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Client Journey Manager – Job Description
Job Title: Client Journey Manager
 Responsible To: Chief Executive Officer (CEO)
 Responsible For: Keep in Mind (KiM) dementia support service staff team
 Salary: Circa £30,181  per annum
 Hours: 35 hours per week (with flexibility as required)

Job Purpose
· Lead the delivery, development, and quality of the Keep in Mind (KiM) service.
· Ensure the service achieves positive outcomes for people living with dementia and their carers.
· Champion a holistic, person-centred approach.
· Coordinate seamless client journeys from initial engagement, assessment, support planning, service delivery and review.
· Lead on dementia services, ensuring client voices shape the service for all those seeking help.
· Provide organisation-wide expertise in:
· Quality assurance
· Coaching in relation to assessment
· Support planning processes
· Embed consistent person-centred practice across all Age UK Doncaster services.
· Contribute to strategic service development, partnership working, and continuous improvement in line with Age UK Doncaster’s mission and values.

Main Duties and Responsibilities
Service Leadership & Delivery
Provide overall operational management of the Keep in Mind dementia support service, ensuring delivery of high-quality, holistic support to clients and carers. Oversee referrals, assessments, support planning, therapeutic activities, and ensure outcomes are met in line with best practice.
Pathway Development & Continuous Improvement
Continuously review and improve the client pathway, develop referral pathways with partners, use outcome data and feedback to inform improvements, and produce high-quality reports (KPIs, case studies, contract monitoring).
Staff Management & Supervision
Line manage the KiM team including recruitment, induction, supervision, appraisals, coaching and mentoring. Foster a positive, inclusive team culture aligned to Age UK Doncaster’s values.
Quality Assurance (Assessment & Support Planning)
Champion person-centred assessments and support planning across services. Provide coaching to staff, review assessment quality, and ensure consistency with best practice, working with the Community Services & Training Manager.
Data, Evaluation & Reporting Oversight
Lead collection and reporting of service data to evidence outcomes. Oversee monitoring returns, evaluations, case studies, and provide evidence to commissioners and funders.
Partnership & Stakeholder Engagement
Develop strong partnerships with NHS, social care, community and voluntary sector agencies. Represent Age UK Doncaster at dementia forums, networks and events. Champion co-production with clients and carers.
Advocacy & Representation
Advocate for people with dementia and their carers. Raise awareness of the KiM service, present at events, and act as the organisational lead on dementia.
Organisational Contribution & Duties
Work as part of the management team, liaising across services to ensure seamless client journeys. Ensure compliance with safeguarding, GDPR, and health & safety policies. Prepare reports for the CEO and Board. Carry out other duties consistent with the role.

Values
Champion Age UK Doncaster’s values of being Courageous, Respectful, and Effective. Ensure the mission “to take the fear out of ageing by empowering and supporting older people in Doncaster to live and age well” is embedded in all work.

Working Conditions
Based at Age UK Doncaster’s offices with regular travel across Doncaster. Flexible hours may include evenings/weekends. Full driving licence and access to a vehicle required.

Contract & Benefits
Full-time role (35hrs). Salary circa £30,000. Pension, annual leave, Employee Assistance Programme, and professional development opportunities provided. Subject to Enhanced DBS check.
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