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About Staying Put 
 

Thank you for your interest in Staying Put. We hope this recruitment pack is helpful and informative. 

 

Staying Put is a domestic abuse and sexual violence charity working across the Bradford area. We 

support women, men and children who are survivors of domestic abuse and sexual violence. 

 

In 2019 we joined forces with charities Family Action and WomenCentre to create a one-stop-shop for 

survivors of domestic and sexual abuse. The new consortium, named Bradford Survive & Thrive, 

launched in October 2019, transforming services in Bradford and the surrounding area. 

 

Together we provide early intervention and prevention, specialist work with children and young 

people, recovery and confidence building and packages of practical and emotional support, work with 

perpetrators, counselling to children and adults and access to high quality crisis support, 

accommodation and housing, also moving away from support model to advocacy model with our 

practitioners trained as either Independent Domestic Abuse Advocates (IDVAs) or Independent Sexual 

Abuse Advocates (ISVAs). 

 

Staying Put has over 21 years of solid experience in helping those affected by domestic abuse and 

sexual violence to stay safely in their homes or community or, if necessary, to move into our 

emergency accommodation providing sanctuary for up to 38 families at any one time. With our head 

office in Bradford, Staying Put remains at the heart of the solution for people affected by domestic 

abuse and sexual violence across the area and will continue to be proactive in raising the profile of 

these terrible crimes. 

 

We put survivors of domestic abuse and sexual violence at the heart of what we do and we are 

continually looking for ways to make the survivor’s experience the very best it can be whilst accessing 

our services. We pride ourselves on delivering a holistic package of integrated support with a focus on 

three main priorities: Protection – Prevention – Provision.  

 

Our organisational culture consists of a deep passion for the work of the charity, a cultural diversity 

that is second to none, a high level of integrity and trust, plus a commitment to our people’s 

development and the development of our services. In this fast-changing environment our culture has 

evolved with stronger values and principles which underpin everything we do.  

 

As an organisation we are solution focused keeping prevention and resilience at the heart of 

everything we do.  We ensure survivors are never silenced, we listen to them and we respond. 

 

 

 

 

 

 

 



 

4 
 

 

Our impact 
 

During 2020, we took 12726 calls for help through our One Front Door helpline, which resulted 

in 5827 onto further services.  

 

In the financial year ending April 21, our accommodation services helped 65 women and 2 men. 

Our community hub helped 1259 people in total, 95% of which were women.  

 

 

Our vision, mission and values 
 

Vision Statement 

 

To lead the way in quality service provision to victims of abuse and violence, to remove the 

barriers that prevent people from speaking out and seeking help.  

Vision  

 

To live in a world free from abuse and violence, to be the change and inspire others to follow our 

example. 

Mission Statement 

 

We listen to the voices of survivors, believe in them and act to protect them.   

Values 

 

We operate ethically, guided by our beliefs and moral compass with commitment to: 

● Inclusivity – We value diversity and are committed to equality. We take pride in treating 

everyone with fairness, respect and the dignity that they deserve. 

● Integrity – We are open, honest and transparent. We are committed to doing what is best 

for all those involved with our service. 

● Passion – We are committed to working with people to overcome challenges, find solutions 

and achieve goals. 

● Change – Whilst remaining true to our roots, we continue to grow, innovate and develop 

our service to ensure we are able to meet the ever-changing needs. 

 

Our values ensure that we create a culture where we can all thrive.  
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Background to the role 
 

Twenty-one years ago, Staying Put was formed as a unique service to support women and their children 

fleeing domestic abuse, no one knew that it would become one of the most valued, niche service providers 

in the North of England.  

 

We celebrate twenty-one years of work without which, lives would not have been transformed, families 

rebuilt, and children and young people kept safe in the moment and for the future. It is because of this 

potential life-changing impact that the Staying Put staff and board, past and present, have worked tirelessly 

to effect lasting change. We constantly strive to create new ideas, new developments and new 

opportunities for our beneficiaries while strengthening our existing partnerships.  

