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	JOB TITLE
	HMCTS Operations Support Manager – Workforce

	DATE
	January 2026

	DIVISION 
	Public Sector FM

	SITE / OFFICE
	Home-based with UK travel as required

	REPORTS TO
	Senior Operational Planning Manager



ROLE OVERVIEW	
As an Operations Support Manager, you will own and control a critical operational portfolio across the national HMCTS security contract, enabling outstanding service delivery and KPI compliance through the effectiveness of your work. You will be a figurehead for the discipline you represent, setting standards both internally (across the contract workforce and the wider OCS business), as well as externally (engaging with HMCTS as well as external suppliers, as appropriate). 

You will lead the Workforce portfolio, with a mandate to control and organise the master data, colleague-level fidelity and organisational structure behind the operational workforce, as well as projecting and forecasting recruitment needs based on patterns of leavers, changes in contractual requirements and recruitment and onboarding performance at region and area level. 

Your primary responsibilities encompass:

· Owning and controlling the operational workforce plan – maintaining a detailed and rigorous knowledge of HMCTS core contract resourcing, drawing on the commercial team to understand the changing shape of the SPL and the associated resource needs 
· Acting as the gateway for workforce master data on MHR (iTrent), using your knowledge and influence to ensure that colleagues occupy the correct positions, with accurate reporting lines, and that their records reflect their true contractual terms including working hours and holiday 
· Understanding and controlling the vacancy position across the operational workforce, signing off Eploy vacancy requests and tracking the progression of candidates through the recruitment pipeline into the workforce, so that the sum of vacancies and filled roles matches the workforce plan 
· Managing the onboarding process for operational colleagues post-recruitment – understanding their position in the pipeline, coordinating the onboarding steps such as IT, uniform and pre-start learning, coordinating each colleague’s entry into the Lighthouse network, and handing off to the line manager after completion, working closely with the OSM Training & Skills throughout each cycle 
· Act as the contract SME for Inclusive Recruitment, building a network with Social Value colleagues from elsewhere in the Group to develop HMCTS into a beacon for Inclusive Recruitment  







KEY TASKS & RESPONSIBILITIES
[bookmark: _Hlk494443248]
Safety & Compliance
· Work safely and stay alert to potential risks and hazards in respect of your own work as well as the rest of the contract 
· Support the achievement of safety objectives across the contract by ensuring that safety awareness and pre-employment learning is a foundational element of the onboarding process 
· Support the contract’s compliance agenda, specifically in relation to Workforce, by controlling and championing accuracy in the nominal roll and associated master data

Fulfilment
· Through your diligence and attention to detail, become the contract authority on the state of the Workforce, in particular the picture of vacancies and candidates in progress, as well as developing a forward view of future demand based on changing requirements from HMCTS, and observable patterns of movement within the existing Operational team
· Advise and manage the mix of workforce across permanent and relief staff including CTSO, ARO, Casual and agency provision. Working with the Senior Operational Planning Manager to ensure efficient and effective recruitment and deployment of colleagues and reduction of agency use.
· Manage the pipeline of candidates post-offer, through the Vetting process (escalating delays as appropriate), and subsequently coordinating a start date with the OSM Training & Skills, with the primary objective that the candidate has a positive and frictionless experience through to the completion of their Lighthouse onboarding 

Quality
· Act as the local SME for Inclusive Recruitment, enabling the contract to achieve its three principal objectives for Social Value – increasing female representation in the operational workforce, creating opportunities for people from non-traditional backgrounds, and offering a wider range of flexible roles
· Directly support achievement of KPI M5 (dropped shifts) and agency targets by controlling and streamlining the production of in-house resource

Engagement
· Sit at the heart of a recruitment network comprising the contract’s dedicated Recruitment Partner, alongside regional recruitment leads, engaging freely and openly to create a high performing pipeline which delivers compliance and strong resource production 
· Coordinate the casual workforce, ensuring not only that onboarding standards are properly managed for this important group, but also that strong local leadership and 1:1 engagement is a consistent feature across all seven operating regions

[bookmark: _Hlk481584104]QUALIFICATIONS, SKILLS & EXPERIENCE
· Excellent literacy and numeracy skills
· Exceptional personal standards of behaviour and integrity 
· A confident and articulate speaker
· Strong personal presence with the ability to adapt to operational settings as well as external relationships 
· Emotional intelligence to make effective judgements 
· The ability to obtain a non-frontline SIA licence as a minimum
· Competency in Microsoft software suite and other core applications including Timegate
· Outstanding attention to detail and the capacity to process large volumes of information 
· A ruthlessness about process compliance in your own work and in the work of others

CORE EXPECTATIONS
· Act as a role model for the highest standards of safety, compliance and integrity 
· Maintain visibility as appropriate, ensuring you preserve an understanding of field operations through an appropriate virtual and physical presence 
· Cultivate relationships with your OCS and HMCTS stakeholders based on trust, transparency and a strong sense of control over your portfolio
· Work methodically to ensure there is a common thread throughout your entire portfolio based on compliance, accountability, fidelity to standards and impeccable customer service
· Work in partnership with SMEs in the wider contract management team to drive alignment and consistency, and to exploit every opportunity to seek improvements in quality and performance 
· Support a performance culture where success is recognised and rewarded, underachievement is challenged, talent is identified and embraced, and where strong personal accountability is an embedded theme

working arrangements
Primarily home-based. You will also be required to travel occasionally to other parts of the UK to fulfil your duties as part of the national contract management team.

Acceptance of role
Revisions:
The Company reserves the right to alter these responsibilities and you will be advised of any changes through the normal method of communication.
AGREEMENT:
I confirm that I have read and agree with the responsibilities specified within the Key Tasks and Responsibilities Section of this job description

Name:
(Job Holder)
Signature:									Date:



Name:
(Line Manager)
Signature:									Date:
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