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Client Journey Manager – Person Specification
Job Title: Client Journey Manager
 Reports To: CEO
 Responsible For: Keep in Mind (KiM) dementia support service staff team

Job Statement
Lead the delivery, development, and quality of the Keep in Mind (KiM) dementia support service. Champion person-centred dementia support and seamless client journeys, ensuring positive outcomes for people with dementia and carers. Provide organisational expertise in quality assurance, assessment, and support planning.

Skills
Essential
· Strong communication and relationship-building skills
· Persuasive, motivational, negotiating and training skills
· Ability to handle sensitive issues with empathy
· HR management of staff, including recruitment, supervision and appraisal
Desirable
· Experience in contract/SLA negotiation
· Experience resolving complex service delivery or client issues

Knowledge, Training & Experience
Essential
· Degree or equivalent experience in operational service delivery, social care, or business management
· Experience in managing dementia support or related services
Desirable
· Formal dementia care qualification
· Knowledge of local health and social care systems

Analytical & Judgemental Skills
Essential
· Ability to analyse complex service and client data
· Prepare and present reports and service improvement plans
· Investigate incidents and implement corrective actions
· Identify service development opportunities

Planning & Organisational Skills
Essential
· Medium to long-term planning of services and projects
· Ability to monitor, deliver and evaluate initiatives
· Effective workload and resource management

Physical Skills
Essential
· Advanced IT and keyboard skills
· Ability to design and use spreadsheets/databases for monitoring

Responsibility for Policy/Service Development
Essential
· Ability to develop and implement policies for dementia services
· Monitor compliance and performance management

Responsibility for Financial & Physical Resources
Essential
· Experience in managing service budgets and resources effectively

Freedom to Act
Essential
· Ability to work on own initiative within organisational policies
· Responsibility for defined service areas

Hours: 35 hours per week
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