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	Job Title:
	Service Coordinator
	[bookmark: _heading=h.502wxenbhrso]Team:
	Legal Advice Service

	Charity Name:
	Flag DV
	Direct report:
	Service Manager

	Location:
	Newbury, Berkshire
	Travel Required:
	Occasionally local travel

	Hourly rate:
	£25,000 per annum (pro-rata)
	Email contact 
	Send your CV and a cover letter to stating why you are the right person for the role info@flagdv.org.uk 

	Hours of work:
	28 hours per week worked 9.00 am to 4:30 pm 4 days a week, must include a Friday
	Looks good to me. 
	6th November 2026

	About FLAG DV

	FLAG DV (Free Legal Advice Group for Domestic Violence) is a charity providing free, confidential legal advice and support to people experiencing domestic abuse. We believe that everyone affected by domestic abuse should have access to the information, advice and support they need to understand their rights and make informed decisions about their future.

Through our Legal Advice Service, Family Court Support Service and Breaking the Fear programme, we help victim-survivors navigate complex legal processes, understand their options and feel more confident in making decisions about their lives.

Our approach is trauma-informed, non-judgemental and centred on the individual. We recognise that every person's circumstances are different and respect their right to make their own choices, at their own pace. Working alongside volunteer solicitors and partner organisations, our small, dedicated team helps people affected by domestic abuse access justice and move towards safer futures.


	Job Overview

	The Service Coordinator plays a vital role in FLAG DV's Legal Advice Service, supporting people experiencing domestic abuse to access free, confidential legal advice and helping them feel informed, heard and supported throughout the process.

As a key point of contact for victim-survivors and referring professionals, you will manage referrals from initial enquiry through to the completion of the legal advice process. This includes speaking directly with clients to understand their circumstances, identifying their legal needs, assessing eligibility and coordinating appointments with appropriate volunteer solicitors.

The support we provide begins long before a client speaks to a solicitor. Through sensitive, compassionate and informed communication, you will help individuals navigate what can be a difficult and overwhelming time, ensuring they understand the process, feel listened to and are connected with other relevant support services where appropriate.

Working closely with colleagues, volunteer solicitors and partner organisations, you will help ensure the Legal Advice Service is delivered safely, efficiently and to a high standard. The role requires sound judgement, strong organisational skills and the ability to balance empathy with professional boundaries, confidentiality and safeguarding responsibilities.

As part of a small, collaborative team, you will also contribute to the ongoing improvement of our services and the wider work of the charity.

	[bookmark: _heading=h.a1w5mrtg2zzq]Role and Responsibilities

	Frontline Client Support
· Provide compassionate, trauma-informed support to victim-survivors of domestic abuse, including those experiencing distress or complex and challenging circumstances.
· Communicate sensitively and professionally with clients by telephone and email, ensuring they feel heard, respected and supported throughout their engagement with the service.
· Manage difficult and emotionally sensitive conversations while maintaining professional boundaries and confidentiality.
Referral Management and Assessment
· Receive and manage referrals, conducting initial assessments to understand clients' circumstances, legal needs and eligibility for the service.
· Identify appropriate legal advice pathways and provide information, signposting and onward referrals to other support services where needed.
· Manage referrals from initial contact through to completion, ensuring timely communication and appropriate follow-up.
Legal Advice Coordination
· Arrange legal advice appointments, matching clients with volunteer solicitors according to their legal needs and availability.
· Liaise with clients, solicitors and referring professionals to ensure the effective coordination and delivery of legal advice clinics.
· Manage appointment schedules, changes and cancellations while supporting efficient use of available solicitor capacity.
Safeguarding and Case Management
· Recognise and respond appropriately to safeguarding concerns, following organisational policies and escalation procedures.
· Maintain accurate and timely client records using FLAG DV's case management system, ensuring compliance with confidentiality and data protection requirements.
· Manage competing priorities and caseloads effectively, maintaining high standards of service delivery.
Partnership Working and Service Development
· Build positive working relationships with volunteer solicitors, referring agencies and partner organisations.
· Contribute to service monitoring, client feedback and continuous improvement.
· Represent FLAG DV at relevant events and meetings when required.
· Participate in training, supervision and wider organisational activities, undertaking other reasonable duties appropriate to the role.




	Knowledge, skills and abilities

	Essential Criteria
	Desirable Criteria

	Communication and Interpersonal Skills
· Excellent verbal and written communication skills, with the ability to engage sensitively and professionally with people experiencing distress.
· Ability to demonstrate empathy, compassion and a non-judgemental approach while maintaining professional boundaries.
· Confidence in managing difficult conversations, asking appropriate questions and gathering sensitive information.

	Relevant Experience and Knowledge
· Experience supporting or working directly with individuals experiencing distress, trauma or challenging circumstances.
· Knowledge or experience of domestic abuse, safeguarding or trauma-informed practice.
· Experience working in a charity, legal, healthcare, social care or other support-focused environment.

	Judgement and Problem-Solving
· Ability to assess information, think critically and make sound, appropriate decisions.
· Ability to recognise concerns, respond calmly under pressure and understand when to seek guidance or escalate.
· Ability to adapt communication and responses to individual circumstances and needs.
	Service Delivery and Systems
· Experience managing referrals, coordinating appointments or maintaining client case records.
· Experience using case management or CRM systems, such as Salesforce.
· Experience liaising with external agencies, professionals or volunteers.


	Organisation and Case Management
· Strong organisational skills, with the ability to prioritise competing demands and manage multiple cases effectively.
· Excellent attention to detail and ability to maintain accurate, confidential records.
· Competent IT skills and confidence in learning new digital systems.
	


	Professionalism and Teamwork
· Ability to work independently and collaboratively within a small team.
· Commitment to confidentiality, professional boundaries and ethical working practices.
· Adaptability, willingness to learn and commitment to equality, diversity and inclusion
· Strong verbal and written communication skills
	



Personal qualities
· Compassionate, empathetic and non-judgemental, with a genuine commitment to supporting people affected by domestic abuse.
· Proactive, dependable and willing to take ownership of responsibilities.
· Acts with integrity, respect and professionalism in all interactions.
· Adaptable and willing to contribute to wider organisational activities within a small charity.
· Open to feedback, learning and personal development.

What you'll get in return
At FLAG DV, you'll be part of a small, supportive team making a meaningful difference to the lives of people experiencing domestic abuse. We recognise the emotional demands of frontline work and are committed to supporting our staff's wellbeing and professional development.
We offer:
· 28 days annual leave plus bank holidays (pro rata for part-time employees).
· Workplace pension with employer contributions.
· Access to clinical supervision to support emotional wellbeing and reflective practice.
· Regular management supervision and ongoing professional support.
· Training and professional development opportunities.
· Flexible working arrangements where compatible with service delivery.
· The opportunity to make a meaningful impact within a growing charity.
Equality, Diversity and Wellbeing
FLAG DV is committed to equality, diversity and inclusion. We welcome applications from people of all backgrounds and value the different experiences, perspectives and skills they bring.

As a trauma-informed organisation, we recognise that supporting people affected by domestic abuse can be emotionally demanding. This frontline role involves regular exposure to sensitive and potentially distressing situations. We are committed to supporting staff through appropriate training, clinical supervision and a supportive working environment.

We encourage applicants to consider the emotional demands of the role and welcome conversations about any support or reasonable adjustments they may need during recruitment or employment.

	Last Updated By:
	Laura Hunter
	Date/Time:
	12/10/2026
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