
 

Support Services Manager 

At other organisations, this role may be known as Team Leader,  
Project Manager or Team Supervisor.   

Location Unseen’s head office in Bristol (Hybrid approach with some working from 

home days – a degree of flexibility will be required) 

Salary £33,331.36 per annum – we are an accredited member of the Living Wage 

Foundation 

Contract type Permanent 

Hours Full-time, 37.5 hours per week, Monday to Friday 

Reports to Head of Frontline Services 

Key 

relationships 

for the role 

• Survivors of modern slavery  

• Unseen Caseworkers and Accommodation Support Officers   

• Wider Unseen staff and management team   

• External agencies (housing associations/maintenance) and statutory 
bodies including other NGOs and the Salvation Army   

Requirements 

of the role 

• Enhanced with List DBS 

• UK Driving Licence/Car 

• Lone Working 

• On-Call duties 

• Working under the Official Secrets Act 

Benefits  • 33 days holiday per year (pro-rated equivalent for part time), inclusive of 
bank holidays 

• An additional day of paid leave is awarded at the start of each holiday 
year (maximum of 5 days) 

• Paid Birthday leave  

• Long service awards 

• Enhanced Sick Pay entitlement 

• Enhanced Maternity, Paternity and Adoption leave 

• Employee Assistance Programme – counselling for individuals and their 
families (up to 8 sessions) and a range of wellbeing support resources 

• Pension contributions 

• Bike to Work Scheme 

• Speak Up Staff line  

• Lone Working system in place 

• Clinical supervision 
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About us 
Unseen is a UK charity with its head office in Bristol. We provide safehouses and support in the 

community for survivors of trafficking and modern slavery and operate the UK wide Modern Slavery & 

Exploitation Helpline. We also work with individuals, communities, business, governments, other 

charities and statutory agencies to end slavery for good.  

Our vision: A world without slavery. We aim to transform society’s response so all can live in a 

world free from such abuse and exploitation.  

Our mission: We’re working to end modern slavery by empowering, equipping and influencing 

others to bring about positive and transformational change.  
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Purpose of the role  
 

The Support Services Manager position will be based at Bristol and the primary purpose will 

be to oversee Unseen’s frontline team to ensure that the organisation is fulfilling our 

obligations under the Victim Care contract by ensuring that potential victims of trafficking are 

safely accommodated and that they are supported to access the services needed in order to 

begin the process of recovery from their experiences.   
 

Key responsibilities and tasks  

1. Ensuring the delivery of support services (in line with contractual, legal and regulatory 

requirements)   

2. Collectively managing the frontline staff team   

3. Actively promoting best practice in supporting survivors and monitor impact of the 

services and outcomes for survivors   

4. Managing a frontline team to ensure collaboration as support is delivered to 

vulnerable adults across the Southwest.   

 

Manage the delivery of support services (in line with contractual, legal and regulatory 

requirements)   

1. Holds overall responsibility for ensuring a safe and secure working and living 

environment for the Unseen team and survivors is maintained.   

2. Responsible for ensuring frontline team comply with relevant contractual, legislative, 

regulative and audit processes as they deliver support services.   

3. Ensure responses to risk identification, mitigation, incidents and safeguarding 

concerns are appropriate and in line with policy and procedure and offer support in 

regard to these concerns as required.   

4. Ensure that reporting timelines in relation to contract KPIs are met and ensure new 

client accounts are promptly created across the relevant channels.   

5. Ensure finance timelines in relation to monthly payroll, invoicing and TSA expense  

(ledger) claims for safehouses are met.   

6. Par-take in the manager on call rota monthly. 

   

Manage the Frontline Staff team   

1. Direct line management of team consisting of case workers, and student 

placements.   

2. Review, monitor and quality assure staff performance in relation to service delivery.  

3. Co-facilitate monthly team meetings, dip checks, file audits, case review meetings, 

staff supervision and observation sessions.   

4. Monitor Caseworker weekly rota scheduling.     
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Actively promote best practice in supporting survivors and monitor impact and 

outcomes of services   

1. Ensure frontline team adhere to and work within all Unseen’s policies and procedures, 

Victim Care Standards and the Victim Care Contract.   

2. Quality assure service delivery and the team you manage, identifying areas for 

improvement and collaborate to plan improvement work.   

