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Job title Service Manager 

Reports to Head of Community Initiatives 

Responsible for Refugee Futures 

Location Hybrid 

Hours 37 per week 

Salary £38,036 per annum 
 
Purpose 
 

As the Service Manager, oversee the day-to-day delivery of Floating Support Services 
across Nottinghamshire for refugees and EU migrants, contributing to the creation and 
maintenance of a culture of continuous improvement within the services.  
 
The Service Manager has significant strategic impact in terms of planning and co-ordinating 
the business. Service Managers will work towards priorities that often demand sensitive 
management of internal relationships between parts of the organisation. Service Managers 
are therefore required to recognise and manage the required balance between the needs of 
their service and the needs of the wider organisation. 
 
Reporting to the Head of Community Initiatives, you will lead and develop your teams to 
provide a high-quality, person-centered service in accordance with the mission statement, 
values, and strategic objectives of Tuntum Housing and within the relevant legislative 
framework.  
 

Key Responsibilities 
 

To provide leadership and stability to the teams, line management, coaching and supporting 
direct reports. 
 
To work with the Head of Community Initiatives to develop, achieve, manage and report on 
agreed areas of Performance Standards in all areas of work. 
 
To ensure that statutory and regulatory requirements are adhered to. 
 
To contribute to the development of procedures and guidelines relating to service delivery. 
 
Contribute to ensuring that the Key Performance Indicators (KPI’s) and Service Level 
Agreement (SLA’s) and Contractual requirements are met. 
 
To foster excellent working relationships with all stakeholders.  
 



 

Ref: N Littlechild, HR Manager 
Version: v2 
Date: 19/12/2023  Page 2 of 7 

 

Promote the organisation, and Refugee Futures service to the wider communities, whilst 
taking advantage of networking opportunities.   
 
To work with the Head of Community Initiatives to determine and deliver an effective staff 
training & development programme aimed at enabling staff to meet the business goals of the 
service.  
 
Provide internal and external reports as and when required on multiple aspects of the 
service. 
 
Promote a “no blame” and “can do” culture.  
 
 
Team management (including paid staff, students and volunteers) 
 
To be involved in the recruitment, selection and induction of staff into the service. 
 
To provide effective formal supervision and ongoing support and motivation for the team, 
including dealing with problems to enable the staff to deliver the service required to a good 
standard. 
 
To hold annual appraisals with staff that the post holder supervises and use the appraisal 
system to identify and enable training and career development. 
 
To ensure that regular Team Meetings are held and that you encourage a participatory team 
approach to the day-to-day running of the service. 
 
Manage staff performance, as well as resolving disputes and conflicts. 
 
To carry out regular (at least monthly) audits on different work tasks to ensure quality and 
consistency. 
 
To foster in the team the development of work that reflects the aims of the service, engages 
the user  
group, and offers the opportunity to bring about positive changes in their lives. 
 
Support staff to be culturally aware of diverse client groups in order to promote effective 
advocacy.   
 
Work flexibly within the team, supporting colleagues and sharing skills and knowledge as 
required to provide an effective and reliable service to all users.  
 
Develop and manage a volunteer programme to offer additional support to clients. 
 
Floating Support Services 
 
To ensure, through regular contact with individual staff, that policies and procedures relating 
to the work of Tuntum Housing Association are being implemented and adhered to. 
 
Ensure that our floating support service is accessible and effective to all potential users  
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To ensure that services are responsive, are operated professionally and that clients are 
receiving the support as required. 
 
When required, to ensure that services are able to deliver focussed support for people with 
moderately complex needs. 
 
To ensure consistency throughout the service whilst also taking into account the individual 
needs of clients, the team and differences in practice and expectations. 
 
To monitor the services, implement service improvement programmes and feedback to the 
Head of Community Initiatives and the Customer Experience Committee. 
 
To work with the Head of Community Initiatives to implement, manage and report on agreed 
Performance Standards/Targets in all areas of the services work. 
 
To respond to service user complaints and grievances in line with Tuntum’s policy and 
procedure. 
 
Ensure delivery of effective services including risk assessments, safety planning, referrals to 
other agencies and MARAC. 
 
Development and Liaison 
 
To help communicate the vision of the service to the team, clients and other agencies. 
 
To work with the Head of Community Initiatives to ensure that the services are planned and 
developed in line with local need, reflects developments in social policy (e.g. health & social 
care), has clear outcomes, is resourced appropriately, includes service user involvement and 
is reviewed/monitored on a regular basis. 
 
