%\w JOB DESCRIPTION

Solent Crisis Service Manager
Reports To: Head Service
Direct Reports: Crisis Team Leaders

Key Relationships: Head of Service, CIC Hampshire Mind partners, NHS partners

Location: Eastleigh Safe Haven and Southampton Lighthouse sites

Hours: 22.5 hours per week. Primarily 5.00pm to 11.00pm, including some weekend/bank
holiday working as required by the service, also need to attend daytime meetings where
needed

Salary Range: £21,371.96 to £24,181.42 (plus allowance for unsociable hours) - £35,145 to £39,765 full

time equivalent - Solent Mind Band E

Purpose:

To provide effective operational leadership across Solent Mind’s crisis services, with responsibility for the day-to-

day delivery, quality, safety and development of the Safe Haven and Lighthouse offers. The postholder will work

closely with NHS partners to support integrated service delivery, maintain effective operational relationships, and

monitor service performance and outcomes to ensure the service is safe, responsive and delivers impact for

people experiencing mental health crisis.

Principal accountabilities

1. Service leadership and operations

Lead the day-to-day operational delivery of Safe Haven and Lighthouse services, ensuring they run safely,
smoothly and in line with agreed standards, procedures and contractual requirements

Ensure staffing, rotas and on-shift management arrangements are sufficient to maintain a safe and effective
service during core evening operating hours

Maintain oversight of demand, capacity, incidents, staffing pressures and service risks, taking prompt action
where issues arise

Ensure both services provide a welcoming, non-clinical, supportive and psychologically safe environment for
people experiencing emotional distress or crisis

Work closely with NHS partners to ensure Safe Haven and Lighthouse operate as an integrated and effective
part of the wider local crisis pathway

Maintain strong operational links with NHS colleagues to support safe delivery, shared problem-solving and
effective responses to demand, risk and service issues

2. Staff management and support

Line manage relevant team members and provide clear supervision, support, appraisal and development
Ensure staff are clear about expectations, boundaries, safeguarding, recording, lone working, incident
reporting and escalation procedures

Promote staff wellbeing and resilience, recognising the impact of frontline crisis work and the importance of
reflective support, good supervision and sustainable working practices

Support recruitment, induction and training of staff and volunteers where relevant
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e Create ateam culture that is compassionate, accountable, inclusive and focused on safe, high-quality
support

3. Safety, safeguarding and quality

e Ensurerobust safeguarding, risk assessment, safety planning and incident management arrangements are in
place across both services

e Work closely with partner services and internal leads to ensure concerns are escalated appropriately and
people receive joined-up support

e Monitor service quality, compliance and practice standards, and take action where improvements are needed

e Ensure accurate and timely service records, data returns, KPI reporting and internal monitoring

4. Performance, monitoring and outcomes

e Monitor service performance, activity and outcomes across Safe Haven and Lighthouse, ensuring accurate
reporting against KPls, contract requirements and internal quality standards

e Work with NHS partners to review service performance, identify trends, respond to issues and support
continuous improvement in service quality and outcomes

e Produce and contribute to reports for commissioners, funders and partner meetings, using service data,
feedback and operational learning to evidence impact and improve delivery

e Use performance information, service feedback and operational insight to help shape service improvements
and future development

5. Partnership working and representation

e Build and maintain effective relationships with NHS partners and other organisations across the local crisis
pathway

e Represent Solent Mind in operational, contract and performance meetings with NHS partners and other
stakeholders, contributing to delivery oversight, contract monitoring and pathway development

e Work collaboratively with colleagues across Solent Mind to ensure clear pathways between crisis services
and other support available across Eastleigh, Southampton and the wider system

6. Service improvement and development

e Use service data, feedback and operational learning to improve how Safe Haven and Lighthouse work in
practice

e Contribute to the development of procedures, pathways and service improvements across crisis provision

e Support service changes that strengthen consistency, responsiveness and sustainability across the crisis
offer

e Manage delegated budgets and resources as required

General:

e Adhere to the aims, values, policies, and procedures of Solent Mind, particularly safeguarding and health and
safety.

e Undertake all mandatory training and maintain knowledge relevant to crisis support, safeguarding and safe
service delivery.

e Work flexibly to meet the needs of the service, including evening, weekend and bank holiday working.

This list is non exhaustive, and other duties may be required to be undertaken to meet the needs of Solent
Mind



% PERSON SPECIFICATION

Solent Crisis Service Manager
Essential

Requirement or
Desirable

Qualifications/Education/Training:

Educated to Level 4 or equivalent, or able to demonstrate equivalent experience. Essential

Relevant management, mental health, safeguarding or leadership training. Desirable

Experience:

Experience of managing or leading a frontline mental health, wellbeing or crisis service. Essential
Experience of line managing staff and supporting performance, wellbeing and development. Essential
Experience of managing operational settings, including rotas, incidents, risk and service Essential
pressures.

Experience of safeguarding, risk assessment and responding to people in distress or crisis. Essential
Experience of monitoring service activity, reporting performance and using data to improve Essential
delivery.

Experience of working closely with NHS or other statutory partners in service delivery and Essential

performance monitoring.
Experience of partnership working with statutory and voluntary sector organisations. Essential

Experience of co-production or involving people with lived experience in service development. Desirable

Knowledge/Skills/Competencies:

Good understanding of mental health crisis, suicide prevention, de-escalation and the needs of Essential
people in acute distress.

Good understanding of safeguarding, professional boundaries, confidentiality and safe Essential
information sharing.

Able to lead calmly and make sound operational decisions in a pressured environment. Essential
Able to motivate, support and develop staff working in challenging frontline roles. Essential
Strong communication, organisational and IT skills. Essential
Able to build credible and constructive relationships with internal and external partners. Essential
Able to manage competing priorities and sustain a clear overview of service delivery. Essential
Understanding of the impact of vicarious trauma and the importance of staff wellbeing in crisis Essential
services.
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Essential

Requirement or
Desirable
Commitment to equality, inclusion and delivering services that are welcoming and accessible. Essential
Strong understanding of peer-led, recovery-focused and trauma-informed approaches to crisis
support. Essential
Other:
Willingness to work flexibly to meet service needs, with most hours aligned to evening crisis Essential
Occasional travel across Solent Mind locations if required. Essential
Commitment to Solent Mind’s values. Essential
Commitment to Solent Mind’s Equal Opportunities and Diversity policies. Essential
Willingness to undergo a relevant DBS Check if required. Essential
Ability to travel across Eastleigh and Southampton service locations as required. Essential

Date job originated: April 2026
Date job reviewed:

Reviewing Manager: Wendy Lee




