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Position:




Caseworker
Term:





Permanent 
Location:




Glasgow
Responsible to:



EHU Team Manager
Line manager responsibility:

No staff management responsibility
Budget responsibility:


No budget responsibility

Date:





September 2017
Background:

The Extra Help Unit (EHU) provides support to vulnerable domestic consumers and micro-businesses across Great Britain with their energy and postal complaints.  The Unit has statutory duties to deal with cases where the consumer’s energy supply has been disconnected or is at risk of imminent disconnection. The Unit also has statutory powers to support vulnerable consumers.  
Main Purpose of Job:

 The key accountable outcomes for this role are:

· Investigate energy complaints on behalf of vulnerable consumers and negotiate with energy suppliers until case resolved or deadlock reached.

· Provide advice and support to consumers ensuring factors which may place them in a vulnerable situation such as financial position/income and health conditions are fully understood and taken account of by energy company.
· To establish effective working relationships with energy companies to maximise efficiency and scope for negotiation on behalf of consumers.

· To challenge companies who have not acted within legislation, licence conditions, codes of practice, company policy etc.

To refer complaints to other agencies where appropriate and ensure vulnerable consumers are aware of services and organisations that may be able to assist them.
Key Responsibilities:

1. Receiving and taking all necessary action to resolve queries/complaints from gas and electricity consumers referred to the EHU by letter/email or telephone and ensuring that consumer is given an efficient, courteous and informative service.

2. Managing caseload effectively.

3. Achieving Extra Help Unit Key Performance Indicators and complying with quality monitoring processes.

4. Answering consumer’s enquiries by reference to legislation, regulations, internal information and working knowledge of the energy and postal industries. 

5. Receiving and inputting all relevant information on database relating to the case, ensuring records are accurate and up to date.
6. Establishing full details of consumer’s vulnerability, ensuring service provider takes their needs into consideration when resolving complaints.

7. Determining and allocating appropriate categorisation to complaints and enquiries. 

8. Participating in workshops or conferences relating to energy, fuel poverty and

consumer representation.

9. Helping to educate staff in gas and electricity companies and stakeholders in the role of the EHU, its policy and working practices.

10. Directing consumers who need debt counselling or other specialist advice to local citizens advice bureaux and other agencies. 
11. Identifying trends in the industry and flagging up to the Advice and Stakeholder team.
The above job description is not exhaustive and is clarified to include broad duties inherent in the post. Evaluation and development of this post may, in time, indicate a need to revise duties herein. 
Person Specification:
	Knowledge, Skills and Experience

	Essential:

1. Experience of working with vulnerable consumers and providing emotional support to people in distress essential.

2. Excellent verbal and written communication skills. 

3. Excellent organisational skills. 
4. Ability to communicate complex issues in a clear and accessible manner.

5. Ability to problem solve and quickly understand issues and what is required to achieve the best outcome for the consumer.

6. Ability to work under pressure and respond to varying workloads.
7. Ability to maintain databases and processes to ensure effective systems of monitoring advice and outcomes. 

8. Ability to operate as a team player and communicate effectively with colleagues and managers. 
9. Experience of working in energy industry and complaint handling desirable.
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