JOB DESCRIPTION
Job Title:

Head of Operations

Department:

WSPA UK

Reporting to:

UK Director

Main purpose of role:

This is a senior role within WSPA UK, with responsibility for the overall management of WSPA UK’s database, supporter services and finance functions. This will involve leading and managing teams involved in: building relationships with supporters and ensuring excellent supporter satisfaction; promoting and supporting the effective use of data, information and knowledge; managing and optimising UK financial systems, structures and processes; delivering optimum administrative support to fundraising operations; managing major suppliers.
The Operations team will work closely with all UK teams, but with the direct marketing team in particular, on supporter satisfaction, development and upgrade strategies, and financial and database/data management issues.

The role will also have overall responsibility for managing the technical development of the supporter database, ensuring management reporting systems are in place and marketing information is produced efficiently.
Position in organisation:

Reports to Director, WSPA UK

Responsible for Database, Supporter Services and Finance Functions

Works closely with direct marketing team and all fundraising and marketing colleagues in the WSPA UK office

Collaborates with WSPA UK’s senior Managers (SMT) and WSPA International’s fundraising, finance and operational teams

Duties and responsibilities:
Operations
· Works with UK Director to develop strategic and operational plans for the supporter services, finance and database, functions

· Oversees the design and implementation of strategies and initiatives to optimise supporters’ relationship with WSPA, upgrade their support and build supporter satisfaction; 

· Leads WSPA UK’s overall budgeting process (including fundraising and marketing, communications, programmes/external affairs and operations) and ongoing reforecasting and variance reporting, challenging colleagues’ assumptions in order to maintain a UK income and expenditure budget that delivers optimum RoI and balance of risk
· Oversees the specification, collection, processing, analysis, evaluation, storing and reporting of data and information

· Assesses and communicates risks related to the handling of data and information

· Oversees relationships with suppliers and contractors to ensure they deliver high quality and cost-effective services to WSPA UK

· Responsible for analysing, reviewing and optimising all processes and procedures governing the work of WSPA UK

· Works to integrate the work of the diverse functions where appropriate, in order to provide integrated operational support to WSPA UK

· Provides guidance to senior colleagues on all UK operational issues
· Acts as senior interface between WSPA UK and WSPA International on finance, data, supporter services and other operational matters

· With the UK Director, acts as senior interface between WSPA UK and WSPA International on operational matters where WSPA International provides a service to WSPA UK – e.g. Human Resources and IT support.

Management

· Leadership role within WSPA UK, contributing to the overall effectiveness of WSPA UK and promoting integrated working within it

· Line management responsibility for the UK Operations function, including (at time of writing, but subject to change) the Database, Supporter Services and Finance Managers, promoting integrated working within the team

Strategic planning / budgeting (departmental)
· Responsible for developing and monitoring UK Operations strategies and operational plans, including risk assessments and contingency planning where appropriate
· Prepares, agrees and manages the UK Operations budget, reporting on key variances and making recommendations for budget redeployment as appropriate

· Accountable for the effective financial management of the Operations team

Experience / Knowledge:
Essential

· Experience of managing technically diverse operational/resources functions - including two or more of: information services, database services, supporter services, finance

· Experience of managing managers

· Experience of operating on a senior, functionally diverse team

· Project management experience

Skills and competencies

· Effective management of resources

· Ability to work effectively and responsibly without close supervision

· Effective and experienced manager (including managing managers)

· Experience of partnership working and building good relations with internal departments and external stakeholders

· Experience of analysing processes and implementing continuous improvements

· Ability to meet tight project deadlines and manage multiple priorities under pressure
· Strong attention to detail and organisational skills, with a commitment to delivering products and services of the highest quality

· Demonstrable understanding of the challenges and opportunities inherent in managing a diverse team consisting of internal support functions as well as market-facing functions
· Ability to build strong relationships with a wide range of other departments, at all levels
· Ability to work at senior team level and provide broader leadership outside of the functional team
· Willingness and ability to delegate effectively

· Ability to provide coaching, feedback and guidance to others, as required

