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Role Profile


Employee Relations Centre of Excellence Manager





Role Purpose 
The purpose of this role is to lead and support effective employee relations, serving as the primary escalation point and advisor for complex staffing matters, while fostering a culture of early resolution and best practice. By guiding managers through complex casework and driving improvements in service delivery, the role is vital in maintaining organisational integrity, enhancing people management, and contributing to a positive working environment across the charity. 

Key Accountabilities   

Business Development and External Relations
· To represent the charity in external employee relations forums and networks, strengthening the charity’s reputation as a sector lead in managing employee relations cases and benchmarking best practice. 

Systems
· Record, update, and produce management information and narrative on employee relations matters promptly, providing reliable data for operational efficiency. 
· Drive enhancements in Employee Relations data accuracy, dashboard reporting, and comprehensive trend analysis to ensure leadership has reliable, actionable insights for informed decision making.

People
· To provide expert guidance on employee relations matters; disciplinary, grievance, sickness absence, performance management, and appeals processes, ensuring legal compliance and risk mitigation. 
· Acts as the main escalation point for complex Employee Relations cases, facilitating swift resolution and minimising any disruptions to the Charity’s operations.
· To lead the development and implementation of employee relations policies and procedures, promoting fairness and consistency across the charity.
· Analyses case trends and produces reports for senior management, enabling more proficient data-driven decision-making and strategic workforce planning. 
· Monitor and interpret evolving employment legislation and people strategies, ensuring the charity’s practices remain compliant and competitive.
· Drives continuous improvement in employee relations service delivery, identifying opportunities for process optimisation and efficiency gains.
· Develop and sustain expertise in employment legislation, policies, and procedures, offering authoritative advice to leaders and colleagues that supports legal and strategic compliance.
· To deliver effective leadership and support to the Head of Employee Relations, enabling a customer-focused service that enhances the charity’s reputation and colleague satisfaction.
· Champion continuous improvement in employee relations processes, identifying areas for enhancement and implementing changes that contribute to organisational effectiveness and resilience. 
· Lead and support the initiation and management of new projects within employee relations, ensuring innovative solutions drive organisational improvement.
· Proactively coach and mentor colleagues to enhance their confidence and competence in managing Employee Relations matters, ensuring a knowledgeable and empowered workforce capable of resolving issues effectively and promoting a positive organisational culture.
· Ensure consistent, high-quality documentation, quality assurance, and case oversight in Employee Relations to uphold organisational integrity, compliance, and informed decision making.
· Champion proactive early intervention strategies to promptly identify and address Employee Relations concerns, preventing their escalation into formal procedures which supports a positive working culture.

Legal and Risk
· To advise and guide on the interpretation and application of employment law within the charity, reducing exposure to legal risk and ensure our compliance with legal obligations. 
· Conduct thorough reviews and provide expert guidance on high-risk Employee Relations cases, recommending effective mitigation strategies to minimise organisational risk.

 Leading and Managing a Team
· Conduct thorough reviews and provide expert guidance on high-risk Employee Relations cases, recommending effective mitigation strategies to minimise organisational risk.
· Lead, develop and motivate their team to attract, retain and develop the capacity, capability and talent to create a high‑performing team and achieve objectives.
· Lead the successful delivery of objectives and KPIs within the Employee Relations Team in line with processes, policies, regulatory standards, and dashboards.
· Drive a culture of learning by identifying lessons learned from complex or high‑risk cases and leading the implementation of improvements, ensuring these insights strengthen Employee Relations practice, consistency and organisational resilience         


Scope and Geography	This is a national role operating in Scotland and England
 
Travel Expectation 	The role is required to travel nationally to visit services. This is expected to be infrequent.

Collaboration 	It is expected that the post holder will work proactively and collaboratively with the regional team’s Operational leaders across the charity, supporting business partners, managers, and specialists and in particular will liaise with People Operations, ER Systems and Compliance, Quality and Legal.

Budgets			This role will not have any direct budgetary accountability. 


	Best Lives, Bolder: Success Measures

	Excellence

	· Evidence of continuous improvement in employee relations service delivery, assessed through feedback from leaders and colleagues, and review of process optimisation initiatives.
· Quality and timeliness of advice on employment legislation, as demonstrated by case audits and compliance reports.
· Successful implementation of process enhancements, tracked through project documentation and post-implementation reviews.
· Reduction in legal risks and compliance incidents, monitored through case escalations.


	Enabling
	· Retention and development of key talent within the team, evidenced by turnover statistics and succession planning records.
· Achievement of KPIs and objectives in line with regulatory standards, validated through performance dashboards and review meetings.
· Evidence of effective leadership support, captured in 360-degree feedback and management appraisal notes.


	Influence
	· Positive leadership impact and effective collaboration across departments, measured through stakeholder feedback and records of organisational change activities.
· Engagement in cross-functional initiatives or project teams, evidenced by meeting minutes and action logs.
· Uptake and impact of innovative employee relations projects, tracked through project impact reports and testimonials.
· Contribution to the shaping of policy or strategic direction, evidenced by consultation records and policy updates.


	Reach
	· Support provided to multiple regions or services, illustrated by case management records and service improvement plans.
· Evidence of proactive involvement in charity wide projects or initiatives, demonstrated by project portfolios and national communications.


