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Job Description – Offender Service Manager


Be the Difference. Support Change. Transform Lives.
This is more than a job; it’s a chance to help people rebuild their lives.

Why Work with Us?
At Excel Housing Solutions, we believe that empowered staff deliver the best support. We
offer ongoing training, career development opportunities, and a truly supportive culture
where your voice matters. If you’re passionate about making a difference and helping
others thrive; this is the job for you.


Role: 		Offender Service Manager 
Location: 	Liverpool                                  
Hours: 		40 hours per week 
Salary: 		Grade M1-M3 £34,320.00 -  £42,640.00 depending on experience
It is anticipated that you will undertake on-call manager responsibilities as part of a rotational schedule.
 
Objectives of the Role:
At Excel Housing Solutions, we’re passionate about delivering outstanding services that make a real difference in people’s lives. As a key member of our team, you will:

· Be a Catalyst for Positive Change: Play a vital role in ensuring our clients receive the highest quality support, aligned with our vision to create brighter futures.
· Empower Your Team: Support your colleagues to work confidently and effectively, providing guidance on risk management, conflict resolution, and personal safety through training, supervision, and team briefings. You will also ensure that you and the team you lead, adhere to the policy and procedure of Excel Housing Solutions.
· Foster Resilience & Wellbeing: Build a supportive environment where staff feel valued and empowered, using de-briefing sessions and reflective practice to encourage growth and resilience.
· Create a Safe, Supportive Space: Help ensure our accommodation meets high physical standards and reflects a Psychologically Informed Environment (PIE), where clients and staff feel Safe, Respected and Understood.
· Ensure a high standard of building: Maintenance and any health and safety issues are reported in a timely manner.
· Risk Management & Safeguarding: Implement and quality-assure robust risk assessment and risk management processes, including multi-agency risk management arrangements (as applicable), to reduce harm and support safe community integration.
· Champion innovation and continuous improvement, exploring and embedding new approaches to improve outcomes for clients and the staff team 


Your Key Responsibilities:

Housing & Property Management –
· Hold overall responsibility for the safe, compliant and effective management of the accommodation, ensuring properties meet contractual, regulatory and organisational standards at all times.
· Oversee all building inspections, room checks and communal safety audits, ensuring hazards, hoarding and environmental risks are identified early and addressed promptly.
· Maintain full compliance with statutory obligations including fire safety, gas, electrical, legionella, asbestos and health & safety requirements, ensuring zero lapse in certification.
· Lead void and occupancy management processes, ensuring properties are returned to lettable standard promptly and occupancy targets are achieved in line with KPIs.
· Maintain oversight of rent collection, service charges, Housing Benefit claims and arrears management, ensuring income is protected and financial exposure is minimised.
· Ensure property is PIE informed and welcoming, safe and decorated to a high standard with soft furnishings. 
· Complete referrals and assessments for potential clients working collaboratively and professionally with referral teams ensuring refusal are documented and clearly communicated.
· Ensure voids are kept to a minimum and all bed spaces are fully utilised, addressing any voids promptly and in accordance with our internal procedure.
· Take direct responsibility for tenancy compliance, anti-social behaviour management and enforcement of licence conditions.
· Implement and monitor a structured warning and enforcement framework, ensuring breaches are addressed proportionately and consistently.
· Oversee preparation of documentation and evidence for Notices to Quit, possession proceedings and injunction applications where necessary.
· Maintain a balance between trauma-informed support and firm housing management boundaries to protect the safety and stability of the scheme.
Safeguarding & Risk Management
· Escalate serious incidents in line with policy and ensure learning is embedded into practice.
· Attend MARAs / MAPPAS as required. 
· Implement and quality-assure robust risk assessment and risk management processes, including multi-agency risk management arrangements (as applicable), to reduce harm and support safe community integration. 
· Maintain a safe, secure and trauma-informed environment, managing incidents proportionately and ensuring learning is captured and embedded. 
· Ensure safeguarding policies and procedures are followed at all times, including timely reporting/escalation, accurate recording, and effective partnership working with statutory agencies and those concerned in the support and management of clients in the community.  
· Ensure staff understand and apply professional boundaries, lone working, information sharing and confidentiality requirements (including GDPR), and that practice is defensible, lawful, and ethical. 
· Ensure that the staff team have opportunities to further their practice by attending training to complement their role.   
· Provide mediation n to tenants involved in neighbour disputes 


