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Crossroads Care Charity
Job Description

Carers Support Service Lead 2026

Purpose

The postholder will provide day to day leadership for the service, having responsibility for quality, performance and service delivery in line with the organisation’s objectives and contractual and legal obligations.

To facilitate the effective delivery of the services, in line with service specification, expectations and Crossroad Care Charity Code of Conduct.

The remit of this role is to lead the team to deliver high quality advice, information and support to carers in a number of settings, both over the telephone, face to face and within the community, including the delivery of statutory carer assessments, grants, training and groups. 

The role involves working collaboratively with partner organisations, community groups and service providers to extend the reach of services and support effective outreach activities. 

Responsibilities also include line management and overall accountability for service delivery, audits, KPI’s and quality. 


Values
· Caring
· Teamwork
· Resourceful
· Respect
· Collaborative


Key responsibilities 

· Oversee the day-to-day operations and management of the service in accordance with contractual and organisational requirements including Carer Advice and Assessments being undertaken in communities.
· Oversee and manage assessment processes, ensuring a consistent approach within the team and high quality and consistent practice across the team in standards of service delivery, assessments and grants.
· Regular meeting with key stakeholders and contractors to monitor performance and identify gaps in provision
· Attend external strategic and operational meetings in line with service specifications
· Lead, coordinate and participate in on all annual events, including staffing and promotion
· Actively participate and promote collaborative outreach, including the Biennial Carers Assembly
· Ensure a flexible approach within the team in carrying out carer assessments, including statutory carer assessment, which is responsive to individual need, applying a strengths-based and creative approach to seeking solutions, in partnership with individual carers.
· Maintain an up-to-date knowledge of current health and social care policies and practice, particularly the Care Act and associated guidance and its implications for carers, ensuring all practice relating to statutory assessments are underpinned by this legislation.
· Proactively lead on IT and AI systems and ensure process maps are available for all parts of the service.
· To lead on all elements of IT and systems and be the “super user” for the team
· Submit and present support packages for approval by the carers panel.  
· Sign off on all support packages and grant applications
· Lead on the development and implementation of high-quality services for carers, including quality assurance & evaluation of activity. 
· Use data and performance information to prioritise and implement service reviews, enhance the quality of the service we deliver and maximise the achievement of outcomes.
· To deliver an effective short- and long-term plan for the maintenance of agreed quality standards, coordination and reporting for internal and external monitoring reports.
· To monitor and report on performance and quality standards across the contract, including generating internal and external KPI’s.
· Undertake audits and spot checks in line with Crossroads Care Charity quality expectations
· To develop expertise in the use of IT and AI, training and support to new team members in its use.
· To lead in developing and revising procedural and guidance documents as are appropriate to the work of the service.
· To positively present & represent Crossroads Care Charity at internal and external forums and events, acting corporately and reflecting the vision of the organisation.
· To lead on specific projects appropriate to the role, as agreed with the Chief Operating Officer including any contribution to the CQC.
· Day to day line management, coaching, support and supervision of staff as outlined in the organisational chart
· Create and maintain an open, positive, inclusive and welcoming culture
· To identify training needs, match to available resources and contribute towards the delivery of appropriate training for staff.
· Influence and monitor efficient and effective use of resources and participate as appropriate in budget planning processes.
· To develop individual objectives for staff and ensure regular supervisions and support through 121s and annual appraisals for staff – including individual performance improvement plans where appropriate.
· Implement organisational operating procedures designed to achieve & maintain high quality, consistent working practices.
· Annual leave and absence management
· Lead on the identification and referral of carers in different settings/ communities and ensure access to the range of services offered by the service, including working with health and social care professionals as appropriate to role.
· To develop and pilot different approaches to reach out to a more diverse range of carers.
· Deliver Carer Awareness training if required


General 
· Maintain regular contact and updates with the Chief Operating Officer and Head of Partnerships
· Maintain accurate, up-to-date, and timely records for carers in accordance with Crossroads Care Charity standards, using the case management system. 
· Adhere to Crossroads Care Charity policies, protocols, and procedures, including those related to GDPR, Health and Safety, confidentiality, record keeping, and safeguarding. 
· Participate in relevant training and supervision. 
· Work flexibly to support carers and the needs of the service. The post holder is required to 
cover for absent colleagues as necessary. 
· Undertake, by agreement, any other duties that are reasonable and appropriate to the business of Crossroads Care Charity


Quality

· To ensure compliance with relevant regulatory requirements both internally and externally 
· To work closely as part of a team, providing flexible support and cover to maintain high quality services.
· To ensure a quality service is provided by monitoring standards and reviewing the service 


Personal Training and Development
· Leading and participating in events and promotional activities
· Leading on KPI’s as stipulated within the contract
· To keep an up-to-date knowledge base through attendance at study days and courses as determined in discussion with the line manager
· To establish and maintain effective communication links to other agencies
· To lead on regular supervisions and performance reviews 

Promoting Crossroads Care

· To represent and positively promote Crossroads Care Charity locally as required.


Other Tasks

· To follow Crossroads Care Charity Code of Conduct.
· To work within the philosophy and policies of the organisation. 
· To work within Health and Safety regulations.
· To ensure that equality and diversity principals are applied at all times.
· To ensure confidentiality is maintained at all times.
· To undertake any other duties commensurate with the post holder’s grade as requested by the line manager.


Person Specification 
Carers Support Service Lead

Person Specification
	Experience 
	Essential 
	Desirable 

	Proven experience of and ability to manage a community-based service for adults in line with organisational objectives.
	√
	

	Experience of successfully managing a team, including objective setting, regular supervision and appraisals to achieve organisational objectives
	√
	

	Experience of coaching models to support and develop staff alongside enhancing service delivery
	√
	

	Experience of successful performance management and using data and performance information to prioritise, implement service reviews and maximise outcomes
	√
	

	Substantial experience of and ability to monitor, evaluate, review and revise activities.
	√
	

	Experience of an outcome-based approach to delivery and quality monitoring
	√
	

	Proven experience of motivating and supporting others to work within protocols, in order to deliver high quality services.
	√
	

	Experience of using a database to record interventions in an adult service.  
	√
	

	Experience in a Social Care, Health or Advice Service setting
	
	√

	Experience of delivering training and ensuring this is effective in staff development
	
	√

	Experience of working within the voluntary sector (paid or unpaid)
	
	√

	Skills and knowledge 
	
	

	An understanding of the needs of carers – through experience of working with carers (paid or unpaid) or personal experience
	√
	

	Educated to degree level or equivalent experience
	√
	

	A solid understanding of complex assessments, and development of support plans  
	√
	

	A good understanding of quality assurance processes
	√
	

	Knowledge of the Care Act and its implications for carers 
	√
	

	Knowledge of and commitment to equality and diversity legislation and best practice
	√
	

	Excellent written and verbal communication skills which are adaptable to varying situations and includes presentation skills.
	√
	

	Resilient and used to working under pressure to meet targets and deadlines
	√
	

	Experience/knowledge of the Care Act, Safeguarding and Employment legislation and good practice.
	
	√

	Relevant, qualification e.g., in social, health care, or management.
	
	√

	Values 
	
	

	Commitment to inclusive service delivery that is responsive to the diversity of carers in Sheffield 
	√
	

	Commitment to the involvement of carers in service design 
	√
	

	Commitment to partnership working.
	√
	

	Commitment to continuing professional development. 
	√
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