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JOB DESCRIPTION & PERSON SPECIFICATION

POST: 
 Generalist Support Adviser 
SALARY:  
£21,000 per annum (£16,800 pro rata) 
HOURS:   
30 hours per week (7.5 hours per day, 30 minutes lunch)
HOLIDAYS:
25 days (pro rata if part-time), and 8 public holidays per annum
SYNOPSIS

The Generalist Support Adviser role is the first point of contact for the public, clients and for third parties visiting the Bureau. You will present a friendly, welcoming and professional face of the service to all you encounter. You will ensure clients and third parties are directed through the most appropriate route to service in an efficient and courteous manner. Maintaining and following Bureau procedures and protocols to ensure an efficient and high quality service will be of utmost importance.
General / Administrative
· Be the first port of call for all visitors to the Bureau, including clients, volunteers and all third parties (including offering hospitality for this latter group in particular).

· Assess client issue(s) using sensitive listening and questioning skills during the Triage service, via daily telephone contact, and to support the Bureau’s core advice services on a range of tasks as and when instructed. 
· Conduct 1:1 advice appointments with clients as and when required.
· Provide key support to Volunteers by being visible in the main office floor by approaching volunteers to offer help, ensuring that they are fully supported by assisting on Advice Pro, support writing up key notes and provide support if issues arise around scanning or any other administrative task.

· Action and update weekly Key Dates for Bureau clients.
· Act as the key contact for GAIN / LSA referrals.

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

· Record all client information accurately on Advice Pro.
· Ensure smooth running of client appointments within the Bureau, by ensuring daily text messages are issued and any appointments which have been cancelled have been re-filled t o avoid back-log of client demand.
Outreach Service

· Provide outreach cover for any other Bureau service as and when required.
Policies, Procedures & Discrimination
· Demonstrate commitment to the aims and policies of the CAB service. 

· Ensure all work conforms to the Bureau's systems and procedures. 

· Identify if there is any question of discrimination. 

· Be aware of Bureau procedures for dealing with actual and potential discrimination issues.  

· Ensure that work reflects and supports the Citizens Advice service's equality and diversity strategy. 
Social Policy
· Assist in coordinating Bureau surveys of clients for social policy purposes.
· Assist with research and campaigns work by providing information about clients' circumstances through the appropriate channel. 

Professional development
· Keep up to date with legislation, policies and procedures and undertake appropriate training for advice and the administrative support of this as the Bureau requires. 
· Prepare for and attend supervision sessions / team meetings / staff meetings / external meetings as and when appropriate. 
Other duties and responsibilities
· Abide by health and safety guidelines. 
· Apply First Aid (undertaking appropriate training as required) when required.
· Ensure that all office stationery is checked daily.

· Ensure that volunteers have a provision of milk, tea/coffee by checking stock levels in the kitchen on a daily basis.
· Any other duties as appropriate and responsive to Bureau service needs.
NB:  This list is not exhaustive and is subject to future development
Working pattern – exact hours/days to be confirmed 
PERSON SPECIFICATION 
	Generalist Support Adviser
	Competencies

D = desirable / E = Essential

	Experience


	Reception work and customer service E
Office administration E
Multi-tasking and working in a fast-paced environment  E
Advice background  D

	Skills and attributes


	Work proactively – thinking ahead to complete tasks, overcome obstacles and seize opportunities E
Work collaboratively – building a network of good relationships with colleagues, volunteers and referrers E
Excellent customer-service skills and professional interaction with the public, professionals and a variety of referral partners E
The ability to work on own initiative E 

To work to deadlines and set timetables of tasks effectively and accurately E

	Values and attitudes


	Be client and customer focused – focusing on and understanding the needs of internal and external clients and other stakeholders E
Be results driven – achieving results, taking personal accountability for one’s own work, with excellent attention to detail accorded to every task E
Improve self-performance – respond positively to change, seeking continuous improvement and learning E

	Knowledge


	A working knowledge of CAB, and Public/Third Sectors D
A working knowledge of case-management systems (preferably Advice Pro) and data-collection D
A good working knowledge of Microsoft software and excellent administration skills  E
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