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Job Title: DIRECTOR OF SERVICE USER INVOLVEMENT 

Reporting to:  Chief Executive 
Responsible for:  Service User Involvement Coordinator 
 

 

JOB OBJECTIVES 
 
The key objectives of the post are: 
 

 To champion the rights of the RDA target group – those with mental health and 
complex needs, in contact with the criminal justice system. 

 To lead on all aspects relating to the engagement of service users, ensuring that 
service users are involved in the Agency’s planning, activities and learning. 

 To develop innovative ideas and opportunities for service user involvement that 
will further the strategic aims of the Agency.  

 To ensure that the voice of service users is fully integrated into the Agency's 
influencing and communications activity 

 To support the Board of Trustees, SMT, other staff, associates and partners to 
increase and improve service user involvement in the Agency’s work and more 
widely in related service provision. 

 
All of the postholder’s responsibilities and tasks should be conducted, wherever possible, in full 
partnership with service users, and should seek to maximise their role and their ownership of the 
Agency’s objectives and delivery. 
 
 
 

KEY RESPONSIBILITIES AND TASKS WILL INCLUDE: 
 

Strategic Development and Programme delivery 
To promote and support the achievement of the Agency’s mission, aims and values, 
particularly with respect to the involvement of service users, throughout its work.    
 
This will include: 
1. Acting as lead for the service user involvement programme, working within the Agency’s 

overall strategic and business plans and contributing to the development, implementation 
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and review of the strategy, especially but not exclusively with respect to service user 
involvement. 

2. Being responsible for the ongoing systems and mechanisms to ensure the meangingful 
involvement of those with experience as service users within the Agency’s target group. 

3. Contributing to the achievement of the Agency’s goals and objectives through participation 
in the Senior Management Team. 

4. Supporting other teams’ members to integrate the involvement of service users into their 
work. 

 

Representation 
To ensure the effective representation of the Agency and of the voice of service users 
externally.  
 
This will include: 
1. Representing the Agency externally, particularly in relation to the engagement of service 

users and presentation of the service user perspective. 
2. Facilitating and developing the role of service users in representing the Agency and in 

particular to support and strengthen the Service User Panel. 
3. Ensuring that service user representation reflects the diversity of users, taking remedial 

action wherever necessary to enhance the positive engagement of under-represented 
groups and individuals.  

4. Establishing new approaches to communicate the experience and insight of service users 
to a wide range of audiences. 

5. Supporting and developing other staff, associates and partners in facilitating and engaging 
service users to represent their views and perspectives of service provision and related 
policy development.   

 

Team Leadership and Staff Management 
To lead and develop the members of the Service User Involvement team to achieve 
team and organisational goals and realise their individual potential. To enable them to 
develop their skills and expertise. 
 
This will include: 
1. Taking the lead in recruitment and selection of new team members (including temporary 

staff). 
2. Line managing the Service User Involvement Coordinator and other staff and associates as 

required. This will involve: 
 Drawing up and carrying out induction programmes 
 Setting individual performance objectives and targets and monitoring work 

against these. 
 Carrying out probationary and annual appraisals and regular individual support 

and supervision sessions and ensuring that they are properly recorded. 
 Coaching team members, analysing their training needs and identifying 

appropriate training and development activities. 
 Checking and processing timesheets, and authorising leave requests. 
 Dealing with any problems concerning conduct, performance and attendance. 
 Conducting regular briefing/consultation meetings with team members. 
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3. Taking steps to ensure the health and safety of team members. 

  

Funding and Financial Management 
To assist in raising funds for the Agency’s activities and to monitor and manage the 
expenditure of the Service User Involvement team within agreed budgets. 
 
This will include: 

1. Assisting the SMT and fundraising staff to present effective bids for funding of the Agency’s 
service user involvement activities and providing effective and timely reports on the use of 
funding, outputs and outcomes achieved. 

2. Working with the SMT to prepare the annual budget in respect of expenditure on Service 
User Involvement.  

3. Following agreed procedures in authorising and processing of payments, and monitoring 
expenditure against budget. Advising the SMT of potential overspends.  

 

Consultancy 
To assist in the development and delivery of consultancy, training and evaluations 
services to other organizations to generate income and raise the profile of the Agency. 
 