	Structure






Qualifications, Experience, and Knowledge (e essential; d desirable)
· CIPD qualified or Degree equivalent
· Evidence of Continuous Professional
· Complex Case Management: Experience of leading and managing a complex and varied Employee Relations case load
· Employment Law Knowledge: Extensive knowledge of Employee relations and UK Employment Law
· Stakeholder Management: Proven stakeholder management at senior level
· Policy Writing and Review: Experience of writing and reviewing policies, procedures and guidance materials
· Training Design and Delivery: Experience of designing and delivering training solutions
· Analytical Skills: Proficient in analysing complex HR issues and recommending effective solutions
· Project Management: Experience in planning, coordinating, and delivering HR projects within set deadlines.
· Change Management Knowledge: Familiarity with principles and practices for managing organisational transformation.
· Data Interpretation: Ability to interpret HR metrics and use data to inform decision-making processes.
· Technology Skills: Competence in utilising HR information systems and digital platforms for daily operations.
· Leadership Experience: Demonstrated ability to guide and mentor teams through organisational change.

Competencies, Skills, and Abilities (e essential; d desirable)
· Conflict Resolution: Ability to develop strong relationships and coach, challenge and influence to ensure effective ER solutions, balancing risk and commerciality and resolve conflict where necessary
· Time Management: Ability to manage competing priorities and deliver multiple concurrent activities within agreed deadlines and to agreed standards with consistent attention to detail
· Communication Skills: Skilled in conveying complex information clearly and adapting style to diverse audiences
· Stakeholder Engagement: Proven capacity to build positive relationships with internal and external stakeholders
· Decision-Making: Confident in making timely and effective decisions, even under pressure
· Adaptability: Able to adjust quickly to changing priorities and the charity’s needs
· Confidentiality: Maintains discretion and safeguards sensitive information at all times

Personal Attributes (e essential; d desirable)
· Fairness: Demonstrates integrity and fairness in all interactions, fostering trust and credibility within the team.
· Resilience: Displays resilience and composure when faced with challenging situations or organisational change.
· Empathy: Shows empathy and understanding when supporting colleagues, encouraging a collaborative and inclusive environment.
· Problem-Solving: Is proactive and solution-oriented, taking initiative to address issues and drive continuous improvement.
· Confidential: Maintains discretion and confidentiality, particularly when handling sensitive employee relations matters.
· Flexible: Possesses adaptability, remaining flexible and open to changing priorities and organisational needs.

Tasks and Responsibilities (representative, not exhaustive)
· Set expectations, coach, lead and develop the ER Specialist team to ensure that they feel supported, meet the required standards, and continuously develop their capabilities and experience, both individually and as a team.
· First point of escalation for Employee Relations Specialists on advice, appeals and more complex Employee Relation matters.
· Support the resolution of complex employee relations cases.
· Lead on core Employee Relations activity across the charity, identifying trends, gaps, areas of focus 
· Review and align the Employee Relations framework to the people strategy and core values.
· Challenge existing Employee Relations ways of working to ensure maximum efficiency and effectiveness.
· Actively contribute and support the continuous improvement of Employee Relations policies and processes in the organisation.
· Support the Head of Employee Relations and Head of People (Support Services and Projects) with planning, supporting, and delivering projects.
· Foster and promote a culture of excellent customer service for all stakeholders.
· Support and develop an effective specialist advisory service across the range of employee relations matters ensuring the provision of professional, expert and technical guidance and support in line with policies and procedures.
· Facilitate and lead on complex employee relations cases, advising managers on best ER practice ensuring that advice given complies with good employment practice, employment legislation and sector-wide standards. 
· To support the Head of ER to put in place systems for the effective management of Employment Tribunal claims and requests for employee relations related information, including Freedom of Information requests.
· Support and advise team members with the investigation of complex disciplinary, grievance, sickness and performance cases – including the provision of casework supervision designed to encourage reflective practice and develop confidence in decision-making. 
· To guide and support managers in the use of a wide range of ER interventions designed to resolve people-management issues early including process documents, best-practice advice, training, facilitated meetings, mediation and coaching. 
· To be the senior ER lead for complex cases and to work closely with operational leaders to report on ER casework, identify hotspot areas and support with ER interventions where required. 
· Report on activity and performance data for the ER service and take action to improve the service and remedy any deficiencies as appropriate, including introducing new policy and practice, escalating cases, case reviews, identifying managers who require further development and targeted training interventions. 
· Regularly monitor metrics for benchmarking the service, making recommendations for improvement and creating action plans for delivery. 

Behaviours and Values
At Community Integrated Care “how” you approach your work is just as important as “what” you do. With that in mind, we have outlined the key behaviours that we look for at each level in our charity. This role aligns with level 3B in our guide to behaviour. 

Job Evaluation

Internal Evaluation Level: 3B







  							


Chief People and Corporate Services Officer


Director of People Operations


Head of Employee Relations


ER Systems and Compliance Manager


Wellbeing, Equity, Diversity and Inclusion Manager


ER Systems and Compliance Team Leader


ER Coordinator 


ER Administrator


ER Specialist x3


Employee Relations Centre of Excellence Manager
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