To build and maintain close working relationships with delivery partners, including funders, 
stakeholders and local authorities. 
 
To ensure systems are in place and utilised to monitor and evaluate the work of the team 
against agreed aims and the expectations of funders. 
 
Attend external meetings and events as required. 
 
Finance 
 
Manage revenue budgets in accordance with financial procedures/regulations. 
 
Monitor expenditure against budget and take corrective action as appropriate. 
 
To maintain appropriate systems of accounting for expenditure relating to clients, control of 
petty cash and examination and where required certification of bills and invoices for 
payment. 
 
Report financial expenditure on regular basis to all councils in line with financial regulations.  
 
Provide details of invoicing for support hours to each council on a monthly basis, including 
addressing any queries.  
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Monitor spending on company credit cards for self and other staff.  
 
General  
 
To adhere to all relevant Tuntum policies and procedures 
 
Act as the designated person in respect of health and safety and safeguarding in 
accordance with the law and our policies and procedures. 
 
To attend management forums and contribute to working parties to develop our Community 
Initiatives policies, procedures and provision, as directed by the Head of Community 
Initiatives. 
 
Compliance with General Data Protection Regulations (GDPR) in relation to confidentiality, 
data accuracy and storage. 
 
To work flexibly and participate as required in the delivery of contingency plans outside of 
the normal shift pattern. Flexibility is required to work on a rota that includes working some 
weekends and unsocial hours outside of normal working hours. 
 
In conjunction with the staff team, provide articles for both the staff and Engage newsletters. 
 
To ensure good time management at all times. 
 
To be self-supporting administratively. 
 
To be aware of own training needs.  
 
To undertake other management tasks as delegated by the Head of Community Initiatives  
 
 
 
 
 
Person Specification 
 

Requirements Essential Desirable 

Education   
Management qualification. 
Educated to degree level.  

Knowledge  

Contract and service level 
agreement implementation.  
 
Effective case management.  
 

Understanding of the role of 
Police, Social Services, Local 
Authority Housing, Health, and 
Registered Social Landlords in the 
delivery of a robust support, care 
and housing service  
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Knowledge and understanding 
of refugees and their 
resettlement programmes.  
 
Knowledge and understanding 
of EU migrant issues.   
 
Health and safety legislation.  

Mental Health Legislation. 

Knowledge and understanding 
of safeguarding issues and 
ability to address them 
appropriately. 

 

 
  

Experience 
required 

Working with people who have 
complex issues and leading 
and delivering floating support 
services. 
 
 
Service management 
experience including 
experience of recruitment, 
induction, supervision, 
appraisal and training, 
disciplinary action and 
grievance issues 

Managing a budget and 
financial systems 

Multi-agency partnering.  
 
Continual professional 
development.  

Excellent knowledge of mental 
health pathways, multi-agency 
working, housing legislation, 
Health and Safety legislation 
and legal services 

Housing management. 
 
Housing law + 
Working with a range of 
stakeholders and managing 
stakeholder relationships 
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Promoting and developing 
service user led involvement. 
 
Production of management 
reports and analysing service 
activity.  
 

Knowledge and understanding 
of safeguarding issues and 
ability to address them 
appropriately. 
 

Skills and 
aptitudes 
required 

Leadership and project 
management.  
 
Supervision and performance 
management.  
 
Clear and accurate written 
skills including report writing.  
 
Strong professional and 
persuasive verbal 
communication skills.  
 
Numerate with an eye for 
detail. 
 
Networking, developing & 
managing multiple & diverse 
relationships. 
 
Crisis management skills and 
the ability to deal with stressful 
situations. 
 
Computer literacy and 
proficient in a range of IT 
packages 
 
Organisational skills.  

   

Personal 
qualities 
required 

Credible and able to influence. 
 
Ability to work in busy 
environment and can 
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demonstrate decision making 
under pressure 
 
 
Committed to equality and 
diversity in employment and 
service delivery.  
 
Ability to lead and motivate 
particularly in crisis.  
 
Self-motivated, energetic and 
enthusiastic.  
 
Committed to going the extra 
mile to deliver an exceptional 
service. 
 
Trustworthy, has integrity and 
operates in an ethical way.  

 
 
Approved by: 
 

Delores Vassell 
 

Date approved: 19/12/2023 
 

 
 
 
 
 
 
 
 
 
 


