JOB DESCRIPTION
Advice Manager

ACCOUNTABLE TO:	Head of Membership
DURATION:	Fixed term contract until 31st July 2027, with potential to be made permanent
RESPONSIBLE FOR:	3 support staff and up to 7 student staff 
HOURS: 		35 hours per week 
LOCATION:	Normally located on the Ealing and Brentford campuses, with occasional travel to our Reading campus. 
Salary:	£34,164 – £39,704

	JOB PURPOSE
1. Manage the Advice Service and Front of House Team, including line managing up to 3 support staff including 2 Advisors and 7 student staff.
2. Responsible for the delivery of an excellent advice service that provides 1-to-1 confidential support and group advice to students; and responsible for the Advice Service and Front of House Teams’ strategic and operational planning.
3. Support the policy and operational matters relating to safeguarding, students in crisis, mental health, student wellbeing and sexual violence prevention. 

KEY RESPONSIBILITIES
1. Manage the Advice Service and Front of House Team, including line managing up to 3 support staff including 2 Advisors and 7 student staff.

· Arrange, chair and keep a record of staff meetings within the Advice Service and Front of House team
· Manage and update regulations and procedures relating to the Advice Service and Front of House team
· Manage the Advice & Front-of-House teams’ budgets, HR records and IT requirements
· Assess and develop the performance of staff in Advice and Front of House, particularly in relation to casework quality and student support
· Support and develop staff to deliver strategic priorities through effective supervision, contributing to annual appraisal, and performance management methods in line with Union policies and procedures.
· Assist in identifying staff development needs and ensure that these are met through training and continuous evaluation.
· Facilitate, share and implement good and innovative practice in Advice and Front of House.
· Lead recruitment, selection and induction of team staff as required in conjunction with the Head of Membership

2. Responsible for the delivery of an excellent advice service that provides 1-to-1 confidential support and group advice to students; and responsible for the Advice Service and Front of House Teams’ strategic and operational planning.

· Manage the day-to-day operations in the Advice Service. 
· Manage the day-to-day operations of Front of House including Advice triage, ticketing, merchandise, membership and appointment bookings.
· Manage the development and implementation of systems and processes to improve the delivery of Advice and Front of House  
· Provide one-to-one advice and support students with academic issues in line with the university’s regulations
· To make accurate referrals to University departments and external agencies where appropriate.
· To carry out any follow-up work arising from the advice sessions, including the representation of clients at University committees, acting as an advocate in non-legal dealings where appropriate.
· To ensure the Advice Service and Front of House keep accurate, up to date and confidential case records and be responsible for the Union case management system.
· To maintain up-to-date knowledge of relevant legislation, policies and practices to ensure accuracy of advice, and share this information with other members of staff as appropriate.
· To design, develop and adhere the Union’s Advice Service Office Manual and other relevant policies and procedures.
· To provide and maintain digital and physical information and materials that act as resources for students
· Provide information relating to advice for key reports and meetings as required by the Head of Membership
· Contribute to strategic and operational planning discussions by putting forward ideas for improvements to the Advice Service based on evidence
· Attend relevant university academic boards, committees and working groups as defined by the Head of Membership
· To maintain and build strong working relationships with UWL services, including student support areas.   
· Support the delivery of Advice related events, activities and awareness building programmes.



3. Support the policy and operational matters relating to safeguarding, students in crisis, mental health, student wellbeing and sexual violence prevention. 
· Provide insight into best practice around safeguarding, students in crisis, mental health, student wellbeing and sexual violence prevention.
· Be a leading voice in the Union for protecting students’ rights, wellbeing and safety at university
· Respond and support to students’ in crisis, providing appropriate support and referring to specialist services where necessary
· Liaise with internal and external colleagues, particularly at the university, to develop policies and processes to support safeguarding, students in crisis, mental health, student wellbeing and sexual violence prevention.
· Support the training delivery to staff and student staff on safeguarding students, consent training and inclusion
· Occasionally support Sabbatical Officers’ priorities and influencing work around safeguarding, students in crisis, mental health, student wellbeing and sexual violence prevention.







PERSON SPECIFICATION

	CRITERIA
	Requirement

	  EXPERIENCE & QUALIFICATIONS

	Experience of advice work or casework delivery
	Essential

	Experience of providing complex case-based advice to individuals
	Essential

	Experience of working with higher education regulations or similar
	Desirable

	Previous experience line-managing staff
	Essential

	Experience working with casework or customer relationship management systems
	Essential

	Experience of managing or coordinating projects
	Essential

	Experience of managing budgets
	Essential

	Experience representing individuals in a ‘hearing’ environment
	Desirable

	Experience safeguarding individuals and supporting individuals at risk
	Essential

	Appropriate qualification/training or higher education degree
	Desirable

	  KNOWLEDGE & SKILLS

	Understanding of current issues and themes in higher education and student welfare
	Essential

	High level knowledge of best practice in providing individuals with high-quality advice 
	Essential

	Knowledge of relevant legislation and regulation including:
· Education Act
· Regulations from the OIA
· University academic regulations

	Desirable

	  UWLSU COMPETENCIES 

	Works collaboratively with others
	 Essential



	Innovates and embraces change
	 Essential



	Communicates and influences effectively 


	 Essential


	Problem Solver


	 Essential


	Plans and organizes effectively


	 Essential


	Effective decision maker 

	 Essential

	  VALUES

	Understanding of the meaning of UWLSU’s core values of Inclusive, Collaborative, Informed, Committed, Empowering, Innovative.
	Essential

	Desire to work in an organisation serving a culturally diverse membership 
	Essential

	Demonstrates positivity, treats others as equals and has a strong commitment to Equality and Diversity 
	Essential




