HAMILTON CITIZENS ADVICE BUREAU

JOB REMIT: Team Leader – General Service  

Responsible to: Bureau Manager

Hours: 35 per week   
Salary:  £24459 pa    

Summary of Main Responsibilities:

· Operational management of the day-to-day delivery of the general advice service delivered by our team of volunteers

· Lead responsibility for volunteer support, supervision, training and development within the general advice service

· The quality of advice and ongoing improvement within the general service 
General Responsibilities:
· Provide technical and practical support for volunteer workers, particularly in relation to complex and/or unusual client enquiries, by being available for consultation during advice sessions
· Manage the allocation / reallocation of enquiries matching enquiries to competence of advisers 
· Ensure all relevant policies and procedures are followed during the delivery of the advice/information service in a person- centered manner 

· Ensure that volunteer advisers produce accurate, legible and complete client records.
· Ensure that research work, telephone calls and/or correspondence relating to casework is undertaken timeously 
· Authorise the production of standard letters and/or original correspondence necessary to progress client cases
· Ensure that ongoing cases are progressed, recorded and filed appropriately
· Work alongside specialist advisers & projects to identify case work at the Scottish National Standards levels II & III in Welfare Rights, Housing & Debt
· Ensure appropriate referrals to internal and external services are made and monitored 

· Oversee the smooth running of the reception ensuring sufficient coverage at all times. 

· Provide support and supervision to ‘meet and greet’ volunteers
· Ensure quality of advice by actively monitoring individual case records and identifying volunteer adviser training and/or support needs.

· Co-ordinate the team of case checkers and ensure consistency of quality of advice checks

· Develop and support volunteer adviser peer support and mentoring

· To produce a monthly report for the Bureau Manager identifying quality issues, improvement areas and individual and collective training needs
· To attend and provide appropriate reports to the bi-monthly adviser meetings
· Work closely with Bureau tutors to ensure identified ongoing training needs of all volunteer advisers are met
· Contribute to the planning and delivery of the Induction for all new volunteers and the Adviser Training Programme for new volunteer advisers
· Ensure volunteer training and quality of advice records are maintained in accordance with Scottish National Standards 

· Encourage and support individual volunteer personal development
· Ensure social policy work is progressed in line with established systems and procedures.

· Identify trends in the kinds of problems that people bring to bureau

· Participate in the senior staff team meetings  

· Contribute to the strategic development of the Bureau and assist in planning and implementation of such strategy

· Advise the Manager on staffing and service delivery issues
· Identify any unmet need and report it to the Manager

· Undertake other tasks as may reasonably be requested.
Accountability

· Provide written report and attend supervision sessions.
· Provide written report and attend annual appraisal.
PERSON SPECIFICATION: Team Leader – General Service 
	GENERAL SERVICE SUPERVISOR
	COMPETENCIES

	QUALIFICATIONS
	· Degree level of education and / or Evidence of continued professional  development record in advice giving and management 
· Completion of CAB adviser training or similar
· Completion of CAS Tutor Training or similar
Desirable:

· Assessors qualification 

	EXPERIENCE


	· Operational management in a public facing advice service

· Supporting and supervising volunteers in an advice setting

· Prioritising own work and work of other’s, meeting deadlines and managing workload within a pressurised environment
· Implementing quality assurance and audit systems 
· Working with case management and Microsoft, programmes

· Communicating and liaising with varying organisations

· Planning and delivering training for volunteers



	SKILLS AND

ATTRIBUTES


	· Ability to work on your own initiative and with limited supervision  
· Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively.

· Ability to remain calm and focused, and keep others likewise, in a busy and sometimes pressured environment

· Ability to take personal responsibility for own actions and an awareness of how your own behaviour impacts on others 
· Training skills
· Excellent communication skills
· Positive interaction with volunteers and other staff / Projects 
· Record keeping

· Front line contact skills
· Ability to use IT in the provision of advice and the preparation of reports and submissions.
· Appropriate public /stakeholder focussed telephone skills.

· Ability to handle difficult and sensitive situations 



	VALUES AND 

ATTITUDES
	· Understanding of rights based advice work

· Openness to flexible working
· Clear understanding of the importance of excellence in public service

· Commitment to Equal Opportunities 
· Commitment to both aims of CAB Service

· Ability to deal with volunteers and the public in a competent and caring manner.

	KNOWLEDGE
	· Areas of law commonly dealt with in a CAB setting – Welfare benefits, debt, housing, employment etc
· Working within the advice sector 
· Key principles of CABx. 
· Understanding of the importance of support, development and motivation
· Investor In Volunteer Standards 

· Health & Safety &  Data Protection legislation