 

Since our last significant period of growth in 2019 when we launched Survive and Thrive and took on our 

accommodation provision, we have continued to expand our services and staff team with more specific 

front-line roles. We are now at a point in our growth where we need to develop our structure once more 

and appoint an enthusiastic and committed Head of Operations and Client Care.  

 

This role is already an established role and works closely with the CEO and front-line senior managers to 

deliver high-quality services for our clients, overseeing the day to day co-ordination and management of 

the helpline, accommodation and community services.  

 

We are keen to align ourselves more closely with new government policies to join up domestic and sexual 

abuse and social care services through the violence against women and girls (VAWG) agenda and 

interpersonal violence against men, and to seize new opportunities to work more closely with local 

voluntary and statutory partners to provide ‘wrap around’ services to people experiencing domestic abuse.  

 

Over the last few years we have changed and seen significant growth moving away from being victim 

focussed to adopting the whole family approach, becoming more person-centred and less service-focused, 

and investing in new staff roles. By developing new funded services, we plan to extend service reach and at 

the same time create a sustainable business model.  

 

Who we are looking for  
 

The successful candidate will be someone with significant experience at operational level and who is a 

strategic thinker with excellent planning, implementation and project management skills. They will be 

organised in leading, managing and motivating a diverse team across different sites. Be an excellent 

communicator and have confidence in public speaking.  They will have the ability to operate calmly in a busy 

customer facing environment whilst being able to juggle a demanding workload with regularly changing and 

competing priorities. 

 

We are looking for someone who has experience of ensuring that governance arrangements are adhered 

to and can develop good practice to improve and evolve the processes and systems in place to meet the 

changing demands of our services.  
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The successful candidate will be someone with relevant experience in a senior role, a proven track record 

of, preferably in a charity context and experience of supporting vulnerable clients within a quality assurance 

framework. Educated to degree level, they will have a desire to deliver service excellence and be someone 

who will be an ambassador for Staying Put. They will be able to create excellent partnership relationships 

and have strong communication skills. A collaborative approach with excellent negotiating and influencing 

skills will be necessary for this role.  
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Job description 
 

Job Title:  Head of Operations and Client Care 

Reports to:  Chief Executive Officer 

Hours:  30 per week 

Salary: £43,962 pro rata (actual £35,170) 

Contract:  Permanent 

Holiday: 30 days (pro rata) plus bank holidays (pro rata) 
  

The role is based at our head office in Bradford with travel around the Bradford and Keighley areas. 

Flexible and home working options are partially available. 

 

Prime Objectives of the Post 

Reporting to the CEO this role will oversee the day to day delivery of seamless, high-quality service 
across all our client-facing provisions. The post holder will support the CEO to ensure the future 
development of Staying Put by leading the front-line staff team in the provision of high-quality, 
relevant and safe services to survivors of domestic abuse and sexual violence seeking helpline, 
refuge or community services, in line with Staying Put aims and principles.  
 
Along with senior managers, this role will take responsibility for the day to day co-ordination and 
management of all services, based on a collaborative team approach, which involves all staff and 
values their contribution.  
 
The Head of Operations and Client Care will work closely with colleagues across the Staying Put 
group, plan and implement quality improvement plans in order to deliver outstanding care in an 
efficient and cost-effective manner. This role will deputise for the CEO when necessary.  
 

Key Responsibilities  

Leadership  

1. Provide consistent leadership to managers across the services  
2. In the absence of the CEO to provide strategic and operational leadership  
3. Design policies that align with overall strategy 
4. Implement efficient processes and standards 
5. Co-Ordinate client service operations and ensure customer satisfaction 
6. Evaluate risk and lead quality assurance efforts 

Management 

1. Provide inspirational leadership to our service managers 
2. Mentor and motivate teams to achieve productivity and engagement 
3. Report on operational performance and suggest improvements 
4. Oversee budgeting to help the organisation optimise costs and benefits 
5. To work collaboratively with the HR Manager and develop robust and professional recruitment 

process, promoting seamless onboarding for all 
6. Co-ordinate compulsory, training for the management and front-line teams 

7. Coordinate regular operational management meetings to ensure consistency across all services  
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8. Supervise operational managers/team leaders/leads in line with Staying Put’s Performance 
Management policy. Ensure that these staff fulfil their responsibilities of their role to agreed standards. 

