead the service to achieve its financial targets, by effective financial forecasting, budget development, control, and cost-effective operations within the service, always operating in line with Turning Point’s financial procedures, reporting progress and escalating concerns. 

Contribute to growth and business development plans by managing and, where necessary, transforming the NHS Talking Therapies service as agreed with the Regional Operations Manager, Growth team and other stakeholders so that the contract is sustainable, competitive and well positioned for renewal, retender activity, mobilisation, digital development and service remodelling in accordance with the Mental Health strategy and business plans.

Contribute to Turning Point’s information management strategy and NHS Talking Therapies reporting requirements by; -  

· Ensuring all data and information relating to the service and its service users is accurate, complete, timely and shared appropriately with key stakeholders, including commissioners and NHS reporting systems. 
· Ensuring outcomes data and other information are entered accurately into corporate and NHS Talking Therapies systems in accordance with stated policies, procedures, national reporting requirements, and data quality standards. 
· Ensure that governance processes are implemented and used in accordance with stated policies, procedures, regulations, and NHS Talking Therapies requirements so that the service achieves its compliance obligations, including safeguarding, incidents, complaints, audit, information governance, equality, diversity, inclusion, and health inequalities oversight. 
· Ensure the effective flow of information within the service, with other services and with external parties, representing Mental Health and Turning Point’s corporate messages constructively and observing the organisational internal communication policies and procedures. 
· Ensure the wellbeing of service users, employees, and Turning Point's business interests by maintaining and acting upon a service Risk Register and Business Continuity Plan, escalating wider risks to the Regional Head of Operations as appropriate.



	Key Relationships

	
· This role reports to the Regional Head of Operations 
· This role directly line manages Deputy Clinical Leads and Operations Manager
Key internal relationships:

· Central support functions, including People and Finance teams.
· Operational management colleagues, including Area Managers, the Regional Operations Manager and managers.
· Team Leaders, the Strategic Clinical Lead, and colleagues across all levels of the service, engaging on a daily and weekly basis to support service delivery, provide guidance, and address operational issues.
· Business Development Team.

Key external relationships:

· Commissioners and contract managers: Regular engagement regarding contract performance, service development, assurance processes, information sharing, and the escalation of risks and opportunities.
· NHS Talking Therapies partners and wider system stakeholders, including ICB leads, primary and secondary care providers, VCSE organisations, employment support services, and local mental health networks: working collaboratively on service delivery, pathway development, inclusion initiatives, and partnership activities.
· Regulatory bodies and assurance forums: Supporting service monitoring, quality assurance, compliance, and continuous improvement.
· Partner organisations and external agencies: Collaborating on integrated care pathways, access and inclusion, risk management, and service enhancement initiatives.



	About you

	
Personal Attributes

· Excellent interpersonal skills in the pursuit of exceptional delivery of service outcomes to a range of stakeholders. 
· Excellent communication skills – both verbal and written, with the ability to turn technical language into plain English to enable clarity and engagement of clients, staff, colleagues, and customers/commissioners. 
· Robust and resilient personality that can respond and function within high pressure environments. 
· Relationship building with key stakeholders to be able to maximise outcomes. 
· Strong organisational and time management skills, helping others to develop and maintain operational delivery. 
· Delivering change in both the short, medium, and long term. 
· Flexible and adaptable leadership style and approach to achieve outcomes whilst maintain employee engagement. 
· Ability to lead locally, identifying needs and leading by engaging others at a strategic level to move towards action. 

Skills and Experience

Essential:

· Team management skills to lead and inspire a motivated and skilled team that consistently delivers or exceeds on its individual and service targets. 
· Project management skills to lead the successful implementation of projects, programmes, initiatives, and change. 
· Strong understanding of NHS Talking Therapies service specifications and the ability to translate contractual, clinical and performance requirements into operational delivery and service improvement.
· Able to identify and effectively manage organisational and operational risk and provide sound advice and action to mitigate. 
· Able to develop and operationalise locality-based plans that support access, outcomes, equity, workforce sustainability, contractual compliance, and long-term service performance.
· Able to prioritise activities and mobilise resources to achieve strategic outcomes.
· Comprehensive financial skills that include budget setting, forecasting analysis and effective cost management experience. 


Desirable:

· Management of clinical services  
· Demonstrable experience of holding overall operational responsibility for a commissioned contract, including performance, finance, quality, governance, workforce, risk, and stakeholder reporting
Acquired Experience & Qualifications

Essential:

· At least five years’ experience in health and social care
· Experience as a senior operational manager delivering large, commissioned services.
· Professional qualification in leadership / management 
· Strong understanding of NHS Talking Therapies for anxiety and depression, including stepped care, NICE-recommended interventions, routine outcome monitoring, access standards, recovery, and reliable improvement expectations.
· Experience of change management. 
· Experience of improving service performance, strengthening governance, and maintaining contractual delivery within a rapidly changing NHS Talking Therapies environment
· [bookmark: _Int_TtAqoD8F]Desire to be an active member of the mental health sector and provide a high level of contribution. 
Desirable:

· Professional qualification in either health or social care  
· Degree or equivalent qualification  
· Previous experience of managing CQC regulated services. 
· Previous senior leadership experience in NHS Talking Therapies or comparable commissioned psychological therapies services.

Other Requirements:

The post holder will be expected to work from the service for a minimum of three days per week. This requirement may increase in line with service need, operational priorities, commissioner requirements, workforce support, performance pressures, or business continuity requirements. Flexibility will be required to ensure visible leadership and effective oversight of service delivery.





	Our Vision and Values

	
For all colleagues at Turning Point, a key accountability is working to help us achieve our vision of constantly finding ways to support more people to discover new possibilities in their lives. The quality of our services means everything to us. The people we work with inspire us and in turn we look for new ways to inspire change. We owe it to the people we work with to grow and shape the future, because we believe in what we do.

Our values are central to the way that we work, behave and operate as we work towards achieving our vision
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