DUNDEE CITIZENS ADVICE BUREAU 
Quality Assurance Support Worker

Job Description

Job Title:

Support Worker
Responsible to:
Operations Manager (Quality and Assurance)
Responsible for:
Carrying our audits of case work at all levels to ensure the quality standards for compliance.   
Summary of main responsibilities:
· Ensure continuous improvement of case work is achieved
· Provision of case checking by carrying out audit of case work at all levels
· Identify areas for training or peer support
· Assist with training of staff and volunteers with case recording and quality standards
· Provide a generalist advice service.

· Conduct client evaluations

· Assist Session Support in ensuring that all follow up generalist case work is completing within relevant time scales

· Assist with administration duties.
· Undertake any other reasonable duties as requested 

DUNDEE CITIZENS ADVICE BUREAU 
QA SUPPORT WORKER – PERSON SPECIFICATION

	ADMINISTRATION ASSISTANT
	COMPETENCIES 

	QUALIFICATIONS
	· Good standard of general education.

· Knowledge of advice giving

	EXPERIENCE
	· Current advice experience in a generalist service across the following topics:  consumer, money advice, welfare benefits, employment, housing, family and personal matters, taxes, immigration and nationality, health and social care, education
· Experience of word processing, spreadsheets and databases.
· Experience of advice work monitoring and systems and procedures

· Working as part of a team



	SKILLS AND ATTRIBUTES
	· Excellent communication skills both verbal and written
· Accuracy and attention to detail
· Ability to use initiative

·  Excellent analytical skills
· Good time management skills

· Ability to work under pressure

· Understanding of advice services
· An understanding of the CAB service

	VALUES AND ATTITUDES
	· Commitment to team working

· Commitment to equal opportunities policies.
· Commitment to the aims and principles of the Citizens Advice Service

	KNOWLEDGE
	· Use of relevant software including word processing, spreadsheet and database.

	OTHER
	· Flexible and positive approach

	Desirable
	· Experience of quality auditing
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