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Job Description


	Job Title:

Head of Operations – Equipment Service
	Service Area: 

Enabled Living


	Division/Section:

Equipment Service
	Job Number:             
Job Evaluation Number:     

	Salary: £

	Date last updated: May 2026


	EQUALITY AND DIVERSITY

	We are committed to and champion equality and diversity in all aspects of employment within Enabled Living.  All employees are expected to understand and promote our Equality and Diversity Policy in the course of their work.  


PROTECTING OUR STAFF AND SERVICES

Adherence to Health and Safety requirements and proper risk management is required from all employees in so far as is relevant to their role. All employees are expected to understand and promote good Health and Safety practices and manage risks appropriately.
Background
Enabled Living provide a range of health and wellbeing services that help the people of North East London to live the life they want.

Our Equipment Service offers a wide range of community equipment, to support people to continue life in their own homes; from small items like commodes and walking frames, right up to more complex equipment such a medical beds and hoists. We work in partnership with a wide range of health and social care professionals. 

Our Sensory Service work with residents who are visually impaired, hard-of-hearing, Deaf and Deafblind, to assess and support them to be more independent, safe and confident. We provide specialist, hands-on practical services tailored to people’s needs. This includes mobility training i.e. training to use a white cane to undertake a journey on public transport and helping to identify and access services to resolve an issue.   

Our Wheelchair Service work with residents who have a permanent disability or medical condition which impacts their ability to walk.  Our specialist staff work closely with wheelchair users, their families and engineers to assess and prescribe the wheelchair to meet the need of the individual. This could be a simple wheelchair to allow users to get out and about, up to a complex seating system to help maintain posture and mobility. 

The Lounge has been designed to look like a real home and is equipped with assistive technology and equipment. The team there support, advice and assess people with emerging, non-complex needs on how they can continue to live independently at home.

Our Occupational Therapy Service is a new team in Enabled Living providing Occupational Therapy assessment and recommendations to support the people to live the life they choose. 

Enabled Living is in a period of expansion and as such the right candidate will need to be someone who is driven by growth and open to change. 

The successful candidate will be able to clearly demonstrate how they exhibit Enabled Living’s core values of:

•
always do the right thing

•
always learning

•
always caring 

•
always here to help

•
always working together

•
always high performing
Overall Context
The Community Equipment Service plays a critical role in supporting residents to maintain independence, live safely at home, and facilitate hospital discharge. The service operates 364 days per year and covers delivery, installation, collection, repair, recycling, and maintenance of equipment across a number of boroughs.

The Head of Operations will oversee multi‑site operational functions, ensure contractual compliance, drive continuous improvement, and lead large teams delivering essential services to residents and health and social care partners.

The organisation is growing significantly at a rapid pace.  The Head of Operations will be required to operate at several levels, both strategically but also hands-on operationally especially around contract mobilisation and project delivery.

Reporting to the Co‑Managing Director, the Head of Equipment Operations will have management responsibility for all day‑to‑day business operations across the Community Equipment Service, spanning a minimum of three warehouse sites.   This includes Logistics, Procurement, Warehousing and Customer Service.

A key aspect of the role is developing operational strategies and ensuring these translate into robust operational plans and measurable performance outcomes. The post holder will maintain compliance with legislation, industry standards, H&S, infection control, commissioning requirements and inspections  including CECOPS.

They will lead significant business change activity, streamline operational processes, and oversee improvement programmes to ensure consistently high‑quality service delivery for residents and commissioners.

The post holder will also support and develop the equipment operational management team, working closely with managers responsible for borough‑based delivery and the Customer Service Team Manager.

    Job Summary 
· To lead day-to-day operations of the Community Equipment Service across multiple sites. 

· To oversee logistics, procurement, warehousing and customer service functions. 

· To deliver operational plans with clear performance outcomes. 

· To ensure compliance with all regulatory, quality and safety standards (including CECOPS). 

· To drive continuous improvement and support business change initiatives. 

· To lead and develop the operational management team

Job Context

1. Reports to the Co‑Managing Director and deputises when required, including making finance and operational decisions.  There is a matrix working link to the second Co-Managing Director around transformation, governance and business services.

2. Holds direct line management responsibility for 6 operational managers, with indirect responsibility for the wider workforce.

3. Accountable for operational service delivery across multiple boroughs and for contributing to the strategic development of the organisation.

