
Advice & Information Service Manager:
Advice Team



About Kinship:

Kinship care begins in crisis. A child whose parents are unable to care for them. It’s
frightening, painful, confusing. For the child, it can feel like their world is ending.
 
Instinctively, a loved one steps in – a grandparent, brother, sister, aunt, uncle or
family friend. They are now a kinship carer, bringing up the children they love.
There’s no chance to prepare. Plans are pushed aside. Relationships, jobs and
savings are sacrificed.

It’s life changing and challenging raising children who’ve been hurt or neglected,
but kinship carers do it without a thought for themselves because they put the
children first.

And it’s a fight to get support. Kinship families raising over 200,000 children are on
the brink of going under because there’s no recognition or support. They feel
invisible. They are desperate. 

At Kinship, we know how hard life can be for kinship carers. But we’ve seen the
amazing things they’re capable of with someone by their side. With the right
support, children raised in kinship families flourish. 

That’s why we support, connect and campaign. To keep kinship families stronger
by keeping them together.

We use our experience, expertise and strength to change lives. We are supporting
kinship carers in their homes and communities, giving advice and helping them
work through problems to find the best way forward. 

We connect carers together in our national community and network of local
support groups, to share experiences so they don’t have to face the fight alone. 

We help professionals understand kinship families and improve support for them.
And our research and campaigns make sure kinship care is understood and
government knows what changes are needed.

We’ll not rest until the recognition and support is there for every kinship family.
Together, we are stronger.



Job Description:

Our advice team supports nearly 4,000 kinship carers each year with expert advice.
We’re looking for an accomplished leader and manager to lead our growing advice
and information team.

As part of our new three-year strategy (2022-2025), we’re focussing on developing
our high quality, user-centred services to support more kinship carers when they
need it most.

You’ll be an excellent manager, supporting your team to unlock their potential,
develop new skills and pilot new channels of support and information (online chat,
legal advice, web content, among others).

Our new Kinship Compass project is about developing clear and easy to access
pathways to advice and information and peer support across local kinship
communities. As our Advice and Information Manager, you’ll work closely with your
team to support this project, taking the lead on developing the advice and information
pathway.

We are growing and so is the need for our kinship carers. You’ll be a dynamic,
thoughtful leader supporting a passionate and committed team. 

You’ll work with our Online Service Innovation Manager to continuously improve the
service, embrace digital solutions and create efficiencies and processes to drive
performance and increase our ability to provide more support to kinship carers across
England and Wales.

Purpose of the job:

Job title: Advice & Information Service Manager
Responsible to: Director of Business Development & Programmes
Duration: Permanent
Location: Home-based or London office-based (Vauxhall)
Working Hours: 28 hours (4 days) per week and we offer flexibility so you can
fit your home life around your job (which is really important to us)
Salary: £33,639-£35,687 per annum (outside of London); £36,865-£38,913 per
annum (including London weighting) (pro rata)



Management of team and delivery:

Embed a user-centred approach to our advice and information services so
that we’re reflecting the needs of kinship carers. 
Embrace digital service delivery and use data and evidence to continually
improve the way we deliver advice and information across multi-channels
(web, online chat, Zoom or similar, telephone and social media). 
Support the team to understand and test new service channels using an
agile approach and ensuring good technical competence and ongoing
training and development. 
Ensure systems and processes for the team, are robust, accessible and kept
up to date across case recording, data, statistics, quality control and project
management. 

Manage a high performing team to deliver high quality, targeted and tailored
advice, and information to kinship carers in England and Wales. 
Lead the team over a period of transformational change, providing
leadership and clarity with empathy, including recruitment and induction of
new team members and supervision and support of the team
Create a positive, solution-focused and forward-thinking team culture,
embedding Kinship’s values and supporting staff to do their best work and to
look after their wellbeing.  
Manage the advice team to agreed level of service, ensuring targets and
funders requirements are met and resources are in place to deliver a high
quality, kinship carer- focussed service. 
Ensure all the team have been DBS checked and undergone the relevant
safeguarding training and that all safeguarding policies and procedures are
followed at all times to protect both staff and service users.

