[image: image1.jpg]



Job description
Summary of Role 

The Office Manager will be expected to manage and take responsibility for all aspects of the smooth running of the main office of Drumchapel Citizens Advice Bureau Office in co-operation with The Bureau Manager and Training Officer 
The Office Manager will work with the Bureau Manager and Training Officer to facilitate and improve the delivery of advice services to clients. A key element of this role will be to support, supervise and assist in the development of approximately 35 regular volunteers and 10 staff
1. Office Management

· Maintain effective administration and working of the main office on a day-to-day basis

· Contribute to the strategic development of the Bureau and assist in planning and  implementation of such strategy
· Advise The Bureau Manager on staffing and service delivery issues. 

· Identify any unmet need and report it to the Bureau Manager 

· Responsible for ensuring that HR, Health & Safety, Environmental and other organisational policies are fully implemented 

· Report any accidents or incidents that may occur to the Bureau Manager

· Supervise and delegate the daily workload to the appropriate staff/volunteers.

· Supervise staff/volunteer advisers daily including the provision of regular structured support meetings. 

· Conduct Appraisal interviews with clerical staff
· Encourage good teamwork and lines of communication between all members of staff and volunteers.

· Ensure the office is adequately staffed during office opening hours

· Take responsibility for solving issues and problems within the office in cooperation with the Bureau Manager

· Maintain complaints procedures in accordance with Citizen Advice Scotland guidelines.

· Participate in Citizens Advice Scotland initiatives as appropriate

2. Advice and Quality Assurance
· Ensure accurate information and advice is given, by monitoring client records and through case checking

· Ensure that accurate, legible and comprehensive case records are kept

· Responsible for making sure electronic case records (CASTLE) are properly updated

· Provide clear and constructive feedback to staff/volunteers

· Progress casework- undertake research of case issues when required.
· Ensure that accurate statistics on advice services are available as required

3. Social Policy
· Ensure that the office carries out local social policy work as required

· Ensure that volunteer advisers report social policy issues using CASTLE in line with CAS guidelines
4. Management of volunteers
· Provide assistance in volunteer support, supervision, appraisal and development

· Participate in the induction of training of staff and volunteers. 

· Assess volunteer training requirements and ensure volunteer participation in training

· Identify the training needs of staff/volunteers and arrange support and training 
5. Other duties

· Provide reports on work and activities as may be required for funders, auditors or publications

· Assist in any audit processes that may be carried out in the office
· Implement organisational Equality Policies

· Any other reasonable tasks as requested by the Bureau Manager 
Person Specification
Essential criteria
· Proven track record in managing all aspects involved in the delivery of a quality advice and information service.

· Experience of prioritising own work and the work of others, meeting deadlines and managing workload in a pressured environment

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

· Ability to give and receive feedback effectively and sensitively and a willingness to challenge constructively

· Ability to take personal responsibility for own actions and an awareness of how your own behaviour impacts on others 
· Ability to identify and manage staffing requirements 

· Knowledge of office administration

· Excellent communication skills – both verbal and written

· Commitment to the aims and objectives of the CAB Service

· A positive can-do approach to problem solving and challenging situations

Desirable Criteria 

· Experience of managing staff /volunteer in a pressured working environment

· Recent and ongoing experience of advice work delivered to either Citizens Advice Scotland Membership requirements and/or Scottish National Standards for Advice and Information Services

· Demonstrable commitment to helping staff and volunteers achieve their potential
· Experience of staff appraisal and development
· Experience of managing staff
· Demonstrable experience of contributing to organisational change and development
