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JOB DESCRIPTION

Title: 				Business Support Manager
Reporting to: 			Chief Operating Officer 
Direct reports:                  	none 
Location:                                        Office based, with some flexibility to work from home
Hours:				22.5 hrs pw

Summary of the role:  	
The position of Business Support Manager is a key role with The Shakespeare Hospice (TSH), reporting to the Chief Operating Officer and working in close collaboration with Finance and Operations colleagues. This role will help to shape the systems, infrastructure and ways of working that enable the Charity to deliver excellent care in a sustainable way. The Post-holder will drive practical improvements, strengthen organisational resilience and ensure that compliance, contracts, IT and business processes support high quality services, now, and into the future.

Working flexibly across the whole of the organisation including retail, the post holder is responsible for ensuring the effective and compliant operation of the  business infrastructure. The Post Holder will manage IT systems, oversee systems development, ensure compliance with legal and data protection legislation, co-ordinate operations and lead on lease, contract and tender management. The role requires a proactive, highly organised individual with a broad skill set and commitment to improvement.  

The post holder will be a member of the Hospice’s wider leadership team.

[bookmark: _Hlk73970874]Principal Responsibilities: 
1) Lead proactive systems development across all departments, identifying opportunities to improve efficiency, resilience and user experience so that systems and resources keep pace with the Hospice’s strategic direction and enable well-planned, well-controlled operations.

2) Design, develop, review and document clear, practical procedures and policies that make it easier for colleagues to work efficiently, consistently and confidently, while supporting a culture of continuous improvement.

3) Manage and oversee contract renewal processes across the organisation, including shop leases, ensuring timely and cost-effective renewals, compliance with internal policies and external regulations, and alignment with deadlines.

4) Develop proactive and trusted relationships with providers, suppliers, landlords and external stakeholders, ensuring they have confidence in the Hospice’s requirements, decision-making and ways of working, while supporting effective collaboration, timely issue resolution and high-quality service delivery.

5) Implement systems of internal audit to monitor compliance and areas for development.

6) Support the development and implementation of GDPR and data protection policies and processes, ensuring compliance across the Hospice.

7) Project management of new initiatives to support business development needs and process improvements.  Take a proactive role in the development and delivery of organisational strategies and business plans, liaising with Finance, Operations, Retail and other colleagues as necessary.

8) Support the planning, delivery and evaluation of operational and strategic projects, ensuring operational and cost effectiveness and value for money.

9) Support the process of business continuity planning  and incident reporting for the Hospice.

10) Responsible for monitoring relevant operational budgets, ensuring value for money in contracts and procurement.

Policies and Procedures
11) Develop, implement and review organisational policies, procedures and governance frameworks.

12) Provide advice and support to management and staff on policy interpretation and application.

13) Ensure that all operational policies and procedures are reviewed to reflect emerging legislation, regulatory changes and governance requirements, and that they are reflective of best practice.

IT and Systems Development
14) Develop and manage the Hospice’s IT infrastructure, working with external consultants and providers to ensure that systems are secure, reliable and responsive to current and future needs.

15) Lead on the development and implementation of the Hospice’s IT strategy and digital transformation strategies.

16) Establish and maintain effective document control systems to ensure appropriate security, accessibility, accuracy and ownership is embedded across the organisation.

17) Lead on system upgrades, software implementation and user support services.

18) Responsible for the day to day running of effective IT and telephony service, including acting as the on-site administrator for systems, as appropriate.

19) Act as the primary contact for IT support, responding to IT support requests, trouble shooting and supporting users to resolve issues, escalating where necessary.

20) Maintain asset register and take responsibility for the issuing, updating and tracking of equipment (including laptops, mobile phones etc) issued to staff and volunteers.

Contracts/Leases
21) Manage the Hospice’s portfolio of property leases and service contracts proactively, ensuring compliance with terms, conditions and renewal timelines while identifying opportunities to improve value, reduce risk and support operational needs.

22) Establish and oversee relationships and contracts with landlords and third party business providers, ensuring that contracts continue to meet the Hospice’s needs, coordinating review and renewal as required. 