This will include: 
1. Assisting in the development of a range of consultancy services that can be delivered 

either by the Agency’s staff or by contracted consultants, including: training; evaluation; 
case load reviews; external supervision; advice on commissioning systems; in particular the 
service user involvement aspects of these. 

2. Assisting the Agency to proactively identify and follow up on new opportunities for 
promoting and marketing the sale of the Agency’s services to external customers. 
Working with the Director of Development and Partnerships and Chief Executive on the 
preparation of competitive tendering documents and other marketing and promotional 
documents and activities. 

3. Assisting the effective delivery of consultancy services related to service user involvement, 
including contract management with external consultants, as well as customer liaison and 
evaluation of service quality, cost effectiveness and customer satisfaction. 

 

Evaluation 
To ensure the effective evaluation of service user involvement activities carried out by 
the Agency. 
 
This will include: 
1. Assisting the Director of Development and Partnerships and Chief Executive in ensuring 

that the evaluation and data collection tools used  by the Agency are leading edge and fit 
for purpose. 

2. Overseeing the data collect, analysis and evaluation of  the service user involvement 
aspects of the Agency’s work. 
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3. Assisting in the negotiation of an evaluation role for the Agency with commissioners and 
partner providers in each scheme. 

 

Other  
1. Attending and participating in regular senior management team meetings  

2. Presenting reports to Revolving Doors Agency’s Board as required. 

3. Being proactive in reviewing and evaluating own performance and identifying and acting 
upon areas for improvement and development. 

4. Performing any other duties consistent with the role and/or reasonably required by the 
Chief Executive. 

5. Following the Agency’s policies, procedures and performance expectations.  

6. Implementing the Agency’s Diversity Policy in all functions of the post. 
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DIRECTOR OF SERVICE USER INVOLVEMENT 

PERSON SPECIFICATION 
 
The postholder will demonstrate the following competences to a high level and be able 
to use them to the full in their work.   
   

 Leadership 
 Strategic thinking & planning 
 External awareness 
 Management of projects, finances and 

other resources 
 Personal Effectiveness 

 Managing self and relationships with others 
 Influencing and Negotiating 
 Analytical thinking, creativity and judgement 
 Creativity & innovation 
 Communication 
 Expertise in service development 

 
 
1. EXPERIENCE AND TRACK RECORD  

It is an essential requirement that the postholder has direct personal experience of 
using criminal justice, mental health, homelessness or substance use services. As this is 
an integral part of the requirement for this position, applicants will be asked to 
evidence the nature of their personal experience.   

 
The postholder will also have proven successful experience in the following areas: 
 
1.1 Building effective and collaborative relationships with service users 
1.2 Leading on the engagement of  service users in a diverse programme of participatory 

activity in the social care, criminal justice or other relevant environment. 
1.3 Developing and building the capacity of service users, staff and organizations to achieve 

participation 
1.4 Networking, liaising and negotiating with current and potential stakeholders with 

respect to the role and engagement of service users. 
1.5 Developing and implementing best practice in service user involvement  in the delivery 

of projects. 
1.6 Working within a team on corporate/organisational issues, eg annual planning. 
1.7 Financial planning for service delivery; budgetary responsibility and control. 
1.8 Developing information systems to support the work  of a team team and demonstrate 

performance and value. 
1.9 Ability to adapt to new situations and learn new skills quickly. 
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2. SPECIAL KNOWLEDGE AND ROLE REQUIREMENTS 
 
The postholder will be able to demonstrate: 
 
2.1 Knowledge of systems and agencies in one or more of the following areas: social care; 

housing; homelessness; mental health; drugs; criminal justice; social exclusion. 
2.2 Knowledge of the issues involved in co-ordinating multi-agency activity. 
2.3 Knowledge of the issues involved in working with people facing severe exclusion 
2.4 Understanding of the aims and objectives of research/evaluation work in the social care 

field. 
2.4 Understanding of the techniques, aims and objectives of support/resettlement work 

with severely excluded people. 
2.5 An understanding of and commitment to Diversity & Equality as it applies to a 

supportive service and in the workplace. 
 
3. ADDITIONAL JOB REQUIREMENTS 

 
3.1 Willingness and ability to work outside of normal office hours on occasion. 
3.2 Willingness to work flexibly in response to changing organisational requirements. 

 
 


