Toynbee Hall

For a fairer future

Administrative Office

Coordinator based /
Hybrid
1 year -

Advice Services Fixedterm

No TBC

Head of Vulnerable Clients None

/ MHCBS Manager

35 hours / wk Mon-Fri 9am-5pm
Full Time

Based in the East End of London since 1884, Toynbee Hall is a charity working alongside people
facing poverty, injustice, and inequality to build a fairer East London. We provide vital advice and
support, working in partnership to tackle unfairness and ensure everyone has an equal chance to
thrive.

We have recently launched a new strategic plan which reinforces that our purpose is to build a
fairer future with an end to poverty, injustice and inequality.
We work towards this by:
¢ Addressing poverty and injustice through advice and support and influencing systemic
change.
¢ Shifting power to people and communities affected by injustice and inequality.
* Collaborating to end poverty and build fairer systems and institutions. What we want to see
in the world starts with our community and our organisation.

This means:

* Working together to build a thriving local community where people have the resources they
need, feel their voices are heard and are optimistic about the future.

¢ Being a good employer, where people are treated fairly, feel engaged and empowered,
and work together to achieve our shared vision.

¢ Acknowledging the role Toynbee Hall has historically played in civic society while
recognising that our role now is to shift power, to be an effective partner, and to amplify
voices that are less likely to be heard.

What we learn from our work in east London we use to inform and influence wider policy — working
to influence change in structures, systems and policies.

The Advice Services directorate at Toynbee Hall is central to our commitment to address and
alleviate poverty in London and beyond. Specialising in debt, welfare benefits, legal support,
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and generalist advice, our directorate has proven instrumental in significantly enhancing the
financial wellbeing of those we serve. Last year alone, our efforts helped individuals and
families to be over £23 million better off, showcasing the direct impact of our work.

Our operational model combines direct service provision with a collaborative approach. We
directly employ a number of advisors who deliver expert, impartial advice. Simultaneously, we
lead a coalition of 15 partner charities—including local Citizens Advice Bureaus and law
centres—where additional advisors are employed. This structure allows us to amplify our reach
and effectiveness, ensuring that a comprehensive network of support is available to those in
need.

By integrating direct support with strategic partnerships, the Advice Services directorate not
only tackles immediate financial and legal challenges but also contributes to the broader goal of
systemic change, enhancing economic security and community resilience across one of the
most challenged demographics in the nation.

The Mental Health Crisis Breathing Space (MHCBS) team at Toynbee Hall is part of a national
initiative launched in partnership with We Are Group and The Kaleidoscope Plus Group, funded by
the Money and Pensions Service (MaPS). This service provides individuals undergoing mental
health crisis treatment with temporary protection from debt collection activities, allowing them a
“breathing space” to focus on their recovery without the immediate pressures of financial
obligations. Toynbee Hall contributes to this initiative by offering regulated debt advice, conducting
renewal checks, and providing comprehensive signposting support, ensuring that clients receive
holistic assistance during their crisis period

Our values are Inclusive, Courageous and Empowering and we expect everyone who works with
us to work in a way that aligns with these values and to do their utmost to deliver our strategic
objectives according to their role.

To provide administrative and coordination support to the MHCBS team, ensuring accurate data
entry, documentation processing, and effective communication with partners and service users.

The Administration Coordinator provides crucial support to the Mental Health Crisis Breathing
Space (MHCBS) team by managing administrative processes efficiently. The role focuses on
handling key back-office tasks that enable the team to deliver timely and accurate support to
clients and stakeholders.

The postholder will report to the MHCBS Advice Manager and will work closely with other
members of the MHCBS team. There will be regular communication with internal colleagues and
external stakeholders such as creditors, mental health professionals, and referral agencies.
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Coordinate team inboxes and triage emails to appropriate team members or stakeholders, ensuring
timely and accurate responses within SLAs — handling routine enquiries as standard and more complex
enquiries as directed.

Coordinate team tasks in AdvicePro, resolving issues, issuing or preparing correspondence, and
highlighting urgent or non-standard cases for direction and resolution.

Ensure CRM is maintained with accurate client and case information, running reports for management
to review cases, prepare Ml returns and support invoicing routines.

Resolve or triage enquiries via the Insolvency Service portal, ensuring compliance with guidelines.
Process incoming MHCBS applications and handle scheme closures using standard operating
procedures, escalating non-standard issues or cases for direction and resolving issues.

Support accurate reporting by ensuring high data integrity and flagging inconsistencies.

Coordinate administrative needs for team meetings, external engagements, and cross-agency
communication.

The successful candidate will demonstrate:

Essential:

Strong administrative and organisational skills.

Attention to detail and ability to follow procedures.

Experience working in a team environment.

Good written and verbal communication skills.

Comfortable using Microsoft Office and CRM systems.

Able to work independently and manage time effectively.

Alignment with Toynbee Hall’s mission and strategy

Alignment and willingness to work in line to our values:

Inclusive - open-minded, transparent, convening and collaborative; seeking fresh and alternative
perspectives.

Courageous — principled, ambitious and acting with integrity.

Empowering — shifting power, sharing our knowledge, enabling people to take action for themselves
An understanding of safeguarding and willingness to develop understanding further

Desirable:

Experience in the charity or advice sector.
Understanding of mental health services or crisis support environments.



Job Description:
MHCBS Administrative Coordinator

) Toynbee Hall

For a fairer future Since 1884

Remote working ok — This is a Full Time role



