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Advocacy Hub Administrator





Thank you so much for your interest in working with us.
We believe that a diverse staff team helps us to live our values, stay creative and gives us new perspectives, so we absolutely want to make our roles as accessible as we can, to the widest range of applicants. 
In this pack you should find all the information you need to find out what we’re about and whether this is the right role for you.
This includes:
· The job description and person specification 
· More about us, our values, and what we offer
· Our application process


About the role
York Advocacy Hub provides a range of independent advocacy support, to people across York. Helping individuals to have their voice heard, understand their rights and be involved in decisions that can have a significant impact on their lives.
The Hub delivers both statutory and non-statutory advocacy services, including advocacy under the Mental Health Act, Mental Capacity Act and Care Act. We also offer NHS complaints advocacy, general advocacy and short-term appointment-based support. Our advocates work alongside people who may be facing difficult, or complex situations, relating to their health, care, rights and wellbeing. They may be finding it difficult to have their views heard or be fully involved in decisions affecting them.
We are looking for a highly motivated, organised, reliable and approachable Administrator, to play an important role in the day-to-day running of the service. For many people, the administrator will be their first contact with the Hub, so the way enquiries and referrals are handled can make a real difference to their experience of accessing support.
You will work closely with the Service Managers and wider advocacy team; processing referrals and enquiries, maintaining accurate client records, coordinating waiting lists and appointments, monitoring shared inboxes and providing administrative support across our appointment-based and partner services. Your work will help ensure that important information is not missed, people receive a timely response, and advocates have the information and systems they need, to provide effective person-centred support.
The role would suit someone who is naturally patient, calm, and able to respond sensitively to people who may be distressed, frustrated, or finding things difficult. You will need to listen carefully and communicate with empathy, while maintaining clear professional boundaries and be able to recognise when something needs to be passed to an advocate or Service Manager. 
This is a key role based at the heart of the Advocacy Hub. You will play an integral part in our team, working to protect people’s rights and help ensure their voices are heard.





Job Description
	Job title:
	Advocacy Hub Administrator

	Location:
	York Mind, Highcliffe House, Highcliffe Court, York YO30 6BP

	Salary: 
	£24,480 pro rata per annum, based on a 35-hour week

	Contract type:
	Permanent subject to funding

	Hours:
	17.5 hours per week, Monday to Friday, 1.30pm–5.00pm

	Responsible to:
	Advocacy Hub Service Manager (working closely with both Advocacy Hub Service Managers)

	Aim of the role:
	To provide effective administrative support across York Advocacy Hub, ensuring referrals, enquiries, appointments and client records are handled accurately, efficiently and with sensitivity to the needs and circumstances of people using the service.

	Office based/hybrid working:
	Office based. The advertised hours are required to provide afternoon service cover.

	Core deliverables:
	· Provide effective day-to-day administrative support across York Advocacy Hub.

· Process referrals and enquiries accurately, ensuring required information is recorded and referrals are passed promptly for triage or action.

· Maintain accurate and up-to-date client records.

· Support the coordination of waiting lists, appointments and appointment-based services, taking account of relevant client circumstances and communication needs.

· Provide administrative support for services delivered in partnership with other organisations.

· Carry out the agreed administrative monitoring process for staff lone working.

· Provide general administrative support to the Service Managers and advocacy team.

	Key duties:
	· Act as the first point of contact for people approaching York Advocacy Hub, responding to telephone, email and in-person enquiries in a helpful, respectful and professional way.

· Receive and process referrals, checking that required information has been provided and following up missing or unclear information with referrers where appropriate. Ensure referrals are passed to the appropriate manager or advocate for triage or action.

· Recognise and promptly escalate urgent, risk or safeguarding concerns in line with agreed service procedures.

· Create, update and maintain accurate client records, handling personal and sensitive information appropriately and in line with confidentiality and data protection requirements.

· Support the administration of shared service inboxes and other incoming correspondence.

· Maintain waiting lists and support the coordination of appointments, including contacting clients and referrers and arranging, confirming or changing appointments as needed.

· Monitor and support the management of shared service inboxes and incoming correspondence, taking routine administrative action and escalating matters where required.

· Carry out the agreed administrative process for lone-working monitoring, including recording staff check-ins and following the agreed procedure where a member of staff has not checked in as expected.

· Maintain clear and organised service records, spreadsheets and other administrative information.

· Support the collection and recording of service monitoring information and statistics.

· Assist with routine correspondence and preparation of information for clients, referrers and the wider service.

· Provide general administrative support to the Service Managers and advocacy team, helping to ensure systems are organised, accurate and support the effective running of the Hub.

· Work collaboratively with colleagues across York Advocacy Hub and York Mind and respond flexibly to changing administrative priorities within the service.


	Other duties:
	Work within York Mind values 
· Ensure a commitment to quality, working within York Mind’s policies and procedures  

· Actively engage with line management 

· Contribute to the wider development of York Mind 

· Be a champion for mental health 

· Work collaboratively across other York Mind services to help achieve the strategic vision of the organisation 

The post holder will carry out any other duties, which are within the scope, spirit and purpose of the job as requested by the line manager. 
If duties and responsibilities change, the job description will be reviewed and amended in consultation with the post holder. 




