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Job Description - Engagement Lead  
  

1  Background Information  
  

Central London, like many cities across the world, is an exciting and stimulating place. However, for some, it is a place 

to go when things have gone profoundly wrong and there is nowhere else. When people are on the edge, rough 

sleeping, isolated and in despair there must be a place to turn. The Connection is there to be with people as they 

overcome their problems, recover and move on to a meaningful, fulfilling life.  

 

However, this is not enough. The experiences of people on the edge matter.  Their story must be told to those in a 

position of power and influence, so that rough sleeping is not an accepted feature of life in the UK.  

 

The Connection at St. Martin’s tackles rough sleeping by: 

 

• providing services designed to help people to recognise their own strengths, recover from crisis and move 
away from the streets for good;   

• collaborating with others to achieve this – a person’s rough sleeping situation is rarely addressed by one 
agency working alone; 

• Sharing our learning with others, to deepen our own understanding and create a more socially just society for 
those on the margins not just in London, but other parts of the UK and the world. 

  

The Engagement Lead will take forward our Engagement and Assessment work including our Resource Centre, Triage 

and Brief Intervention Team, Street Engagement Team and Emergency Accommodation.  The role requires someone 

with a strong track record in service delivery with people who have complex needs.  They must have experience of 

strengths-based assessment and case work, supported housing and provision of practical help such as washing facilities 

and meals.  Alongside ensuring high quality service delivery, they must have experience of developing new approaches 

and working with fundraising specialists to secure resources. The Engagement Lead will be a well organised and 

focused manager who uses coaching techniques to develop their team.  Finally, they must be a positive role model 

with the personal credibility to build confidence in the charity both internally and externally.  

 

Responsible to:  The Director of Services  

Responsible for:  The Engagement and Assessment Team; The Resource Centre; The Street Engagement Team, 

The Emergency Accommodation Team, System Change Project 

Liaison with:  Other Service Leads and the charity’s Leadership Team  

Job Purpose:  • Ensure excellent service delivery and support opportunities for growth  

• Ensure efficiency, focus and a highly effective team  

• Provide financial management and secure resources  

• Monitor, evaluate and demonstrate the impact of our work  

• Manage external relationships to support growth and build the charity's reputation  

• Contribute to strategic and values based leadership  

Salary    £45,594 - £50,558 (currently awaiting 2021 inflationary increase) plus an additional on-call 

duties allowance of £2,200 per annum. 

Contract:  Permanent Full-time position  
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2  Responsibilities  

2.1  Ensure excellent service delivery and support opportunities for growth  

• Lead 3-year business planning for Engagement services, identifying opportunities to improve impact and 

achieve growth where there is demonstrable need.  

• Provide CSTM’s service delivery staff with a clear direction and day to day guidance to ensure compliance with 

strategy, policies and procedures.  

• Ensure that all systems reflect the charity’s core values - working with, not for, our clients.  All services should 

integrate client involvement in design, delivery and evaluation.  

• Provide service staff with professional management, keeping up to date with relevant professional 
developments and technical knowledge, applying this knowledge to service delivery.   

• Review operational policies and procedures including Health and safety, Safeguarding and Data Protection, to 

ensure CSTM meets its legal obligations in service delivery.   

• Take forward service developments including working with the Fundraising Team to secure resources.  

 

2.2  Efficiency and Focus and a highly effective team  

• Work with Service Managers to produce one year plans for all Engagement Services which reflect the CSTM 

strategy, service model and funding requirements;  

• Ensure that Engagement Services are meeting objectives, funding and contractual requirements and are 

continuously improving.  

• Ensure all Engagement Service staff are recruited, inducted, managed and supported in line with CSTM’s HR 

policies and procedures.  

• Build the confidence of Service Managers and other Engagement staff through coaching, training and other 

development opportunities.  

• Address issues and problems within the staff team, taking appropriate action in consultation with the HR 

Manager.  

• Put in place training and professional development for all Engagement Service staff to ensure we have the 

right skills and knowledge to deliver services to a high standard and support staff   

• Facilitate good communication across the service delivery teams through running meetings, consultations and 

short life working groups.   

• Identify volunteering opportunities to add value to the work of the team and ensure volunteering policies and 

procedures are in place  

  

2.3  Financial Management and securing resources  

• Manage budgets including several cost centres, liaising with the Head of Finance and Procurement where 

appropriate  

• Provide support to Service Managers to understand and manage their team budgets  

• Identify and implement cost control measures and financial savings where needed  

• Support the development of medium and long term funding strategies for Engagement services, linking 3 year 

business plans with the charity’s wider 3 year financial projections.  

• Submit 5 figure funding bids and support submission of larger, 6 figure bids and public sector tenders  

  

2.4  Monitoring, Evaluation and demonstrating impact  

• Participate in the regular review and development of the CSTM service model, theory of change and outcomes 
framework  

• Create and regularly review systems to demonstrate the impact of the Engagement Services  

• Support the Engagement Service staff to develop their capacity, skills and understanding in monitoring and 

evaluation  

• Support the development of research and external evaluations of Engagement Services.  

• Ensure Engagement Services are meeting contractual and funding requirements, producing reports for 

external funders and sharing results with the wider team for discussion and review.  
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2.5 Manage external relationships to support growth and build the charity's reputation 

• Attend an agreed range of networks which support partnership working, help identify best practice or 

establish potential funding routes, feeding back relevant information to the wider team.  

• Allocate networking responsibilities across the wider team and support systems to enable staff to share 

knowledge  

• Promote specific areas of work and build confidence in CSTM's service delivery including meeting with funders 
and other stakeholders  

• Ensure Engagement Services are creating and implementing marketing plans   

• Identifying opportunities for new service development and build partnerships with other agencies  

• Maintain open, transparent communication with Westminster City Council, NHS partners, St. Martin’s Charity, 

the other Westminster Day Centres and other key funders in relation to service delivery and development.  

  

2.6 Contribute to strategic and values based leadership  

• Support the development of the charity's strategy and one year objectives  

• Attend Leadership Team and Board level meetings where requested  

• Deputise for the Director of Services where required  

• Role model values based practice across all services and ensure the Engagement Services reflect the charity’s 

core values in their delivery  

  

3  Person Specification  
 

Knowledge and Experience  

Strong experience of managing services for people experiencing severe and multiple disadvantage.  

A detailed understanding of Housing law and statutory homelessness  

Experience of developing and delivering services taking a strengths based and psychologically informed approach  

Experience of services which provide practical facilities such as showers and meals.  

Experience of writing and implementing detailed operational plans and contributing to longer term planning  

Experience of contract management and development of positive external stakeholder relationships  

Knowledge and experience of interpreting law, best practice and produce policies in key areas associated with 

service delivery with people who have severe and multiple disadvantage (e.g. safeguarding)  

Experience of managing staff, including tackling difficult situations.  

Skills and Attributes  

Able to think in creative, innovative ways about how to deliver effective services  

Able to coach and developing people to build a team and get the best from them  

Able to work autonomously to take forward and shape areas of Engagement work with limited input from the 

Director of Services.  

Able to produce budgets, monitor expenditure and put in place financial controls where needed  

Strong written and verbal communication skills  

Able to secure 5 figure funding and supporter larger bidding processes as part of a team.  

A role model to the wider staff and volunteer team, reflecting professional, values based leadership.  

Able to put in place monitoring and evaluation systems to demonstrate impact.  

Demonstrates gravitas and credibility in order to represent the organisation and build confidence internally and 

externally.  

Strong organisational skills and the ability to manage a complex workload  

Able to work flexibly, including occasional evenings and weekends.  
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