Insight, improvement and innovation:

Collaboration:

Work collaboratively with the Programmes team to ensure high quality
delivery of Kinship Ready online preparatory workshops. 
Work collaboratively with the Peer-to-Peer Support Service to ensure high
quality delivery of online advice surgeries.
Work closely with our external digital agency and internal colleagues on the
development of our new Kinship Compass pathways for support and the
provision of user-centred information through our website and other
channels. 
Work collaboratively across Kinship teams, to contribute advice and
information insight and data and report on local and national trends. to
support programming, research and influencing activities. 

Key roles and responsibilities:



Other management responsibilities:

Support the development of high-quality proposals for the development of
the service, supporting the fundraising team as required.
Role model Kinship values, embed new behavioural framework to unlock
team potential, drive performance and support staff wellbeing. 
Budget responsibility for the team.
Responsibility for delivery of plans and reporting to SLT, trustees and funders
as required. 
Ensure compliance across the team with other Kinship policies, including
data protection and equal opportunities. 

Develop a quality framework with internal and external targets for the
service in line with the Advice Quality Mark that Kinship currently holds. 
Be a Salesforce champion – supporting the team to fully utilise and take
accountability for our case management system in order to evaluate service
impact

Quality assurance and impact evaluation:

Person specification:
Essential experience, knowledge and understanding:

Substantial experience of managing, developing and evaluating effective and
innovative advice and information services for families experiencing crisis and
experience in reaching ‘underserved communities’. 
Experience of leading and managing continuous improvement in changing
contexts and particularly useful to have experience of digital transformation
projects. 
Proven experience in delivering outcomes that support increased capacity to
deliver more support to end users (kinship carers) in real time.
Experience leading a team responsible for the pilot, implementation and
improvement of high-quality multi-channel client-facing services in a fast-
paced environment.
Proven ability of managing own workload, managing time effectively to meet
deadlines and prioritise. 
Ability to problem solve and bring solutions in a positive, thoughtful way. 
Empathy and understanding and ability to manage and motivate dispersed
teams with confidence and clarity while delivering against targets.



Excellent written, verbal and visual communications with brilliant attention
to detail, able to represent Kinship at high level external meetings with
conviction and professionalism.
High quality digital and data literacy and using technology to help us to be
better in our processes. You’ll have to own Salesforce and be a visible
champion for the team.
Experience of ensuring that services are designed and led with user needs
at the heart, ensuring that the voices of our kinship carers inform ongoing
design and development of our information and advice services. 
A positive, can do and solutions-driven attitude that sets a clear culture for
the team, setting boundaries and helping them to excel in their roles.
Understanding of general family/parenting support and information
services. 
Practical knowledge of data protection law, including General Data
Protection Regulation (GDPR) and implications for managing client data. 

Desirable experience, skills and understanding:

Lived experience of kinship care

General attributes:

Commitment to the values, aims and objectives of Kinship
Commitment to equal opportunities and diversity and a respectful approach
to working with people from a range of backgrounds
Flexibility to travel occasionally to other parts of England or Wales
Excellent written and spoken English.
Permission to work in the UK.

Please send a copy of your CV, 1-2 page supporting statement and Equal
Opportunities form to recruitment@kinship.org.uk by 9am on Monday 6 June
2022.

Interviews will be held Monday 20 and Tuesday 21 June.

If you have questions about this role, please contact recruitment.

How to apply:

mailto:recruitment@kinship.org.uk


What it means to work at Kinship: 

Our vision:

A society in which kinship carers and the children they
care for are recognised, valued and supported.

Our mission:
To ensure that kinship carers and the children they care
for get the support and recognition they need.

Knowing what you do helps kinship families that really
need support. 

Staff at kinship are caring, passionate and positive.
Colleagues are genuinely nice to work with and care
about each other as well as the kinship families we
support. We are always innovating to better support
kinship carers. (Staff member at Kinship)

We want to offer you the best place
to work. Our people are really friendly
and incredibly passionate about
working alongside kinship carers. 

We want you to feel proud to work
here and if you join us, we'll do our
best to make that happen. 



