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Job Title Monitoring
Service Director

Reference Issue Date Issue Number
JP 2086 04/08/2026 1
About Orbis

At Orbis we understand that no two customers are the same — there’s no one-size-fits-all approach to protecting your
property, people and assets.

Our experts are trusted to protect what's valuable in everything from commercial property to social housing and
construction. Nationwide and international capability, delivered with local intelligence.

The ambition is to set the standard and pioneer a better way: being ahead of the game with innovative, technology-
enabled solutions while still being people-focused. Being trusted to deliver time and time again and providing an
exceptional customer experience.

Purpose of the role

Our client is Orbis Protect, who are a leading provider of vacant property solutions, site security, and people protection
services across the UK and Europe, committed to delivering exceptional service through innovation, technology and
operational excellence.

They are seeking an experienced and visionary Monitoring Service Director to lead their 24/7 monitoring operations,
ensuring the highest standards of service, resilience and customer care. This executive leadership role is responsible for the
strategic direction, operational performance and continuous improvement of their Alarm Receiving Centre (ARC), Remote
Video Monitoring Centre (RVMC), Lone Worker Monitoring, and associated monitoring services. The ARC is involved with
overseeing in the region of 200,000 alarms per month.

The successful candidate will combine strong operational leadership from working within contact centres with commercial

acumen and a passion for technology, driving innovation while ensuring compliance with all regulatory and industry
standards.

Reporting and management structure

~ Reporting to: Chief Operating Officer
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Key result areas

Key Performance Indicators

— Service availability and operational resilience

Alarm response and handling times

Customer satisfaction and retention

Monitoring centre compliance and audit performance
Incident resolution effectiveness

Employee engagement and retention

Operational efficiency

Budget performance

Technology implementation milestones
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Business continuity readiness

Job responsibilities

The role is varied and will include, but is not limited to, the following:

Strategic Leadership

= Oversee and implement the strategic vision for the monitoring services function.

=~ Lead the evolution of monitoring capabilities through technology, automation and operational excellence.
- Support the organisation's growth by helping to enhance and expand their monitoring services.

= Align monitoring operations with wider business objectives and customer requirements.

Operational Management
—~ Lead all aspects of a 24/7 monitoring operation, ensuring uninterrupted service delivery.

= Oversee Alarm Receiving Centre (ARC), Remote Video Monitoring, CCTV monitoring, lone worker protection and
incident management services.

- Ensure monitoring teams consistently meet agreed service levels, response/handling times and quality standards.

- Develop scalable operational processes to support business growth.

- Maintain robust business continuity and disaster recovery plans.

Technology & Innovation

- Drive continuous improvement through investment in technology, Al-enabled monitoring, automation and digital
transformation.

- Work closely with technology partners to enhance monitoring platforms and customer experience.

— Evaluate emerging technologies to improve operational efficiency and service capability.

- Lead the implementation of new monitoring systems and operational software.

Leadership & People

= Lead, inspire and develop Monitoring Managers, Team Leaders, Supervisors and operational support teams. Overall
responsibility for circa 70 staff.

- Foster a high-performance culture focused on accountability, professionalism and customer service.

- Develop leadership capability through coaching, mentoring and succession planning.

- Promote employee wellbeing, engagement and continuous learning.
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Service Excellence

—~ Ensure exceptional customer service across all monitoring operations.

-~ Monitor service quality through KPIs, quality assurance programmes and customer feedback.
-~ Develop and maintain operational procedures aligned with industry best practice.

— Lead service recovery for major incidents and critical client escalations.

Compliance & Governance
- Ensure compliance with all relevant legislation, industry regulations and accreditation requirements.

=~ Maintain compliance with NSI Gold and all applicable monitoring regulations.
- Lead internal and external audits.
- Maintain strong governance across operational risk, cyber security and information management.

Commercial Performance

-~ Manage departmental budgets and financial performance.

- Identify efficiencies while maintaining service quality.

— Support sales and business development by providing technical expertise during client tenders and contract
mobilisation.

—~ Develop commercially sustainable monitoring solutions for new and existing clients.

Client Relationship Management
- Build executive relationships with key customers and strategic partners.

= Assist in anyway with operational reviews for major clients.
= Ensure high levels of customer satisfaction, retention and contract renewal.
- Act as executive sponsor for strategic monitoring contracts.

Note:

This job description Is intended to give the post holder an appreciation of the role envisaged for this position and the
range of duties undertaken. Specific tasks and objectives will be agreed with the post holder throughout the period of
employment. The job description may be varied from time to time by the Company to reflect changes in the post holder’s
role and/or the needs of the business.

Conditions

Hours of work  Monday to Friday, 40 hrs per week
Work base Wirral / Wrexham / Foxley

Benefits In addition to a competitive salary, we also have a range of benefits which includes Life Insurance, Sick Pay,
Company pension, holidays, Employee Assistance Programme, and onsite Mental Health Champions, Perkz,
Annual Bonus scheme, fantastic career progression
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Person specification and key skills

Essential

- Significant senior leadership experience in managing either a 24/7 monitoring centre, Alarm Receiving Centre (ARC),
Security Operations Centre (SOC) or equivalent critical contact centre operations environment.

Proven experience leading large operational teams in a regulated environment.

Commercial leadership experience with budget and ideally previous P&L responsibility.

Strong understanding of company systems, operational resilience and business continuity.

Experience delivering digital transformation and technology-led operational improvements.

High levels of attention to detail, strong with data.

Excellent communication, stakeholder management and leadership skills.
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Ambitious and really driven with high energy levels.

Desirable

= A nice to have would be knowledge of vacant property security solutions and previous experience of security systems,
CCTV monitoring, alarm monitoring / people protection services.

— Experience managing NSI Gold accredited operations.

- Degree qualified in Business, Operations Management, Security Management or a related discipline.

= Professional security or leadership qualifications.

— Experience operating across multiple European markets.

Competency profile

— Strategic and commercially minded.

Calm and decisive under pressure.

Customer-focused with a commitment to service excellence.
Innovative and technology driven.

Highly organised with exceptional attention to detail.
Collaborative leader who develops high-performing teams.
Strong analytical and problem-solving capability.

N I R R 2

High integrity with excellent judgement.

What We Offer

A leadership role within an industry-leading organisation.
Opportunity to shape the future of technology-enabled monitoring services.
Competitive executive salary and performance-related bonus.

Pension and private healthcare.

>
>
>
~ Car allowance
>
= Professional development and executive leadership opportunities.
=

Collaborative, innovative and values-driven culture.
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