9. Ensure that there is adequate and appropriate cover for managers/staff during absence/leave. 
10. Facilitate the resolution of any difficulties/issues between, managers, staff and clients 
11. Ensure consultation with staff over significant issues. 

 

Quality improvement 

1. Support the Quality, Safeguarding and Governance Manager to design and plan quality improvement 
programmes  

2. Nurture a culture of quality improvement through encouraging and empowering individuals and teams 
to focus on improving service delivery. 

3. Promote a co-production approach to client involvement and in the delivery of high quality service 
4. Constructively challenge behaviours that hinder change or do not support the strategy and values of 

the organisation. 
 

Strategy 

1. Formulate business strategy with others in the executive team 
2. As part of the Senior Management Team provide strategic advice and support the CEO. 
3. To conduct consultation with both internal and external stakeholders to shape and develop services.  
4. To ensure delivery of agreed commissioned services, contracts and non-commissioned services 

working in partnership with stakeholders including the West Yorkshire Combined Authority, local 
authorities grant funders.  

5. To participate in, initiate and influence the organisation’s policy making and its implementation. 
 

Partnership and Communications 

1. Liaise and develop strong working relationships with relevant agencies in particular Survive and Thrive 
partners, Family Action and WomenCentre, individually and in multi-agency settings, in order to 
promote and develop Staying Put ’s services, voice and influence. 

2. Lobby for improvements in services and promote public awareness of issues regarding domestic and 
sexual violence and its effect on women, men and children through local, regional and national 
networks. Deliver talks and presentations as necessary. 

3. In collaboration with CEO publicise and promote the services offered by Staying Put and ensure 
promotional materials are relevant, user friendly and up-to-date. 

 

Governance 

1. Provide timely, accurate information and recommendations to the CEO. 
2. Work with the CEO and Quality, Safeguarding and Governance Manager in preparing the necessary 

documentation and policies required for good governance. 
3. Ensure that legal requirements are met, particularly in relation to child and adult protection, data 

protection, health and safety and employment law. 
4. Ensure health and safety standards are maintained and risk assessments are completed in relation to 

services, accommodation, offices, equipment and working practices. 
5. Promote awareness of the complaints procedure and facilitate its use as appropriate. 

 

Training and Development 

1. Attend mandatory training updates as required. 
2. Undertake training as necessary in line with the development of the post and as agreed with the line 

manager as part of the personal development process. 
3. Achieve and demonstrate agreed standards of personal and professional development within agreed 

timescales. 
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4. Take responsibility for identifying what learning you need to do your job better and jointly plan with 
your line manager what training you require. 

5. Participate in supervision, annual appraisal and personal development  

 

General 

1. To maintain oversight of the statistical data and information in order to contribute to the monitoring 
and evaluation of services 

2. To attend meetings and provide reports as required.  
3. To participate in regular support, supervision, reviews and appraisal meetings with line manager. 
4. To ensure that the service complies with the legal framework that protects the safety of vulnerable 

adults and children, adhering to the Local Safeguarding Adult & Children’s Board policies and 
procedures and the practical implications of this are understood.  

5. Undertake any additional duties as agreed with the line manager to ensure the efficient operation of 
Staying Put. 

6. Work within, support, and implement all policies and procedures of Staying Put.  
 

The duties of this post may vary from time to time, without altering its overall nature. 
 