4. Required to work flexibly, including evenings, weekends and public holidays, to maintain consistent service coverage and represent the business when required.

5. Required to work on-site for at least four days a week.

6. Responsible for managing stock in line with best value.

7. Responsible for overseeing seeing that community equipment service expenditure is in line within budget.

8. Holds designated responsibility for risk management, governance, sickness and staffing procedures and health & safety across the service.

9. Oversees a 364‑day operational environment, ensuring business continuity, resilience planning, and adequate staffing rotas.

10. Ensures governance, procedures, and audit requirements are consistently followed, and proactively monitors operations to identify early risks or declining performance.



Key Tasks and Accountabilities
The duties below outline the scope and level of responsibility expected from the post holder. This list is not exhaustive; additional tasks may be allocated as required.
Operational Leadership & Site Management

· Provide visible, effective leadership across multiple operational locations, including warehouse, procurement logistics, customer service and delivery environments.

· Lead the management of three warehouse sites, ensuring safe, efficient, and compliant day‑to‑day operations.

· Oversee FM functions at the site to ensure these are up-to-date and running smoothly.

· Proactively puts in place safety and governance controls in line with business policy.

· Ensures managers reporting into the post holder have strong performance objectives, deliver high‑quality oversight of their teams, and maintain consistent staff management standards.

· Oversee the operational delivery of different equipment contracts, including monitoring KPIs, resolving issues, and ensuring contractual compliance.

· Proactively optimise operational processes for efficiency and effectiveness.

Strategic & Service Planning

· Develop an operational plan aligned to strategic objectives, legislation, and industry standards such as CECOPS, working collaboratively across the organisation including the Transformation Manager and both Co-Managing Directors.

· Translate strategic priorities into achievable operational goals, ensuring resources and processes support effective delivery.

· Lead significant business change management programmes to optimise service delivery and enhance customer experience.

Customer Experience & Quality Improvement

· Ensure consistently high‑quality customer service across all channels, including first point‑of‑contact via phone, email, and face‑to‑face.

· Lead on the annual customer satisfaction survey, develop recommendations for service improvement and subsequently lead on the implementation of these

· Create and maintain operational procedures and systems that support high service standards and customer satisfaction.

· Drive continuous quality improvement and embed best‑practice processes across operational and financial functions.

Contract, Procurement & Resource Management

· Responsible for sourcing best value equipment and for managing relationships with suppliers and frameworks. 

· Working alongside the lead clinician to ensure safe and best value equipment for all community equipment contracts.

· Ensure value for money and robust procurement practice across all contracts.

· Provide information for commercial proposals and activity.

· Monitor resource allocation across warehouses, delivery teams, and borough operations to maintain productivity and service coverage.

Digital, Data & Systems Leadership

· Work jointly and collaboratively with the Transformation team on ICT transformation programmes to optimise processes and intelligence.

· Use data, metrics, and performance frameworks to inform operational decision‑making and ensure service objectives are met.

Governance, Compliance & Risk

· Ensure full compliance with policies, H&S, statutory obligations, complaints processes, and information governance requirements.

· Maintain strong health & safety arrangements across all operational environments, including warehouse, fleet, and home delivery settings.

· Proactively identify operational risks and implement mitigation strategies.

· Engage effectively with stakeholders, commissioners, and partners to support continuous development and improvement.

People & Culture

· Inspire teams to deliver excellent customer service and maintain a positive working culture aligned with organisational values.

· Work closely and collaboratively with other managers across the organisation and the Transformation team on improvement initiatives.

· Identify training and development needs across teams, promoting empowerment, accountability, and strong decision‑making.

· Support managers in delivering effective performance management, coaching, and staff development.

Person Specification
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	IMPORTANT INFORMATION FOR APPLICANTS

	The criteria listed in this Person Specification are all essential to the job.  Where the Method of Assessment is stated to be the Application, your application needs to demonstrate clearly and concisely how you meet each of the criteria, even if other methods of assessment are also shown.  If you do not address these criteria fully, or if we do not consider that you meet them, you will not be shortlisted.  Please give specific examples wherever possible.

 


	EQUALITY AND DIVERSITY

	We are committed to and champion equality and diversity in all aspects of employment within Enabled Living.  All employees are expected to understand and promote our Equality and Diversity Policy in the course of their work.  
PROTECTING OUR STAFF AND SERVICES
Adherence to Health and Safety requirements and proper risk management is required from all employees in so far as is relevant to their role. All employees are expected to understand and promote good Health and Safety practices and manage risks appropriately.