3. Facilitate forums for service users to feedback (including regular touch points with 

those in service), including reviewing safehouse incidents and processing of client 

complaints.   

4. Responsible for completing Unseen’s monitoring requirements in relation to 

fundraising needs, contractual needs and management reporting on a monthly, 

quarterly and annual basis.   

   

Manage a frontline team to ensure collaboration as support is delivered to vulnerable 

adults across the Southwest    

1. Manage the Unseen frontline team to ensure the overall aims and objectives of the 

service are delivered and achieved.   

2. Develop mechanisms to ensure information is communicated between teams and 

service users in a timely and effective way. Specifically, in relation to risk, support 

needs and safeguarding issues that have occurred on shift in line with policy and 

contractual requirements.   

3. Communicate clearly and regularly with team and service users in relation to change, 

performance, expectations and service delivery.   

4. Manage a referral and outreach line and allocate appropriate referrals to the frontline 

team.   

5. Work collaboratively with the Head of Frontline to ensure health and safety 

compliance; including supporting with the reporting of health and safety compliance in 

safehouses and completing ISO and QAF reports as required.    

  

General (all staff)  

1. Promote the vision, aims and objectives of the organisation and ensure that all 

external contact fully reflects the professional approach of the organisation.  

2. Understand and comply with all relevant legislation and adhere to organisational and 

operational policies and procedures.  
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Person Specification 
 
We use the Person Specification to shortlist candidates for interview. For competitive 
personal statements, we recommend referencing with examples how your skillset and 
experience matches the Person Specification. 
 

Essential Knowledge, Skills and Experience 

Experience of quality assuring teams’ work to ensure KPIs, contractual requirements and 

organisation processes are adhered to 

Ability to successfully develop positive, productive and collaborative working relationships 

with Unseen team, service users and external partner agencies 

Experience of using database and case management systems to monitor and report on 

service user and staff progress, including assessing and allocating referrals to team 

members 

Experience of monitoring and reporting in relation to health and safety 

Experience with financial functions including submitting payroll, signing off team expenses 

and assisting with budget setting and reporting 

Experience of managing risk, incidents and safeguarding processes 

Highly skilled and organised in relation to time management administration, recording, 

reporting and monitoring and communication (internally and externally) 

Desirable Knowledge, Skills and Experience 

Experience of building, supporting, supervising and developing a staff team 

Knowledge of managing people working with vulnerable adults, who have been subject to 

modern slavery / trafficked, both in accommodation projects and in the community 

Ability to identify areas of self-development with regards to line management, completing 

relevant mentoring and training opportunities as required 

Previous experience of CQC and managing a team working within the frameworks of such 

regulatory bodies 

Knowledge of the NRM, rights and entitlements of trafficked persons, asylum seekers and 

refugees 

Proven understanding of and empathy with vulnerable people, especially survivors of 

modern slavery 
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How to apply 

1. Complete Unseen’s application form for the role, and; 

2. Send a copy of your anonymised CV to jobs@unseenuk.org. 

If you are unable to complete the form online, please email jobs@unseenuk.org or call us 

on 0303 040 2888 and we will send a printable version for you to complete. 

Please note: The only information from your application that will be shared with the hiring 

manager is your personal statement and CV. If you do not complete the application form or 

do not send a copy of your CV, your application will be considered incomplete and will not be 

reviewed. 

The deadline for applications is 30 August 2026. 

Interviews will likely be held during the week of 7 September 2026.  

Kindly note, we reserve the right to close the vacancy if we reach the requisite number 

of applications. If you’re interested in the role, we would encourage you to apply early. 

As an organisation focused on equity, diversity and inclusion, we welcome applications from 

all sections of the community we serve including those with lived experience of modern 

slavery, those with diverse backgrounds, cultures, and religion, people of colour, those with 

disabilities and those from the LGBTQ+ community. 

References from previous employers will only be contacted after a job offer. If there are valid 

reasons for this not to be possible, please mention this on your application. 

Any questions, please contact jobs@unseenuk.org or call us on 0303 040 2888. 

 

Thank you for your interest in working  
with Unseen to achieve our vision of  

a world without slavery 

https://forms.cloud.microsoft/e/JWJghhkDFr?origin=lprLink
mailto:jobs@unseenuk.org
mailto:jobs@unseenuk.org
mailto:jobs@unseenuk.org

