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Client Services Officer

Job Description 
The Client Services Officer plays a key role in ensuring the smooth and efficient running of the Counselling Service. The role provides day‑to‑day leadership of the admin team, oversees the operational elements of the client journey, and acts as the first point of escalation for complex or challenging administrative issues.
Working closely with the Clinical Service Managers (CSMs), the post-holder ensures that administrative processes are timely, accurate and client‑centred — enabling counsellors, trainees, and the wider service to deliver high-quality support.
This role suits someone confident in leading people, managing workflows, improving processes, and supporting staff with decision-making in a fast‑paced, emotionally sensitive environment.


	
Reporting to 
	
Head of Clinical Services

	Located at 
	Alma House, Stroud

	Renumeration*
	£27,000 FTE pro rata 

	Hours 
	22hour – flexible hours and hybrid working offered. Expected 70% of time to be office based to support staff. 

	Term
	Permanent



Role Overview

· The Client Services Officer is responsible for ensuring the smooth, efficient, and client‑centred operation of the Counselling Service’s administrative functions. Acting as the day‑to‑day leader of the admin team, the post‑holder oversees all non‑clinical aspects of the client journey — from registration and waiting list management through to allocation and feedback handling.
· The role provides a vital bridge between the administrative team, counsellors, trainees, and Clinical Service Managers (CSMs). The Client Services Officer offers practical staff support, manages workflow and process consistency, responds to complex enquiries, and ensures information is accurate and up to date. By taking ownership of operational processes, the post‑holder helps reduce administrative pressure on CSMs and contributes to the delivery of a high-quality, responsive counselling service for clients in the community.


Main Responsibilities 

Operational Oversight of the Client Journey

· Oversee the end‑to‑end waiting list process and ensure timely allocation of clients to counsellors.
· Coordinate weekly allocation discussions with CSMs, preparing relevant client information and data.
· Maintain and continually improve workflows for registration, allocation, communication, and follow‑up.
· Monitor, log, and respond to client feedback, including compliments and concerns, escalating appropriately and identifying themes or opportunities for improvement.
· Ensure administrative processes are documented, up to date, and consistently followed.


Leadership of the Counselling Coordinator Team
· Provide coordination, task direction, and workflow management for the admin team.
· Act as first point of escalation for complex enquiries, operational issues, and challenging or distressed callers.
· Offer guidance and coaching to ensure consistent, confident handling of difficult situations.
· Hold line management responsibility for admin staff including 1:1s, wellbeing support, performance management, and development planning.
· Foster a supportive, accountable team culture.


Inbox Triage & Communication Management
· Oversee the CSM shared inbox, responding independently to procedural and administrative queries.
· Apply an agreed triage protocol to determine when to escalate issues to CSMs or the Head of Clinical Services.
· Respond confidently to queries from counsellors, trainees, and admin staff about processes and systems.



Data and Record Management

· Support CSMs by gathering and preparing data for clinical meetings and service planning.
· Contribute to continuous improvement by identifying recurring process issues and possible solutions.
· Identify and follow up on data issues promptly, ensuring accuracy and completeness.
· Conduct regular spot checks on client records, counsellor documentation, and admin workflows to ensure accuracy and completeness. 


Collaborative Working
· Work collaboratively with CSMs, counsellors, and other internal teams to support smooth service delivery.
· Provide administrative support with clinical recruitment processes where needed, including the induction of trainees where they are taking on a placement. 
· Make referrals to external agencies as required (non‑clinical decision-making) with support of CSM.
· Participate in service development projects and propose operational improvements.
· Complete other tasks as necessary to support the team

Person Specification

	
Qualifications

	
· Administrative qualification – desirable (A)

	Experience & Knowledge
	· Strong background in service coordination, operations, or administration.
· Confident handling challenging conversations and supporting staff with distressed or difficult callers.
· Experience gathering and organising data from different sources and preparing simple reports or summaries for managers or team meetings
· Knowledge of data protection principles (e.g., GDPR) and confidentiality in a client service context. (Desirable)
· Experience of using Microsoft Office programmes including Word and Excel
· Experience liaising across teams to support service delivery.
· Experience using client management or CRM systems, with good attention to detail around data accuracy.





	Skills Attitudes & Abilities
	· Excellent organisational and time‑management skills, able to manage competing priorities.
· Strong interpersonal, written and verbal communication skills.
· Ability to make sound decisions within clear boundaries.
· Competence with Microsoft Office and service-based software systems.
· Ability to maintain professional boundaries and confidentiality.
· Ability to make decisions, balancing various demands and understanding of clinical processes to make a timely decision (A, ASS, Int)



	Assessing the Person Specification

	A – Application Form
	Ass - Assessment
	Int – Interview




Working hours – Ideally looking for someone who can do 4-5 days a week, however we are happy to discuss alternative arrangements for the right candidate. 

Please note we can only accept application forms, not CV’s.
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