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Secure Trust Bank                                                                             
People Operations Lead 

	Job Level: 4
Reporting To: People Operations Senior Manager 	
Location: Solihull

	Secure Trust Bank is an established, well-funded and capitalised UK retail bank providing savings accounts and lending services to over a million customers. In 2022 the Group celebrated 70 years of helping consumers and businesses fulfil their ambitions.

Our customers are at the heart of everything we do, but we can’t achieve our customer focused strategy without the right people in our team. At Secure Trust Bank, we know that people are our biggest investment, which is why a career with us is not just a job. It’s the chance to be part of something bigger, to add real value to the Bank and help us constantly improve, to achieve our ambition of becoming the most trusted specialist lender in the UK. 

We believe in giving our employees autonomy, with initiative and exceptional performance recognised through a variety of individual and team awards and incentives. All our employees have a tangible impact on the Group’s core values, and we are looking for candidates who are enthusiastic, proactive and enjoy working in a fast-paced environment. 


	
Job Description

	Job Purpose

The People Operations Lead is responsible for leading the delivery of efficient, consistent, and compliant People Operations services across the full employee lifecycle.

The role ensures that all operational processes, systems, and controls are delivered to a high standard, supporting a positive colleague experience while meeting regulatory (including SMCR), legal, and internal governance requirements.

Acting as the operational lead within the People function, the role provides oversight of employee relations activity, People data, and core operational processes, while driving continuous improvement, strengthening risk management, and enabling the effective delivery of the People strategy.

Key Responsibilities 

People Operations Delivery & Service Management
· Lead end-to-end delivery of People Operations across the employee lifecycle (joiners, movers, leavers)
· Ensure SLA-driven, high-quality service delivery across onboarding, lifecycle changes, and offboarding
· Build strong relationships with key stakeholders and external partners, ensuring effective service delivery and collaboration

Employee Relations Oversight & Advisory
· Oversee the effective and compliant management of employee relations cases, including sickness and absence, investigations, disciplinary, grievances, family leave, flexible working, capability, and performance matters
· Provide escalation support on complex cases, ensuring consistent application of policies, robust documentation, and alignment with legal, regulatory, and internal risk requirements
· Proactively coach, advise, and influence line managers and colleagues on People policies and procedures, supporting fair, timely, and effective resolution of casework (formal and informal)

Governance, Risk & Regulatory Compliance
· Lead the operational delivery and ongoing management of SMCR requirements, including: 
· Coordination of Fit & Proper assessments (SMFs and Certified population)
· Management of regulatory references in line with FCA requirements
· Ensuring accurate record-keeping and audit readiness for all SMCR-related activities
· Oversee GDPR compliance and manage Data Subject Access Requests (DSARs), ensuring robust governance and adherence to regulatory requirements
· Maintain up-to-date knowledge of UK employment legislation and proactively share updates within the People Team

Data, MI & Performance Insight
· Produce and review MI, dashboards, KPIs, and KRIs to monitor performance and identify trends
· Use data-driven insights to inform decision-making, improve service delivery, and highlight risks or areas for intervention

Process Improvement & Transformation
· Drive continuous improvement initiatives, including process optimisation and standardisation
· Identify and implement automation opportunities to improve efficiency and reduce manual intervention
· Champion the adoption and practical application of AI within the People function

Projects & Strategic Support
· Support delivery of wider People projects aligned to the People Plan, including (but not limited to) Wellbeing, EDI initiatives, and Employee Voice programmes
· Contribute operational expertise to change initiatives, ensuring processes are scalable, efficient, and aligned to business needs


	
Specification

	
Skills/Knowledge/Experience

· Proven experience in a People Operations / HR environment, with exposure to end-to-end employee lifecycle processes 
· Experience of managing or overseeing employee relations activity, including complex case escalation and advisory support 
· Experience working within a regulated or governance-led environment, with an understanding of risk, compliance, and audit requirements 
· Experience producing and analysing MI, KPIs, and operational reporting to drive insight and performance
· Sound knowledge of UK employment legislation and its practical application within employee relations 
· Understanding of SMCR requirements and/or working within FCA-regulated frameworks (desirable) 
· Knowledge of data protection requirements (GDPR) and handling sensitive employee data 
· Strong understanding of People systems, processes, and service delivery models
· Strong stakeholder management skills, with the ability to coach, influence, and challenge managers constructively
· Excellent organisational skills with the ability to manage competing priorities, meet deadlines, and maintain service standards 


Essential Behaviours 
· Risk Aware – It keeps our customers and ourselves safe and secure 
· Future Oriented – Embracing change and implementing good ideas gives us the competitive edge
· Team Oriented – We achieve more when we work well together 
· Ownership – Each of us need to take personal responsibility 
· Performance Driven – We will only be the most trusted specialist lender in the UK by each of us taking personal accountability for our performance
· Customer focused – Because they are at the heart of everything we do 
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