
Advice Support Admin Worker

£14,287 per annum

Role purpose 
The primary purpose of the role is to provide administrative support to ensure an effective appointment and case management service for clients of Dundee CAB. This will also involve direct contact with clients and other agencies by telephone, e-mail and face to face. 
Correspondence, reports and other documents
· Maintain statistics and collate and produce to a prescribed format 

· Produce information from spreadsheets and databases
· Word process letters, documents, and reports as required 

Administration
· Use photocopier, fax and other office machines as appropriate 

· Create and maintain filing systems in accordance with the bureau's systems and procedures 

· Open, record and distribute incoming post, and prepare outgoing mail for despatch 

· Check Citizens Advice monthly updates for completeness 

· Maintain diaries and work records 

· Answer the telephone and refer calls or take messages 

· Send and respond to email
· Use IT for record keeping. 

Meetings
· Attend meetings and take notes for minutes 

· Circulate papers, agendas, minutes 
Advice Assessment
· Assess clients problem(s) using sensitive listening and questioning skills
· Identify key information about the problem including time limits, key dates and any requirement for urgent advice or action (using Advisernet, scripts, checklists, and any other diagnostic tools, as necessary)
· Identify and summarise the essence of the problem 

· Establish what the client wants
· Assess and agree the appropriate level of service, taking into consideration the client’s ability to take the next step themselves, the complexity of the problem and the bureau’s resources. 

· Refer clients appropriately (both internally and externally) to suit clients needs following agreed protocols, including making arrangements and informing clients of what to expect. 

· Signpost clients appropriately to suit their needs, following agreed protocols. 

Other duties and responsibilities
· Help to arrange events 

· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues 

· Any other relevant administrative and support duties required to ensure the smooth running of the bureau 

· Ensure that work undertaken reflects and supports the Citizens Advice services  equality and diversity strategy 
· Demonstrate commitment to the aims, principles and policies of the Citizens Advice Bureau service
Person specification
· Ability to provide administrative support and to maintain office systems 

· Ability to commit to and work within the aims, principles and policies of the Citizens Advice service 

· A good, up to date understanding of equality and diversity and its application to the provision of advice 

· Ability to monitor and maintain own standards 

· Ability to plan and organise own work to meet deadlines under pressure
· Ability to work within guidelines, protocols, and procedures

· Ability to work on own initiative and as part of a team 

· Good verbal communication skills, including the ability to deal appropriately with a range of people both face-to-face and by telephone 

· Ability to write clearly and accurately, including drafting routine correspondence, and taking notes of meetings 

· Ability to use IT packages, including word processing / spreadsheet / database packages, and the ability to use email and to maintain an electronic diary 

· Ability to research, analyse and interpret information 

· Interpersonal skills, including sensitive listening and questioning skills to understand the needs of others. 

· Flexibility and willingness to work as part of a team. 

· Ability to communicate effectively both verbally and in writing. 

· Ability to assess client needs and identify relevant signposting information (electronic and written materials). 

· A commitment to continuing professional development, including a willingness to learn and develop knowledge and skills in main enquiry areas. 
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