	CRITERIA
	METHOD OF ASSESSMENT

	· Detailed understanding of operational management within complex, multisite service environments (e.g., logistics, equipment services, health or social care settings).

· Strong knowledge of community equipment services, relevant legislation, and industry standards, including CECOPS.

· Understanding of performance management frameworks and workforce planning.

· Knowledge of procurement processes, contract management, and achieving value for money.

· Understanding of risk management, health & safety requirements, and governance processes within operational environments.

· Knowledge of customer service standards and approaches for high volume, high complexity environments.

· Strong understanding of digital systems and databases used in operational service delivery.

· Awareness of equality, diversity, and inclusion principles in employment and service delivery.


	Application Form/Interview
Application Form

Application Form/Interview

Application Form

Application Form

Application Form/Interview

Application Form

Application Form


	EXPERIENCE
· Significant experience managing large operational teams across multiple sites, including warehouses,

· Experience of leading and developing managers, including setting objectives, capability handling, and performance management.

· Experience overseeing complex service delivery operating 7 days per week and/or extended hours, ideally including 364

· Proven experience of managing large budgets 

· Demonstrable experience leading operational change programmes and business process improvements.

· Demonstrable experience of being able to implement and maintain rigorous and lasting processes and standards in a fast-paced and changing requirement.

· Experience working within a contract driven environment, including management of KPIs and supplier performance.

· Experience using operational data to analyse performance and make recommendations for improvement.

· Experience of stakeholder engagement with commissioners, suppliers, and internal partners.

· Experience leading service transformation, culture development, or organisational change.

· Experience managing health & safety responsibilities within operational settings.


	Application Form

Application Form

Application Form

Application Form

Application Form/ Interview
Application Form/ Interview
Application Form

Application Form/Interview

Application Form/Interview

Application Form/Interview

Application Form/ Interview

	SKILLS AND ABILITIES

· Strong leadership skills with the ability to motivate and inspire diverse staff groups.

· Ability to manage and deliver high quality operational services across multiple boroughs and locations.

· Excellent planning and organisational skills, including the ability to manage competing priorities under pressure.

· Ability to make effective operational decisions, including under time critical or high risk situations.

· Strong communication skills, both written and verbal, with the ability to influence and negotiate.

· High level IT literacy and ability to be the operational lead and champion for digital and system improvements alongside the Transformation Team.

· Ability to interpret data and performance information to drive service improvement.

· Ability to work strategically while maintaining operational awareness of day to day delivery.

· Ability to problem-solve operational issues.

· Ability to build effective relationships with residents, managers, commissioners, and suppliers.

· Ability to lead continuous quality improvement and embed best practice.


	Interview

Application/Interview

Interview

Interview

Interview 

Application Form/Interview

Interview 

Interview

Interview

Interview

Application Form/Interview

	PERSONAL STYLE AND BEHAVIOUR:

· Strong customer focus and commitment to delivering high quality services.

· Analytical thinker with problem solving capability.

· Adaptable and resilient, able to work in fast paced, high pressure environments.

· Demonstrates initiative, ownership, and accountability.

· Collaborative team player who supports others and works collectively to achieve organisational goals.  Able to work beyond their immediate service area and put organisational goals first.

· Demonstrates integrity, professionalism, and alignment with organisational values.

· Champions and delivers on change.

· Sees projects and initiatives through to the end.

· Is highly organised and takes a systematic approach to operational delivery and implementing improvements.

· Ability to challenge constructively, drive change, and support staff through transitions.
Ability to demonstrate in day to day work Enabled Living values. 

· Always learning

· Always high performing

· Always caring

· Always here to help

· Always do the right thing

· Always working together.
	Application Form/Interview

Application Form/Interview

Interview

Interview

Interview

Interview

Interview

Application Form

Interview

Interview

Application Form/Interview



	OTHER SPECIAL REQUIREMENTS:

· DBS Disclosure Certificate 

· Willingness and ability to work evenings, weekends, and public holidays to maintain service delivery.

· Needs to work on-site a minimum of four days. 

· Ability to work across multiple borough locations as required.

· Full UK driving licence (desirable but not essential).


	Satisfactory clearance at conditional offer stage
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