Person Specification
Please try to give us much evidence as possible to show us where and how you meet the requirements of the role. Feel free to tell us about projects you’ve worked on, awards you’ve won, training you’ve undertaken, or developments you contributed to. This can include experience from outside of paid work such as volunteering or caring responsibilities.
	Criteria
	Assessed at

	
	Application
	Interview

	Knowledge, skills and experience

	Experience of providing administrative support within a busy office, service, or similar environment.
	✓
	✓

	Experience of maintaining accurate records, databases or other information systems.
	✓
	✓

	Experience of coordinating appointments, referrals, waiting lists or similar administrative processes.
	✓
	✓

	Ability to communicate clearly and professionally with a wide range of people by telephone, email and in person, adapting communication where appropriate.
	✓
	✓

	Experience of communicating with and responding sensitively to people who may be distressed, frustrated or experiencing difficult circumstances.
	✓
	✓

	Ability to organise and prioritise a varied workload, manage competing demands and work accurately with good attention to detail.
	✓
	✓

	Experience of handling confidential and sensitive information appropriately and an understanding of the importance of data protection.
	✓
	✓

	Ability to understand professional boundaries and recognise when an issue needs to be passed to a manager or another member of the team.
	✓
	✓

	Ability to recognise when information may indicate risk, safeguarding concerns or urgency and seek appropriate support or escalation.
	✓
	✓

	An understanding of, or interest in, advocacy, mental health, health or social care services.
	✓
	✓

	Practical skills

	Confident using Microsoft Office packages including Outlook, Word and Excel.
	✓
	✓

	Able and willing to learn client record systems, databases and other digital systems used by the service.
	✓
	✓

	Able to produce clear professional correspondence and record information accurately.
	✓
	✓

	Able to work independently on routine tasks while also working effectively as part of a wider team.
	✓
	✓

	Able to follow agreed service procedures consistently, including lone-working and other safety procedures.
	✓
	✓

	Values and attitudes

	A commitment to the York Mind values.
	✓
	✓

	An approachable, respectful and non-judgemental manner.
	✓
	✓

	A commitment to working with the widest range of communities possible to make sure our organisation is representative and inclusive.
	✓
	✓

	Self-awareness of own skills and limitations, with willingness to seek guidance and support when needed.
	✓
	✓

	Role-specific training will be provided.



You need to be eligible to work in the UK to be considered for this role. 
We are committed to safeguarding children and vulnerable adults and therefore any successful candidate will be subject to a DBS check and will be asked to provide two satisfactory references. 


About Us
York Mind is a vibrant and compassionate organisation, working to promote recovery from mental ill-health, improved emotional wellbeing and independent living. We offer a range of both face-to-face and digital services for adults and young people, including 1:1 support, group support and advocacy. 

An independent charity governed by a group of local trustees, York Mind is a part of the Mind Network, made up of 100 organisations across England and Wales delivering services, campaigning and giving a voice to people with mental health problems, their families, carers and communities. 

Our team really care about making a difference and come together to make a change for people’s mental health. 

Here are some quotes from our service users:

“The service was easy and quick to access. Very friendly and welcoming.” 

“You were easy to talk to and listened to me. Everyone in the hub seemed nice. It is good to know that the service is there if I do need it.”

“I now feel able to talk and share worries and feel less lonely.”

“The staff at Mind are the nicest people, so helpful and so supportive that I couldn't wish for nicer people to speak with. Thanks to you all for what you do.”

















Our Values
For us, these aren’t just words on a page. We aim to live by them and to incorporate them into everything we do.

Being Brave – We find the courage and compassion to connect with and walk alongside others, providing encouragement through difficult times towards better days.
Standing Up – We dedicate ourselves to advancing mental health appreciation and championing the conditions that enable people to be well.
Developing Together – We listen to, learn from and help one another, to grow stronger and become better able to serve our community.
Actively Seeking – We are realistic about the scale of the challenge to achieve equity of standing for mental health and wellbeing. We hold on to hope that through our work, things can and will improve. 
Being Pragmatic – We make decisions based on what’s possible and works for individuals. We are down to earth, communicating clearly and with kindness.











What we offer
Flexible working arrangements – We try to accommodate flexible working arrangements where possible, to promote work life balance.
Flexitime – We offer the option for staff to accrue up to 7 hours of flexitime. These hours can be used to take some time to rest, either in part days (for a long lunch or early finish) or in full days (for a duvet day or just to catch up on “life admin”).
Staff Support – In a recent staff survey, 90% of our staff agreed that they felt able to speak to their line manager about their wellbeing, and 85% agreed they feel able to speak to their colleagues. We also offer access to an independent employee assistance programme to support our staff.
Annual leave – We provide 25 days annual leave (excl. bank holidays). On completing 2 years continuous service, full time employees are entitled to an additional 1 day of annual leave per year, up to a maximum of 30 days. All leave is pro-rated for part time employees. We also offer the option to buy additional leave.
Above average pension contribution – York Mind pay 6% employer pension contribution. 
Professional body membership fees – Where this is an essential part of your role, you can claim these back.
Working in a values-based organisation – this means that our values guide our strategy, decision-making and day-to-day work. 







Application process 
To apply, please download our application form from our website, and submit your completed form to vacancies@yorkmind.org.uk before the closing date.
Please submit your application as a Word or PDF attachment with the file name in the following format: Your Full name – Job title of the role for which you are applying.
If you need any reasonable adjustments to apply for a role, please contact hr@yorkmind.org.uk
To discuss the post informally, please contact the Advocacy Hub Service Managers:
Annabel Martin (annabel.martin@yorkadvocacy.org.uk)
Kirsty Griffiths (kirsty.griffiths@yorkadvocacy.org.uk) 

	[bookmark: _Hlk233382888]Closing date for applications: 
	9am on Monday 21st September 2026

	Interview date: 
	Week commencing Monday 28th September 2026
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