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Job Description

Title: Delivery & Performance Manager
Reporting to: Contracts & Commercial Manager
Location: Hybrid (Aberdeen / Dundee as required)
Hours: 35 hours per week (flexible to meet service needs)
Salary: £33,000
Contract: Permanent

Purpose of the Role
1. The Delivery & Performance Manager is responsible for the effective and efficient day-to-day operational delivery of all Scarf HEAT (Home Energy Advice Team) projects and associated domestic energy advice services.
The role ensures consistent performance, quality assurance and people management across delivery teams, providing clear operational leadership and oversight while enabling Team Leaders to deliver strong outcomes.

2.Position in the Organisation
• Reports directly to the Contracts & Commercial Manager
• Holds overall operational responsibility for HEAT delivery
• Provides direct line management to HEAT Team Leaders
• Works closely with Deputy Team Leaders to support quality, consistency and development
• Develops and maintains a functional relationship with SES to maximise cross-service collaboration, support wraparound services for beneficiaries, and maintain operational continuity through periodic attendance at meetings

3.Scope of the Role
The Delivery & Performance Manager is responsible for:
• Ensuring delivery meets contractual obligations, KPIs and quality standards
• Creating consistency across supervision, QA, reporting and performance management through standardised systems and processes
• Leading continuous improvement through regular review and evaluation of service delivery
• Supporting Team Leaders to focus on staff development, delivery quality and productivity
• Acting as the operational escalation point before issues reach senior management
• Acting as a key operational contact for funders on service delivery matters (e.g. local authority meetings)
• Promoting a professional, supportive and positive working culture
• Leading, with HR support, on performance and attendance-related investigations

4.Key Responsibilities
A. Operational Oversight & Performance
• Lead the effective and efficient day-to-day delivery of HEAT and associated advice programmes
• Monitor, analyse and report performance against KPIs, service standards and contract requirements
• Ensure consistent use of CRM systems, reporting frameworks and QA processes
• Identify operational risks early and work with Team Leaders to resolve them
• Hold regular 1:1s with Team Leaders and Deputy Team Leaders

B. Line Management & Middle Management Support
• Line manage HEAT Team Leaders, providing clear supervision, direction and operational guidance
• Ensure Team Leaders are supported to manage HEAs and Deputy Team Leaders consistently and effectively











C. Quality Assurance & Consistency
• Oversee the delivery of QA frameworks by Team Leaders and Deputy Team Leaders, ensuring:
• Call monitoring and scoring
• Accurate and compliant CRM records
• Adherence to funder and contract requirements
• High-quality 1:1 and appraisal documentation
• Ensure QA responsibilities are clearly delegated, time-bound and achievable
• Identify trends and feed learning into training and service improvement activity

D. Reporting & Contract Support
• Oversee monthly and quarterly operational reporting and local authority meetings
• Ensure consistency and accuracy of data, narrative and performance commentary
• Provide the Contracts & Commercial Manager with clear operational insight across all HEAT projects
• Monitor and manage attendance, ensuring employees are supported and issues are addressed appropriately

E. Cross-Project Awareness & Resilience
• Maintain working knowledge of SES delivery to support collaboration, short-term cover and continuity during staff absence
• Attend SES meetings periodically for awareness and alignment
• Support operational resilience and continuity planning across services

6.Skills, Knowledge & Experience
Essential
• Proven experience in operational or service delivery management
• Experience managing Team Leaders or equivalent middle-management roles
• Strong experience of performance monitoring, QA and compliance
• Ability to coach and support managers without micromanaging delivery staff
• Excellent organisational, communication and reporting skills
• Confident use of CRM systems and performance data
Desirable
• Experience in energy advice, fuel poverty or third-sector service delivery
• Experience working across multiple funded programmes

7.Authority & Decision Making
• Operational decision-making within agreed service parameters
• Authority to escalate performance or compliance risks
• Input into staff development and succession planning
• No direct budget-holding responsibility (unless agreed separately)
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