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Chief Operating Officer (COO)
Abbotsford Hospice & Grief Support Society – Job Description

Position Summary

The Chief Operating Officer (COO) provides senior operational leadership to ensure the effective, efficient, and compassionate delivery of all programs and services within the Abbotsford Hospice & Grief Support Society. Reporting directly to the CEO, the COO oversees internal operations, supports the leadership team, and ensures organizational systems, workflows, and performance standards are optimized to advance the Society’s mission. The COO translates strategic goals into actionable operational plans, drives quality improvement, develops emerging leaders, and ensures the organization maintains exceptional service standards for clients, families, volunteers, and community partners.

Key Responsibilities

Operational Leadership
• Provide day-to-day leadership for all operational functions across hospice residence, palliative support services, bereavement programs, community outreach, and administrative operations.
• Supervise Directors and Managers, promoting strong communication, accountability, performance, and alignment with organizational values.
• Develop, implement, and refine systems, processes, and infrastructure to enhance workflow efficiency, service consistency, and organizational capacity.
• Lead operational planning, ensuring goals, KPIs, metrics, and deliverables are clearly defined, tracked, and achieved.

Program & Service Delivery
• Ensure all programs meet or exceed quality, safety, regulatory, and service standards.
• Monitor program performance through KPIs, client outcomes, dashboards, and operational metrics; recommend and implement improvements.
• Support program innovation, expansion, or redesign based on community need and strategic priorities.
• Ensure seamless integration of services across departments to enhance the client and family experience.






Human Resources, Leadership Coaching & Team Development
• Oversee recruitment, onboarding, training, and performance management through the leadership team.
• Coach Directors, Managers, and key staff to strengthen leadership capacity, accountability, and professional growth.
• Foster a healthy, respectful, inclusive, and mission-driven workplace culture.
• Collaborate with Volunteer Services leadership to support volunteer engagement, training, and operational alignment.

Policy, Compliance & Risk Management
• Ensure compliance with organizational policies, accreditation standards, regulatory requirements, and health and safety guidelines.
• Lead the development, updating, and implementation of operational policies, procedures, and systems.
• Identify, assess, and proactively mitigate operational, safety, and organizational risks.

Financial & Resource Management
• Work with the CEO and Finance Director to develop and manage annual operational budgets.
• Monitor expenditures, staffing models, and resource allocation to ensure fiscal responsibility and organizational effectiveness.
• Support funding proposals, outcome reporting, grant requirements, and operational contributions to fundraising initiatives.

Internal Communication & Cross-Organizational Coordination
• Provide regular operational reporting, data analysis, and strategic updates to the CEO.
• Strengthen communication between departments to support collaboration, service continuity, and unified organizational direction.
• Lead or support cross-departmental initiatives, change management, system implementations, and internal improvement projects.

Executive Support to the CEO
• Provide direct operational and administrative support to the CEO as needed.
• Assist with preparations, reports, planning, and organizational initiatives requiring executive-level coordination.
• Ensure the CEO is resourced with necessary information, briefings, and operational insight.
 





Qualifications

• Significant progressive leadership experience in hospice, health services, community care, or non-profit operations.
• Demonstrated expertise in operational management, program oversight, organizational systems, and service delivery.
• Proven ability to coach, mentor, and develop leaders within a mission-driven team environment.
• Experience with HR processes, onboarding, performance management, and policy development.
• Strong analytical skills, including experience with KPIs, dashboards, metrics, and continuous improvement methodologies.
• Excellent communication, interpersonal, organizational, and problem-solving abilities.
• Ability to manage multiple priorities with compassion, professionalism, and sound judgment.

Salary

$75,000-90,000 commensurate with experience
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