Our Values:

Be bold

We fight for what’s right with focus and
determination

Be driven by evidence and deliver quality
Innovate bravely, fail fast and learn quickly 
Challenge constructively to move us forward

Be stronger
together

We see the bigger picture of our work and
value collaboration to drive impact

Recognise and value the part everyone plays
Bring different strengths and expertise together
with purpose
Ask whose voice and experience may be missing

Step up

We all take responsibility for changing lives
and changing the system

Actively seek and share knowledge 
Step in with ideas and solutions
Ask for and give honest feedback 

Put people
first

We care about each other and create spaces
where people feel they belong and can thrive

Bring people together to share experiences
and celebrate success 
Listen with curiosity not judgement
Support with understanding and compassion 



What we can offer you: 

Community:

Employee resource groups (including
Equality, Diversity and Inclusion
Committee and Wellbeing Committee).
Staff away days.
Regular social activities online and in
person. 

Flexible working:

We operate flexible working practices
which include working from home,
varying start and end times of the
working day, compressed hours and
variable contract hours through the year. 

Family:

Our policies include compassionate,
dependents, carers and bereavement
leave that support the lives of
employees who have additional
commitments. 
We are proud that 20% of our current
staff are kinship carers, and we are
striving to lead the way as a 'Kinship
Carer Friendly Employer'. 

Health and Wellbeing: 

Employee Assistance Programme (24/7
confidential advice line and counselling).
Wellbeing Action Plan for each staff
member. 

Holidays:

30 days annual leave, plus bank
holidays (1 April t0 31 March).  
We close for three days between
Christmas and New Year, which will be
deducted from your annual leave
allowance.

Pay and pension: 

You’ll be eligible and auto-enrolled into a
pension scheme - we use Nest Pensions.
Current employee contributions are 5%
and we will contribute 3%.

Learning and
development:

A key part of our People Strategy is to
continue to develop and enhance the
learning experience during your time at
Kinship, and we are proud to offer many
learning opportunities.

This scheme enables employees to get
tax incentives from cycling to work.

Cycle to work 
programme:



Our recruitment process: 

This role will require satisfactory Disclosure and Barring Service (DBS) clearance.
The post holder must at all times carry out their responsibilities with due regard to
Kinship’s Equal Opportunities Policy and Safeguarding Policy.
Salesforce is our customer relationship management system (CRM) and all staff
are expected to take accountability and responsibility for using it successfully as
part of their day-to-day role to support the growth and impact of Kinship and
better services for kinship carers.  
The post holder must accept responsibility for ensuring that the policies and
procedures relating to Health and Safety in the workplace are adhered to at all
times.
The post holder must respect the confidentiality of data stored electronically and
by other means in line with the Data Protection Act.
The post holder must carry out their responsibilities with due regard to the non-
smoking environment of all Kinship offices. 

As a charity we want to hire the best people to support our vision and mission. People
who are values led, high performing and really passionate about doing their best for
kinship carers.

We will guarantee interviews to any candidates with experience of kinship care
(either of being in kinship care or of being a kinship carer) who demonstrate that they
meet the essential skills and experience outlined. 

We welcome applications from people from all sections of the community,
irrespective of race, colour, sex, gender identity, age, disability, sexual orientation,
religion or belief. 

Kinship is committed to attracting, developing and retaining a diverse workforce, with
a broad range of backgrounds, experiences and perspectives, and we encourage
applicants from those groups currently under-represented in our organisation and
sector. Kinship operates a blind recruitment process in-house and any identifying
information will be removed from your application prior to shortlisting.

Note: This job description is not exhaustive. Kinship reserves the right to add to or
revise the job description at any time - the post holder may be required to undertake
any other duties that fall within the nature of the roles and responsibilities as detailed
in this document.

Any substantial or major changes will be negotiated with the post holder. 

Candidates must have a willingness to work regular evenings and weekends as
required (time off in lieu will be provided) and to travel nationally (when possible) to
attend events.

Standard clauses:

Kinship is the working name for Grandparents Plus, which is a company limited by guarantee registered in England and
Wales under number 4454103 and registered as a charity under number 1093975

 


