TLC: Talk, Listen, Change

Role Profile


Job Title:	Mediation Administrator

Salary:	Grade 3: £25,877 - £30,322 per year FTE based on 37 hours per week plus benefits: 
Annual Continuous Professional Development allowance 
Generous annual leave entitlement 
Birthday leave 
Christmas Closedown
Access to Employee Assistance Programme

Hours: 		Part-time 3.5 days per week (26 hours per week) 

Contract:	Permanent

Location: 	We value the importance of flexible working. Our services are a hybrid of online and in person delivery. This role will be based in our Trafford House office and your home address. For the first 4-6 months of this role you will be required to be in Trafford House for 15 hours (2 days) per week, following this your working location will be subject to agreement with your line manager and may vary to accommodate the needs of the business.

Accountability:	Mediation Co-ordinator or Mediation Team Leader depending on capacity and team structure

Job Purpose: 	To liaise with the Mediation team to ensure efficient and effective service support for all TLC Mediation services. To be a service support expert in your service area and to ensure delivery of Key Performance Indicators (KPIs). To provide support across services as directed by the Mediation Co-ordinator.


Key Responsibilities:

1. Act as a specialist within your area of expertise at TLC, managing administrative tasks including but not limited to enquiries, emails, and phone calls.

2. To provide support to the wider TLC organisation as required.

3. Deliver high quality knowledgeable, consistent, and sensitive support to all client enquiries, ensuring they are handled confidently and with full regard for equality and diversity.

4. Maintain accurate, high-quality data input and ensure all client outcomes and daily activities are recorded in line with TLC systems.
5. Manage client online enquiries and referrals from outside agencies adding clients to waiting lists at the earliest opportunity. Managing client expectations and signposting if required.

6. Liaise with outreach locations to arrange and manage room bookings for mediators, ensuring compliance with Legal Aid contract requirements.

7. To take lead responsibility for Key Performance Indicators (KPI’s) linked to your area of expertise as agreed with Mediation Co-ordinator. Good knowledge of Power BI, training to be given.

8. Support the induction and development of new staff and contribute to team training, meetings, and the ongoing improvement of the mediation service.

9. Perform any other duties within the general scope of this job profile or as reasonably required by the Head of Mediation.

10. Collaborate with colleagues, Heads of Service, and other departments to streamline processes and ensure effective, aligned service delivery across TLC.

11. To support colleagues with covering delivery of services due to annual leave or sickness. 

12. Commit to continuous professional development through engagement in specific opportunities agreed with the Head of Mediation.

13. To comply with the provisions of the Data Protection Act 2018 and the General Data Protection Regulations (GDPR) (and any re-enactments of these) when handling information concerning the Company’s employees and clients.



Person Specification

	ATTRIBUTES 
	ESSENTIAL 
 
 
	DESIRABLE 

	Education, Training, Knowledge 
	Excellent working knowledge of Microsoft 365 especially MS Word, Excel, Outlook, Teams. 
	Experience of using Charity Log or other relevant case management systems 

	Relevant experience 
 
	Experience of problem solving and dealing with challenging situations.

Proven ability to form and maintain excellent working relationships with colleagues.


	Knowledge of TLC Domestic Abuse services. / Mediation / Counselling

 

	Skills and Abilities 
	Coaching skills.

Excellent communication skills.

Key performance Indicators to be worked towards.
 
Excellent attention to detail and an ability to manage accurate recording and reporting of information. 
 
Ability to motivate others and to be proactive.

Ability to use initiative to support people in finding solutions to problems and know when to seek help or advice from others. 
 
	



	Personal Attributes and other factors 
	Self-motivated, enthusiastic attitude to working in a role in a changing environment

Ability to travel independently 

Ability to work flexibly 

Positive and comfortable with joint working at all levels 

To keep up to date with best practise, new initiatives and business opportunities in all areas relating to this role 
	 
 




		
