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Description automatically generated]JOB DESCRIPTION

	JOB TITLE
	HMCTS Operational Standards and Improvement Manager

	DATE
	January 2026

	DIVISION 
	Public Sector FM

	SITE / OFFICE
	Home-based with extensive UK travel

	REPORTS TO
	General Security Manager 



ROLE OVERVIEW	
This position plays a pivotal role overseeing operational improvement and technical training across a national footprint. Focused primarily on operational change, you will lead initiatives conceived both by OCS and HMCTS, engaging with internal and external stakeholders to develop a strong and well-defined brief, then leading implementation of major operational change while preserving BAU service delivery.

Your portfolio will include:

· PFI transfers: controlling the operational definition, scope, timeline, and planning activity for incoming PFI transfers based on the timetable set by HMCTS. On behalf of the Head of Security Operations, acting as a focal point for key internal SMEs including the regional ops leads, Workforce Planning, Ops Support Managers, Security Governance and HR including the specialist TUPE function
· New openings: performing the same role for new venues, adopting the same discipline and overseeing the effective handover to local Ops leads
· Operational training: you will hold the lead for operational training. This critical coordination role sits at the heart of the CTSO training syllabus, supporting the Head of Security Operations and working alongside the Security Governance Manager and Quality & Performance Manager to review and define training content. You will develop and propose a program of routine review with the Security Governance Manager to ensure the syllabus reflects operational priorities and the emerging expectations of HMCTS. Critically, you will sit alongside the Governance, Training & Compliance Officer, who holds the lead for technical training, coordinating closely so that the integrated syllabus supports both disciplines. Accordingly, you will be called upon to contribute to, and at times to chair, the HMCTS Training Strategy Group. 
· Operational resilience: you will take the lead for Operational resilience. This includes the preparedness of the Ops leadership team for serious and critical service delivery incidents, structures for drilling and practicing the operational response, and working closely with the Security Governance Manager in relation to Business Continuity plans for testing at site level. The Senior Operational Planning Manager will continue to hold primacy over resourcing during serious and critical incidents.
· Complex investigations: you will step in to conduct complex or multi-jurisdictional disciplinary and grievance investigations, and where required, act as disciplinary chair or decision-maker, especially where the relevant regional hierarchy has been exhausted or is otherwise compromised.
· Mental Health first aid: you will coordinate the implementation of Mental Health first aid across the contract, in particular a structure and framework for Trauma response, working alongside Ops SMEs and the HR Ops Partner.

This is a major leadership role which has associate SMT membership. In this sense you will not be a decision-making member of the senior Ops team but you will be a routine attendee at SMT meetings, and you will support the achievement of key service delivery objectives through your work.

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 
· Weave a strong safety and compliance thread across your own portfolio, ensuring that major projects including PFI transfers, as well as operational training, reflect a purposeful and suitably emphatic safety & compliance slant
· Promote compliance with industry standards including ISO, BSIA and SIA within the scope of your portfolio

Fulfilment
· Support the achievement of core technical skills for front-line colleagues by leading the definition and continuous review of the technical training syllabus 
· Support the delivery of core contractual resource by leading the execution of major operational change, working closely with colleagues across the operational business to ensure seamless transition and frictionless engagement

Quality
· Champion the delivery of the principal KPIs, in particular through your leadership of operational projects which directly influence commercial performance 
· Support the field management team with the identification of commercial priorities, being prepared to act as a senior role model and champion where performance improvement is identified
· Control Operational readiness for serious and critical service delivery incidents, ensuring through your own leadership and your collaboration that across the contract, drills and local preparedness become part of business-as-usual practice

Engagement
· Engage transparently and professionally with HMCTS stakeholders, building their confidence in your leadership and in particular, your role as a champion of project-based change and improvement in the operational theatre
· Champion the pastoral support provided to the operational workforce, in particular through your leadership of Mental Health First Aid and the structure of traumatic incident support 
· As a senior manager, engage regularly with operational colleagues, both formally (such as through Colleague Engagement Visits) and informally (through your regular presence in the field), recognising your role in particular as new colleagues are welcomed through the TUPE process

[bookmark: _Hlk481584104]QUALIFICATIONS, SKILLS & EXPERIENCE
· Full clean driving licence (you must be able to meet the requirements of the OCS Fleet Policy)
· Excellent literacy and numeracy skills
· Exceptional personal standards of behaviour and integrity 
· A confident and articulate speaker
· Impeccable attention to, and command of, operational detail including working time, the organisational blueprint and operational policy and procedure 
· Strong personal presence with the ability to adapt to operational settings as well as external relationships 
· You must be able to obtain a non-frontline SIA licence as a minimum
· IOSH Managing Safely (or the ability to achieve this qualification)
· Expertise in Microsoft software suite and other core applications including Timegate


working arrangements
Home-based with significant travel across the UK. This is not a field-based role but you will be expected to maintain visibility to front-line colleagues, both for credibility and in order to effectively lead your portfolio. At times of major project delivery (such as PFI transfers), you will be required to lead the acute phase from the field.

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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