Performance, Compliance & Quality Assurance
· Hold accountability for service KPIs including occupancy, move-on rates, referral response times, arrears management, support plan compliance and incident management.
· Monitor performance data monthly, identifying trends and implementing corrective action plans where slippage or underperformance is identified.
· Produce accurate and timely performance and compliance reports for senior management and commissioners.
· Analyse trends in ASB, complaints, safeguarding incidents and void levels to drive continuous service improvement.
· Maintain robust and up-to-date records to evidence compliance with contractual requirements, regulatory standards and organisational policies.
· Conduct regular internal audits and quality reviews to ensure standards are met and any areas of non-compliance are addressed promptly.
· Ensure the service consistently meets the required Quality Standard Assessment (QST) framework.
· Communicate KPI outcomes, performance expectations and compliance updates clearly to staff, promoting transparency and accountability.
· Monitor changes in legislation, regulatory standards and sector best practice, adapting service processes to maintain full compliance.
· Oversee complaints handling in line with organisational policy and the Housing Ombudsman Complaint Handling Code.
· Ensure complaints are investigated thoroughly, responded to within timescales and learning is implemented.   Monitor complaint and neighbour nuisance trends to reduce recurrence and reputational risk.
· Maintain Strong Professional Relationships: Build and sustain meaningful connections with key external agencies and partners to enhance client support.
· Lead on Multi-Agency Collaboration: Proactively organise and facilitate multi-agency meetings to ensure complex cases are managed with a joined-up, effective approach, and encourage in reach services. 
Support Delivery & Client Outcomes - Making a Lasting Difference
· Ensure each resident has a clear, personalised pathway plan focused on stability, harm reduction, compliance with licence/conditions (where applicable), and progression to more permanent accommodation. 
· Support clients to make lasting changes and go on to live crime free lives. 
· Lead proactive move-on planning from admission; remove barriers by coordinating with housing providers, local authorities, probation, health, substance misuse and other partners. 
· Promote purposeful activity, resettlement and community integration (education, training, employment, family links, and access to healthcare) to reduce reoffending and repeat homelessness. 
· Develop and maintain constructive community relationships, responding to neighbour concerns and reputational risk appropriately. 
· Assistance to tenants to resolve or prevent housing debts that impinge on their ability to pay for their housing.
· Person-Centred, Trauma-Informed Practice: Lead by example, ensuring your team consistently delivers support with empathy, understanding, and respect for each individual journey.
· Develop & Share Specialist Expertise: Gain deeper knowledge in areas such as homelessness, mental health, domestic abuse, offending behaviour, and rough sleeping—then empower others by sharing insights through training and briefings.
· Encouraging Client Growth: Support staff in motivating clients to engage in education, employment, and personal development opportunities that unlock their full potential.
· Empowering Clients: Promote education, employment and life skills development opportunities to enhance independence and reduce repeat homelessness.
· Service User Voice: Ensure service user voice informs service development through regular feedback mechanisms and resident meetings.
· Teamwork & Reflective Practice: Be a positive, proactive presence in team meetings and training sessions, using reflective practice to improve outcomes and inspire continuous learning, encouraging attendance at reflective practise sessions. 
· Commitment to Development: Participate in training relevant to your professional growth and apply your learning to elevate support across your team.
· Confidentiality: Ensure strict adherence to GDPR requirements, maintaining confidentiality and safeguarding all client data in line with data protection legislation.

People Management and Leadership – Lead, Support, Empower
· Provide visible, values-led leadership, building a motivated, accountable and supportive team culture aligned to the organisation’s mission. 
· Conduct supervision sessions, back-to-work interviews, capability discussions, and formal HR processes including investigations and disciplinaries. Manage staff leave effectively to support service continuity. 
· Set clear objectives to foster good practice throughout the services
· Ensure staff are competent and confident through induction, training, coaching and reflective practice, including risk, safeguarding, and trauma-informed approaches. 
· Manage rotas and staffing levels to ensure safe coverage, including out-of-hours/on-call arrangements, and maintain effective communication across shifts. 
· Provide on-call service to staff covering evenings and weekends on a rota with other Senior Managers. 
· Promote equal opportunity and good relations as outlined in the organization’s Equality Scheme.  
· To participate in the recruitment and selection of staff and induct new members of staff as directed by the Director of Services. 
· To act as an investigatory officer in relation to breachers of Excel Housing Solutions policy and procedures including complaints and abuse of vulnerable adults’ policy. 
· To provide regular submissions of information to our key stakeholders. 
· Actively foster good local community relationships, identify opportunities to work in partnerships and raise the profile of Excel Housing Solutions as a whole.  
· To manage the organizational DATA regarding services users placed within our services and keep records of arrivals and departures. 
· Adhere to GDPR regulations. 
· Support Team Wellbeing: Foster a positive working environment by providing guidance, encouragement, and practical support to staff, ensuring everyone feels valued and equipped to deliver their best.
Note: No job description can be entirely comprehensive. The post holder will be expected to undertake any other tasks that may be required from time to time.

This job description will be formally reviewed as necessary to take account of changing priorities. Aspects of the job may be subject to review in negotiation with the post holder at any time.
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