Job Description
Position Details
Job Title: Service Manager – Financial Wellbeing Team
Location: Edinburgh (CHAI Office and Hybrid Working)
Salary: £35,110 – £37,820
Contract: Permanent, Full Time
Hours: 35.75 hours per week
Responsible to: Chief Executive Officer (CEO)

About CHAI
CHAI is a leading community advice organisation dedicated to reducing poverty, preventing homelessness and improving the wellbeing of individuals and families across Edinburgh.
We believe that no one in our communities should endure hardship. Our Financial Wellbeing Team provides high-quality welfare rights, debt and housing advice to some of the city's most vulnerable people through a range of community-based services.
We are looking for an experienced, motivated and inspirational Service Manager to lead our Financial Wellbeing Team and help shape the future of our services.
About the Role
This is an exciting opportunity to join CHAI's Senior Management Team at a time of continued growth and development.
As Service Manager for our Financial Wellbeing Team, you will lead a dedicated team of advisers delivering life-changing welfare rights, debt and housing advice to individuals and families across Edinburgh. You will be responsible for ensuring the highest standards of service delivery, supporting and developing staff, maintaining strong relationships with commissioners and partners, and driving continuous improvement across the service.
This is a varied and rewarding leadership role that combines operational management with strategic development. You will play a key role in shaping and expanding our services, identifying new opportunities, supporting funding initiatives and helping to ensure CHAI continues to meet the changing needs of our communities.
We are looking for someone who is passionate about tackling poverty and inequality, who inspires others to achieve their best, and who is committed to delivering excellent advice services that empower people to improve their lives.
If you are an experienced manager with a collaborative leadership style, excellent organisational skills and a commitment to social justice, we would love to hear from you.

Job Purpose
As a member of CHAI's Senior Management Team, you will provide leadership and operational management to a team of advisers delivering welfare rights, debt and housing advice in accordance with the Scottish National Standards for Information and Advice Providers.
You will ensure services are delivered to the highest professional standards, contractual targets are achieved, and staff are supported to deliver outstanding outcomes for clients.
Our advisers work across a variety of locations including GP surgeries, Mental Health and Recovery Hubs, community venues and CHAI offices.
This is an exciting opportunity to make a genuine difference to the lives of individuals and families experiencing financial hardship.

Key Responsibilities
Service Delivery
· Ensure advice services meet the Scottish National Standards for Information and Advice Providers.
· Carry out regular quality audits of adviser casework.
· Monitor contractual performance and ensure agreed Key Performance Indicators (KPIs) are achieved.
· Manage service budgets effectively.
· Build and maintain strong relationships with commissioners, funders, partners and stakeholders.
· Prepare monitoring reports demonstrating service outcomes and impact.
· Ensure accurate recording of client information and service statistics.

Service Development
· Support the continuous development and improvement of CHAI services.
· Identify opportunities to improve service delivery and client outcomes.
· Represent CHAI at partnership meetings, strategic forums and networking events.
· Deliver presentations, briefings and training to partner organisations where appropriate.
· Support the CEO in delivering CHAI's strategic objectives.
· Assist with funding applications, tender submissions and service development opportunities.
· Prepare reports and papers for the Board of Directors.

Leadership and People Management
· Provide effective leadership and day-to-day management of the Financial Wellbeing Team.
· Motivate, coach and support staff to achieve high performance.
· Conduct regular supervision, performance reviews and annual appraisals.
· Support recruitment, induction and retention of staff.
· Identify training and development needs.
· Promote staff wellbeing and maintain a positive team culture.
· Monitor workload, productivity and service performance.
· Ensure compliance with CHAI's HR policies and procedures.

Professional Development
· Maintain current knowledge of welfare benefits, debt advice and housing legislation.
· Participate in relevant training and continuing professional development.
· Maintain accurate records of professional learning.

Organisational Responsibilities
· Actively contribute to Senior Management, Operational Management, Service Team and Board meetings.
· Support organisational policy development and continuous improvement.
· Promote CHAI positively with partners and stakeholders.
· Comply with all organisational policies and procedures.
· Undertake any other reasonable duties appropriate to the role.

Person Specification
Essential
Experience
· Previous management experience within the advice, social care or third sector.
· Experience leading and developing staff teams.
· Experience delivering or overseeing welfare rights, debt or housing advice.
· Experience working with vulnerable individuals and families.
· Experience monitoring contracts and achieving performance targets.
· Experience preparing reports for funders, commissioners or Boards.

Knowledge and Skills
· Excellent leadership and people management skills.
· Strong communication and interpersonal skills.
· Excellent organisational and time management skills.
· Ability to prioritise competing demands.
· Strong analytical, decision-making and problem-solving abilities.
· Ability to build effective partnerships with external organisations.
· Commitment to continuous improvement and service excellence.
Personal Qualities
You will demonstrate CHAI's values:
Compassion – treating everyone with empathy, dignity and respect.
Integrity – acting fairly, honestly, professionally and without judgement.
Quality – striving for excellence and working collaboratively.
Learning – embracing innovation, development and continuous improvement.
Empowerment – supporting people to develop confidence, independence and resilience.

Desirable
· Diploma, Degree or SCQF Level 7 qualification (or equivalent).
· Previous experience managing an advice team.
· Excellent working knowledge of AdvicePro.
· Knowledge of Scottish National Standards for Information and Advice Providers.
· Experience of funding reporting and contract management.

Additional Requirements
Successful applicants will be required to obtain a satisfactory Protection of Vulnerable Groups (PVG) Scheme Record.



What We Offer
At CHAI we value our staff and recognise the important contribution they make. We offer:
· Flexible and hybrid working arrangements.
· Simplyhealth Health Cash Plan.
· 33 days annual leave (inclusive of public holidays).
· NOW Pension Scheme.
· Comprehensive induction and training programme.
· Ongoing professional development.
· A supportive and collaborative working environment.
· Opportunities to shape services and influence organisational development.
· A rewarding role making a real difference to local communities.