Personal Responsibilities 

1. To be familiar with the aims and objectives of the organisation and the wider consortium partnership 
arrangements. 

2. To respect, support and work within all the organisation’s policies, procedures & case management 
system. 

3. To work together with all members of the organisation in the overall development of the organisation 
including planning, implementing and evaluation 

4. To reman up to date on all legal and practice issues relating to the role.  
5. To adhere to the Code of Conduct at all times. 

 

Responsibility or Assets, Materials etc. 

1. To be responsible for ensuring that resources and materials relating to the business of the organisation 
are kept up to date, accessible and appropriate for a range of service users and other providers.  

2. Responsible for the safekeeping of keys, cash, office materials and IT equipment 
3. To ensure that all data is kept and processed securely and in line with Data Protection Act, GDPR and 

Confidentiality Policy.  
4. Responsible for Health and Safety compliance across the service.  
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Personnel Specification 
(Essential qualities required) 

Experience • Proven experience as Head of Operations or Client Care or similar senior leadership 

role and in leading multiple client facing teams 

• Proven experience of delivering service change and quality improvement projects in 

complex and challenging environments 

• Proven experience in stakeholder management and engagement across multiple 

areas 

• Ability to work independently, make informed decisions and achieve objectives whilst 

working with continually changing demands and priorities 

• Proven experience of negotiating and influencing others 

• Proven experience of working with vulnerable individuals or families either in the 

voluntary/community or statutory sector 

• Proven experience of people management including performance management and 

discipline and grievance  

• Proven experience of driving service excellence, to specified quality standard with a 

focus on achieving continuous improvement 

• Proven experience of managing large budgets 

• In depth experience of providing services within a recognised quality assurance 

framework. 

• Understanding of health and safety issues especially those relevant to domestic abuse and 

sexual violence and lone working (Desirable) 

• Governance experience of working with trustee’s/board (Desirable) 

• Experience of successful change management process within an organisation 
 

Qualifications 

and Training 
• Education to degree level or equivalent 

• Experience of transformational change within a complex organisation to Masters level 

equivalent. 

• Evidence of significant self-development within the last 3 years. 

Special 

Knowledge & 

Skills 

• Ability to work both strategically and operationally. Capable of visioning future 
workable solutions as well as a willingness to roll your sleeves up and get involved in 
day to day operations 

• A strong commitment to the values of Staying Put 

• An understanding of the impact of domestic abuse and sexual violence  

• Demonstrable leadership and management skills 

• A sound understanding of the principles safeguarding including risk/need assessment, 
risk management and support planning. 

• Ability to relate positively to service users and an active commitment to user 
involvement. 

• Demonstrate commitment to equal opportunities and the ability to relate this to 
practice. 

• The ability to establish & maintain monitoring & evaluation schemes relating to area 
of work 

• Strong communications skills including an understanding of inter-agency working 
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• To work collaboratively with senior management team to contribute towards 
strategy, policy development and implementation. 

• Experienced in producing business cases and other senior level documents 

• Ability to interpret complex information and provide advanced analysis to address 
highly complex project issues. 

• Ability to complete complex audits of programs to demonstrate outcome-based 
performance improvements. 

• Proven ability to problem solve and to achieve change, whilst at the same time 
balancing operational demands. Ability to concentrate on complex project monitoring 
whilst responding to sudden unexpected demands. 

 

Practical and 

Intellectual 

Skills & 

Qualifications 

• Able to confidently use I.T software e.g. word, outlook, excel, access 

• Ability to plan, monitor and evaluate own work and organisational work 

• A high degree of literacy and numeracy with the ability to write clear & accurate 
reports 

• Familiar with case management systems 

Disposition/ 

Attitude 

• Ability to foster good working relationships within a diverse staff team, including 
maintaining motivation and conflict resolution. 

• The ability to work consultatively and collaboratively with staff on all levels and 
across the service. 

• Understanding of and commitment to ensuring professional confidentiality. 

• Ability to make decisions and convey them to staff effectively. 

• To be an ambassador of the organisation by upholding its values. 

