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	Richmond AID Person Specification and Job Description 


	Name of Role
	Advice Manager 

	Responsible to 
	CEO

	Post Description 
	To lead and develop a high-quality, rights-based advice service that supports disabled people to challenge barriers, assert their rights, and live independently. The Advice Manager will ensure our service is accessible, responsive, and strategically aligned with the charity’s broader mission to dismantle disabling barriers in society. This role combines operational leadership with a focus on learning, continuous improvement, and using insight from advice work to drive wider systems change.

The Advice manager will lead and manage our established advice services teams including debt advice, benefits advice and advice on social care and independent living. Our Advice services provide one to one advice and support to disabled people with complex issues and often with multiple crises. 
You may be required to deputise for the CEO including leading key meetings, working with the trustees and ensuring smooth leadership continuity. 




	Experience & Knowledge

	Essential 
· Proven experience of 1 year managing or coordinating advice services, particularly around disability rights, benefits, housing and social care and a further 2 years of direct advice delivery. 
· Experience of managing advisors carrying out complex casework and leading and supporting teams, with a commitment to inclusive and reflective leadership.

· Strong understanding of the social model of disability and rights-based approaches to service delivery.

· Skilled in service monitoring, evaluation, and quality assurance. 
· Ability to analyse complex data and feedback to inform decision-making and improvement.

· Working knowledge of legislation and recent policy changes that impact on disabled people and how this impact service delivery. 
· Expertise in dealing with confidentiality, data protection issues and safeguarding issues. 

· Understanding of the social model of disability
Desirable 

· Demonstrable ability to connect frontline work to wider systems change, policy or campaigning.



	Skills & Abilities

	· A proactive and adaptable leadership approach, able to balance strategic vision with delivery.
· High levels of emotional intelligence, self-awareness, and collaborative working style.

· Strong allyship or lived experience of disability.

· Commitment to disability justice, equity, and dismantling disabling barriers.
· Excellent communication and interpersonal, influencing and negotiating skills, including the ability to engage diverse stakeholders and present the service externally.



	Other requirements

	This post will be subject to a satisfactory Enhanced DBS check carried out by Richmond AID. You will need to be able to travel within the Richmond borough and may be required to travel to London and other parts of the country.


	

	Key Responsibilities, Main Tasks and Duties

	Service Leadership & Management
· Provide strategic and operational leadership of the advice service in line with the organisation’s values and the social model of disability.

· Line manage teams of advisors, caseworkers and volunteers, offering clear supervision, support, and professional development.

· Promote an empowering approach to advice that values lived experience and supports self-advocacy and autonomy.

Quality & Impact
· Ensure the service meets legal, regulatory and funder requirements, and aligns with quality frameworks such as the Advice Quality Standard
· Develop and maintain robust systems for quality assurance including handling complaints, safeguarding, risk management, and data protection.

· Embed systems for monitoring and evaluation to assess outcomes, identify trends, and continually improve the service.

Client Voice & Feedback
· Ensure disabled people’s voices and experiences are central to service design, delivery and review.

· Develop mechanisms for gathering client feedback and co-production, and use insights to adapt and improve service provision.

· Uphold an ethos of transparency, accessibility, and accountability.

Strategy, Campaigning & Systems Change
· Work collaboratively to feed learning from advice work into influencing and campaigns.

· Identify and escalate systemic issues and trends impacting disabled people, using casework insight to inform social justice efforts.

· Represent the service at external meetings, forums and partnerships, building alliances that support wider change.

Service Development
· Identify opportunities for change, growth, innovation, and partnership within our advice services.

· Streamline internal systems and processes to enhance efficiency and user experience.

· Contribute to funding bids, reports, and project development as required.

Marketing & Promotion

· Develop inclusive and accessible ways to promote our advice services across multiple channels, including social media, newsletters, outreach events and partnership networks. 
· Develop strategies to reach underrepresented and marginalised disabled communities.  
General 
· Undertake one to one casework with clients at peak periods. 

· To recruit, train and manage volunteers. 
· Keep accurate records of all clients and maintain a database of client information, continue to update client records with progress and outcomes.
· Complete all monitoring and evaluation as required by the funder and Richmond AID.  
· To liaise and create effective working relationships with partner organisations. 
· Ensure that the project is compliant with the Social Model of Disability. 

· Comply with Richmond AID’s policies and procedures. 

· Attend training and development as identified by you and your manager.

· Attend team meetings and supervision.  

· You may need to work outside of normal office hours including evening and weekends. 

· Any other work commensurate with the level of this post.  


