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Job Description

Job title:	Service Manager

Reporting to:	Head of Service 

Contract:		Permanent 

Location:	48-52 Allcock Street, Birmingham B9 4DY

Hours:	37.5 p/wk.

Salary:	£34,957 per annum

Date last updated:	April 2026

Benefits: Progressive career development opportunities, 28 days holiday entitlement (pro rata), increasing to 31 based on length of service, time off in lieu of any Bank Holidays worked, access to an ethical pension scheme, invitation to join the Employee Voice group, Wellbeing Wednesdays, central Digbeth location.
Overall purpose of job:
Our Service Managers play an essential role in the operational delivery of SIFA Fireside’s vision, being responsible for the day-to-day management of our service delivery. This role is one of three service managers who are responsible for line management of our service leads and overall delivery to meet the contractual requirements of the services we operate.  
SIFA Fireside is the main Support Centre for adults in Birmingham experiencing or at risk of homelessness. We operate a range of services spanning rough sleeper provision, prevention, recovery from homelessness and tenancy sustainment. Below is an indication of the support we currently provide: 
· Intervention Support for those experiencing Rough Sleeping
· Exempt Accommodation Navigator Service 
· Adult Lead Worker Service to improve community engagement and sustain accommodation  
· Recovery Programme
· Co-Production
· Restricted Eligibility and Non-UK National Support 
· Peer Support and Befriending Service

Reflecting SIFA Fireside’s key values – Courageous, Dynamic, Supportive, Inclusive – the post holder will routinely achieve standards of excellence in all areas of service delivery through diligent monitoring, recording and reporting, and by ensuring all team members are fully supported, committed, knowledgeable and performing at a high level of competence.


Key tasks

1. Take responsibility for the overall day to day running of Services.

2. Provide effective line management and supervision to Service Leads, supporting their development, overseeing training requirements and ensuring accurate recording and management in line with absence and other relevant policies and procedures. To motivate, coach and support colleagues in their duties and delivery of services. 

3. Have effective oversight of case notes and work done by allocated teams, ensuring quality of service delivery and outcomes. Taking remedial action where appropriate to ensure that all staff are adequately trained and skilled in data collection and recording. 

4. Budget monitoring and reporting, including managing expenditure against performance indicators. 

5. Contract management to ensure effective reporting and performance monitoring for all services.

6. Taking a preventative approach to client management and effectively risk assess and monitor clients with escalating concerns or behaviours. Acting as the appropriate escalation point for incidents or complaints and ensuring that they are correctly recorded and followed up in line with incident reporting procedures and protocols. 

7. Lead on or contribute to the effective recruitment and retention of passionate, committed and effective staff teams. 

8. Collate and report on key performance data in a timely manner to meet the various reporting requirements of funders and stakeholders. This includes data capture, case studies and narrative to highlight the outcomes and impact of services and full compliance with contractual requirements.

9. Attend and contribute to contract review meetings as appropriate and directed by the Head of Service.

10. Support the organisational objective of coproduction with clients, looking for and supporting new ways of embedding this, ensuring that client involvement is meaningful and impactful to our service delivery and the experiences of clients in our services. 

11. Facilitate integrated service provision through our organisation by working closely with the other service managers, and other teams, to ensure joint working and effective management of internal referral mechanisms.  

12. To act as one of the organisation’s Safeguarding Leads, maintaining an up-to-date knowledge of safeguarding best practice and procedures, contributing to their ongoing review across the organisation and acting as the first point of reference for Service Leads and other colleagues. 

13. Work in partnership with other agencies and organisations, including partners who are co-located at SIFA Fireside, and community-based referral partners, to ensure the highest quality service is delivered to clients. To take responsibility for the organisation of multi-agency meetings where required.

14. Be responsible for your own professional development maintaining an up-to-date knowledge of legislation, policy and good practice relating to homelessness. To actively seek out relevant professional training courses and briefings to increase your effectiveness in the workplace and to support Service Leads to do the same for themselves and the front-line staff.

15. Support the Senior Leadership Team with all aspects of Health and Safety in the organisation by ensuring policies, procedures and risk assessments are understood and followed by all service staff. 

16. Maintain professional boundaries and ground rules and escalate concerns as appropriate within SIFA Fireside’s policies and procedures.

17. Maintain an up-to-date knowledge and understanding of the day-to-day client group, regularly spending time with front line staff and interacting with clients. To provide cover in the event of sickness, training or other instances where extra cover is needed to maintain effective front line service delivery.

18. Work closely with the Volunteer Coordinator and Head of Service to develop the use of volunteers within services. To help develop a pathway from volunteering into employment where so desired.

19. Help identify trends and gaps in provision and assist the Head of Service in the ongoing development of activities, systems and processes that support high quality service delivery.

20. Identify and develop opportunities for increased client engagement through new activities and external partnerships.

21. Attend meetings, training and briefings as required.

22. Adopt a flexible approach to working within a multi-disciplinary team. 

23. Any other duties as reasonably required under the responsibilities of the post.

Working conditions:
[bookmark: _Hlk80884812]Managers are expected to work flexibly to meet the needs of the service, and the working day usually falls between 8.30am and 5.00pm with the expectation that if you are on a late duty, and should the need arise, you will remain on site past 5pm until all clients have left the building. 

There may at times be a requirement to travel to other SIFA Fireside or outreach sites. Travel expenses will be paid for any journeys undertaken.
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