• To work collaboratively with senior managers to contribute towards policy 
development and implementation. 

• Adaptable and able to grow with the business 

Personal 

Attributes and 

Circumstances 

 

• An understanding of the feminist perspective on how gender, social, economic, race, 

cultural, linguistic, religious and sexual orientation issues may impact on people’s 

lives 

• To demonstrate a commitment to the principles of equal opportunity and diversity 

ensuring inclusivity across all aspects of service delivery 

• Non-judgmental, non-directive and anti-discriminatory approach 

• High level of self-motivation and ability to think creatively with a ‘can-do’ attitude 

that can inspire others 

Personal 

Circumstances 

• Eligible to work in the UK 

• Full driving licence and access to a car for work purposes. 

• A DBS check will be carried out for this post 
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Terms and Conditions of Employment 
 

Job Title Head of Operations and Client Care 
 

Salary £43,962.50 pro rata (£35,170 actual) 
 

Hours of Work 30 Hours per week  
The post holder may be required to work some unsocial hours. 
Flexible working – core hours are 10am until 4pm – see Flexible working policy 
 

Annual Leave 

 

30 Days (pro rata for part time employees.) 
 
The annual leave year runs from 1st April to 31st March. 
 

Bank Holidays 

8 Statutory Bank Holidays (pro rata for part time employees) 
 

Pension 

 

Staying Put offers an employer contribution of 3% to the company’s stakeholder 
pension scheme with auto enrolment after 12 weeks.  Employees can contribute on a 
regular basis to their pension plan. 

Wellbeing Staying Put regards the health and well-being of their staff as pivotal to creating a 
healthy workforce.  Therefore, Staying Put provides an EAP service to all staff and a 
quarterly wellbeing bonus to all staff confirmed in post.  
Agile Working and Flexible Working policies are in place to assist with work life 
balance. 

Employee Benefits An employee discount scheme is in place for all employees.  
 

Probationary Period  The post holder will need to satisfactorily complete a 6-month probationary period. 

 

Expenses & Car Usage Expenses are reimbursed in line with the expenses policy. 45p per mile is paid to staff 

that use their own vehicles for journeys they have to take in the performance of their 

duties. 

 

Sickness Years of service 

Up to probationary period 

 

Post Probationary period 

 

Full pay 

SSP Only 

 

2 months 

Half pay 

SSP only 

 

2 months 
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Organisation Structure for Head of Operations and Client Services
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How to Apply 

 

This is an exciting time to join the organisation following a period of growth and a real chance to now embed 

working practices going forward, making us a sustainable business for our clients and survivors.  

 

In return we offer a full induction, generous holiday entitlement, pension scheme, employee discount and 

Employee Assistance Programme as well as wellbeing initiatives.  

 

If you have the desire to deliver services that improve the lives of people affected by domestic and sexual abuse 

and you believe you have the relevant skills and experience and commitment to Staying Put’s vision, mission 

and values, we would love to hear from you.  

 

Visit https://stayingput.org.uk/about-us/work-for-us/ to download an application form. Please complete all 

sections including the “additional information” section demonstrating how your experience, skills and abilities 

meet the person specification detailed above.  

Please return the application form in Word format and the recruitment monitoring form to 

sprecruitment@stayingput.org.uk before the closing date below.  

 

Please email the address above if you have any questions about the role, process or application.  

 

Staying Put is committed to promoting equal opportunities in employment. We strongly value diversity, 

promote equality and challenge discrimination. We encourage and welcome applications from people of 

diverse backgrounds and people with lived experience of disability.  

 

Recruitment timetable 

 

 

Action Date 

Opening date / advert W/C 10th January 2022 

Closing date Friday 28th January 2022 

Shortlisting 3rd/4th February 2022 

Interviews W/C 7th February 2022 

Appointment start date TBC 

 

https://stayingput.org.uk/about-us/work-for-us/
mailto:sprecruitment@stayingput.org.uk

