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Resource Centre Manager
	Job title: Resource Centre Manager
	Team: Learning and Training

	Accountable to: Head of Learning & Training
	Line managing: 1x Resource Centre Coordinator, 1x Resource Centre Support Worker, Volunteers & Peer Mentors

	Salary: £33k pro rata

Pension: following successful completion of 6 month probationary period (5% employer contribution conditional on min. 3% employee contribution)
	Hours: 35 hours a week 

	Disclosure: Enhanced 
	Contract: Permanent 


Background
Providence Row has a long history of working with those affected by homelessness and vulnerably housed in East London, offering an integrated service of crisis support, advice, substance use & alcohol support and employment and training advice.  Our aim is to ensure that people who are so often excluded from mainstream services gain the support and opportunities they need to create a safe, healthy and sustainable life away from the streets. 

Resource Centre
Our Resource Centre is the first point of contact for all our visitors.  As such it plays a key role in ensuring that everyone we work with is treated with dignity and respect, and has a positive experience of our organisation. Through our day centre services, visitors are able to access food, washing facilities, phone charging, health advice and treatment, and get welfare support.
The post holder will develop and manage a range of day centre activities – making the best use of services, the skills of clients and of volunteers from our local community.  Key objectives for the role are:

· Delivery of excellent Resource Centre, partner and reception services to all stakeholders, consistent with the values of the organisation
· Working alongside the management team to deliver excellent health and safety and facilities management
· Develop and oversee all health services and other partnership services
· Participate in planning, monitoring and evaluation to ensure we deliver effective services and demonstrate the impact of our work to key funders
Key objectives & Responsibilities
In order to support the achievement of these aims, the Resource Centre Manager will be responsible for:

Service Delivery
·  Provide line management and supervision to the Resource Centre Coordinator
·  Ensure frontline staff complete all necessary training to ensure they can carry out their duties to a high standard 

·  Work alongside the Volunteering Development Manager to support and recruit volunteers and Peers to support client engagement

·  Develop systems and processes to ensure the Resource Centre service is delivered to a high standard, reflecting best practice in the field

·  Ensure a warm and welcoming environment for all of our clients.  This will include overseeing the provision of:
· Client access, flow and registration 

· Sign posting clients to appropriate service

· access to washing facilities

· access to meals

· the IT café

· Delivery service & Post

· Client liaison, code of conduct, overseeing Incidents onsite, exclusions, client complaints. 

· Ensure all queries (whether by telephone or in person) are dealt with promptly, politely and efficiently.
· Liaise with internal teams to ensure an integrated service
· Manage the budget for reception services
Develop and oversee all health services and other partnership services
· Working with Service Managers to coordinate partner health service site visits (dental care, screenings and vaccinations) including room bookings and H&S
· Overseeing room booking and space planning of partner agencies utilising the daycentre including outreach teams, guests and supporting services.

· Supporting fundraising with Corporate Challenges and funder visits showcasing the work of Providence Row
· Working with the Facilities Manager coordinating contractor’s onsite ensuring service provision is maintained.
· Lead on the delivery of Providence Row Health Fairs including the managing of budgets

· Work with the Volunteering Development Manager to deliver the Service User Forum and implement feedback accordingly
Deliver excellent Health & Safety and facilities management
· Working with the Facilities Manager on day to day management of all Resource Centre related facilities
· Lead on client liaison and relationship building, with oversight of incidents and related responses 

· Working with the Heads of services to reduce anti social behaviour in the local community including attending Ward panel meetings and community liaison

· Working with the Facilities Manager to ensure we have appropriate first aiders on site and first aid boxes are replenished

· Working with the service managers to review CCTV and ensure all security cameras continue to be operational
Monitoring and evaluation
· Ensure the teams record accurate data using the charity’s client database

· Provide information and produce reports to fulfil internal and external reporting requirements

· Participate in reviews and evaluations of work, reflecting on practice and continuously improving service delivery
Other Duties
· Take on occasional pieces of work as agreed between the Head of Learning and Training and the Director of Services (Duties will fall within the scope of the post at the appropriate grade.)

· Attend evening and weekend meetings and functions as on occasion 
· Work in accordance with the Charity's values, guiding principles, policies & procedures. 

Person Specification
	Knowledge and Experience
	Essential / Desirable

	Experience of providing excellent reception and/or customer care in a busy environment
	Essential

	The ability to engage, induct and supervise staff and volunteers with a range of abilities 
	Essential

	Experience of managing challenging behaviour in an assertive, positive and supportive way
	Essential

	Experience in managing health & safety and facilities in a similar environment
	Desirable

	Knowledge of the issues facing those who experience homelessness and the legislation to support this
	Desirable

	Experience of managing a budget
	Desirable

	The ability to develop and maintain effective working relationships with team members and other professionals, in order to deliver the best possible service.
	Essential

	Understanding and experience of working within professional boundaries
	Essential

	Hold a current first aid certificate or be willing to undergo first aid training and other necessary training as appropriate to the role.
	Essential

	The ability to interrogate computerised records, enter relevant data and produce reports and statistics when required.
	Desirable

	Strong organisational skills and the ability to work autonomously with some guidance from relevant managers.
	Essential

	The ability to plan, monitor and evaluate work, providing accurate information for colleagues and reflecting on results.
	Essential

	Excellent IT skills
	Essential

	Excellent verbal and written communication skills
	Essential

	Ability to work outside of normal office hours on occasion 
	Essential

	Competencies
	

	Takes the time to understand difficulties without pre-judgement and with a view to overcoming them (Compassion)
	Essential

	Exercises the same degree of consideration and care for all those who come to Providence Row, whatever the reason (Respect)
	Essential

	Welcomes and seeks to involve everybody, whatever their background, presenting issues, ethnicity, nationality or faith (Inclusiveness)
	Essential

	Works with people, not for people, to enable them to realise their gifts, abilities and talents (Empowerment)
	Essential

	Acts fairly and promotes justice within the organisation and in relation to the needs and rights of people who use our services (Justice)
	Essential

	Is able to communicate, negotiate and influence appropriately with a range of stakeholders
	Essential

	Demonstrates emotional intelligence, understands the needs of others and recognises the impact of their behaviour on others
	Essential

	Is accountable for the performance of the organisation, their team and their own performance (trustworthy, dependable & inspires confidence)
	Essential

	Is proactive and takes the initiative to gain the information needed for the role, with a flexible and “can do” attitude
	Essential

	Is emotionally resilient, self aware and reflective.
	Essential


The information provided in this Job Description outlines the expectations of the post holder. It is not intended to be prescriptive in every detail and as such it describes the main elements of the role only.