23) Responsible for the negotiation and ongoing management of legal commitments, including shop leases.

24) Maintain accurate records of all leases and contracts.

25) Undertake the review, evaluation and tendering of IT and office equipment contracts and commitments, including preparation of tender documentation, business cases and costing analysis.

26) Support new projects and business initiatives by providing advice and co-ordination of property requirements, lease negotiation and contract set-up.

27) Undertake and co-ordinate property searches, site assessments and lease evaluations to support strategic growth and relocation opportunities.

Compliance
28) Responsible for the Data Security and Protection (DSP) Toolkit

29) Conduct internal audits, spot checks and analysis of GDPR compliance, under the direction of the Chief Operating Officer

30) Measure performance against KPIs and ensure improvements are identified and implemented

31) Support the Hospice’s risk management processes, including overall management of the Vantage incident reporting process.

Other:
· Attend Senior Management meetings and also sub-committee and Board meetings as required
· Preparation of relevant and timely information and reports
· As a member of the leadership team, develop an understanding of the remits and responsibilities of other senior colleagues and interdepartmental dependencies.  Take the lead, as appropriate, in the absence of colleagues

· Participate in the Hospice on-call rota
· Take part in the hospice locking /securing of the building rota
· Represent the Hospice at appropriate events, both internal and external, at the discretion of the CEO
· Participate in other duties as required of Senior Managers.
· Participate in the annual appraisal programme
· Adhere to all Hospice policies and procedures
· Maintain high professional standards and continuing professional development 
· Complete mandatory and relevant training as identified with the Chief Executive
· Promote the work of the Hospice, reflecting the vision and values
· To undertake any other duties commensurate with the post and as requested by the Chief Executive.
This job description is subject to periodic review in negotiation with the post holder and may be revised/updated as service requirements change and develop.


PERSON SPECIFICATION – Business Support Manager
The successful candidate will need to demonstrate:
	

CRITERIA
	
Essential or Desirable
	Assessed:
A = Application form                I  = Interview                            T = Test at Interview

	Qualifications 
	
	A
	I
	T

	Degree in Business Management or similar subject or able to demonstrate equivalent experience 
	E
	
	
	

	Prince2 or equivalent project management qualification 
	D
	
	
	

	Evidence of continued professional development
	E
	
	
	

	Knowledge, Skills and Experience
	
	
	
	

	Strong organisational and management abilities
	E
	
	
	

	Excellent written and verbal communication skills, with the ability to communicate on all levels
	E
	
	
	

	Ability to manage time effectively, prioritise competing demands and delegate appropriately
	E
	

	
	

	Ability to motivate and develop others through clear direction, guidance and encouragement
	E
	
	
	

	Strong understanding of business processes, systems and operational efficiency
	E
	
	
	

	Understanding of IT systems, IT infrastructure and data security
	E
	
	
	

	Excellent IT and administrative skills
	E
	
	
	

	Familiarity with risk management and compliance frameworks
	E
	
	
	

	Understanding of property management and legal compliance with contracts and leases
	E
	
	
	

	Experience of contract and tender management
	E
	
	
	

	Ability to trouble shoot and problem solve
	E
	
	
	

	Experience in leading and managing a team
	D
	
	
	

	Able to influence, negotiate and build strong relationships with the management team and external stakeholders
	E
	
	
	

	Able to work effectively in a small team
	E
	
	
	

	Personal Qualities

	Demonstrates integrity and commitment to the organisation’s vision, values and mission
	E
	
	
	

	Proactive, resourceful and confident in identifying solutions, overcoming challenges and turning ideas into practical improvements
	E
	
	
	

	Able to work under pressure and to demonstrate a professional approach in a range of situations
	E
	
	
	

	Excellent attention to detail as well as the ability to see the wider picture
	E
	
	
	

	Strategic thinker with strong analytical and problem solving skills
	E
	
	
	

	Car driver/access to independent transport
	E
	
	
	



Assessed – A= Application, I=Interview, T=Test
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