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MOTHERWELL AND WISHAW

CITIZENS ADVICE BUREAU

Name of Employer:                Motherwell & Wishaw Citizens Advice Bureau


Job Title:


General Advice Services Coordinator 
Hours:
Full time 35 hrs per week until March 2019 a further extension to March 2021 will be subject to confirmation of funding at existing levels each year

Salary:
Salary Range £23,000 - £26,000 dependent upon experience & completion of probationary period



Responsible to:

Executive Manager

Motherwell and Wishaw CAB are seeking a highly motivated General Services Coordinator. The post-holder will be responsible for the day to day operation and administration of Motherwell and Wishaw Bureau’s core services delivered at its two main advice offices and outreach clinics through effective support of volunteers and the paid frontline Generalist Advisers.  They will ensure that CAS’ recognised uniform quality standards in advice work are maintained and met at all times by implementing effective processes and procedures and by providing consultancy and support in all areas of advice.

The post holder will provide support to the Executive Manager to oversee the delivery and development of the core advice services in response to the needs of the local community. They will work closely with the core operation team to ensure the delivery of high quality, effective frontline service.

The ideal candidate will demonstrate excellent communication, leadership skills and great commitment to make a real difference in the local community. They will have relevant experience of training, supporting, supervising, and developing paid staff and volunteers.

I have attached an application pack which includes a job description/ personal spec together with an application form if you are interested in applying.

Closing date for applications will be 8th June 2018 at 5pm 

Interviews will take place on 13th June 2018 for successful applicants
The CAB is committed to equal opportunities both in service provision and employment.

Date: 25th May 2018
Dear Applicant

Post of General Services Coordinator
Thank you for your enquiry about the above post.

You will find enclosed an application form together with a job description, person specification, equal opportunities monitoring form and PVG Scheme Self Declaration form.  There is also some background information about the bureau.

In determining which applicants will be interviewed the Interview Panel will have regard to applicants who best fit the person specification so it is important that you to use this as a guide when completing the application form.

In the interest of public safety, the successful applicant for this post will be asked to disclose criminal history information under the Protection of Vulnerable Adults Scheme.

We regret that we are unable to acknowledge receipt of completed application forms unless a stamped addressed enveloped is enclosed with your application.

We look forward to receiving your application by the closing date is 8th June 2018 and we would ask that you provide a telephone number where we can contact you day and/or evening.

Yours sincerely

Kinga Kosakowska
Executive Manager
Motherwell & Wishaw Citizens Advice Bureau
Background Information
Motherwell and Wishaw CAB was formed in 1942 and became a Charitable Company Limited by Guarantee in 1997.  It is a member of the nationally recognised brand of Citizens Advice Bureau (CAB) and has continued to develop in response to the needs of the residents of Motherwell, Wishaw, Shotts and surrounding areas.  The organisation is a member of the umbrella body Citizens Advice Scotland that provides guidance and support to all Citizens Advice Bureau in Scotland (CAS).  The twin aims of the service are: 

· To provide the advice people need for the problems they face

· To improve the policies and practices that affect people’s lives.

Motherwell and Wishaw CAB are well placed to recognise trends and identify particular needs and lack of services for specific groups. 

Through a small team of core and project staff and over 50 volunteers, the bureau provides a free, confidential, independent and impartial service for community residents on a wide range of issues including:

· Debt and money

· Welfare Rights

· Consumer issues

· Immigration 

· Employment and workforce problems 

· Housing

· Relationship and family issues

· Discrimination

· Health services

· Legal rights & responsibilities

Motherwell & Wishaw CAB is a trusted and well respected organisation. It enjoys high levels of client satisfaction and the excellence of its training programme is widely recognised. Its volunteer workforce and paid staff are fully committed and strive, with limited resources, to provide the advice sought by thousands of clients each year.

It is recognised as a Charity with Office of the Scottish Charity Regulator (SC009733), and operates as a Company Limited by Guarantee (SC173485) and is registered with Financial Conduct Authority (FRN 617467).

For a full overview of all our services and current work, please visit our website at: www.motherwellwishawcab.org.
JOB DESCRIPTION

Name of Employer:               Motherwell & Wishaw Citizens Advice Bureau

Job Title:


General Advice Services Coordinator 
Hours:
Full time 35 hrs per week until March 2019 a further extension to March 2021 will be subject to confirmation of funding at existing levels each year

Salary:
Salary Range £23,000 - £26,000 dependent upon experience & completion of probationary period

Responsible to:

Executive Manager

Role purpose: The post-holder will be responsible for the day to day operation and administration of Motherwell and Wishaw Bureau’s core services delivered at its two main advice offices and outreach clinics through effective support and deployment of volunteers and the paid frontline Generalist Advisers.  They will ensure that CAS’ recognised uniform quality standards in advice work are maintained and met at all times by implementing effective processes and procedures and by providing consultancy and support in all areas of advice work issues to Volunteer Advisers and paid frontline staff.  

Key work areas and tasks: The GSC will manage a team of paid staff and volunteer advisers to ensure they deliver a timely and accurate advice/information service to members of the public in line with our policies, procedures and monitoring requirements; assist with social policy work; contribute to the personal development of staff/volunteers and make recommendations on maintaining/improving the work of the Bureau. 

Core Service Delivery

· Ensure the delivery of agreed level of advice service in order to satisfy funder’s requirements.

· Ensure that appropriate systems are developed and maintained for case recording, statistics, follow up work and quality control.

· Monitor the quality of advice given to clients by carrying out case quality checks and examining case records.

· Provide an appropriate level of support and supervision based on individual needs and act as a consultant to the advisers.

· Provide supervision and support for advice workers, particularly in relation to advice enquiries, CASTLE data entry and enquiry entry and on complex casework.

· Support volunteer workers produce accurate, legible and complete client records.

· Ensure that research work, telephone calls and/or correspondence relating to casework is undertaken timeously.

· Monitor the quality of advice, giving appropriate and effective feedback.

· Contribute to building and supervising an effective team, understanding the importance of continual improvement of the service. 

· Undertake advice work as and when required.

· Implement effective Triage Service

· Advise the Executive Manager on staffing and service delivery issues.

· Know the principles of good customer service and the importance of working within these. 

· To support and maintain uniform advice standards and contribute to their development.  Ensure that advice work undertaken complies with CAS Quality Audit standards, Scottish National Standards.

· Actively implement the Aims and Principles of the CAB service, together with its other policies.

· In determining the daily volunteer staffing needs of the service, the GSC, working in conjunction with the Executive Manager,  will contribute to the long term staff planning and will participate in the induction, training, assessment and performance management of advice workers both at new entry and experienced level. 

Quality Standards

· To maintain uniform advice standards and contribute to their development. Will support the retention and continuous development of the Bureau’s quality standards awards.

· CAS Membership Quality Audit Standards 

· OISC

· Scottish National Standards in Advice Giving

· Healthy Working Lives, Bronze Award + Mental Health Commendation

· Quality Scotland, EFQM, Committed to Excellence

· The service operates uniform quality standards in advice giving and CASTLE case recording and it will be the responsibility of the GSC to monitor levels, accuracy and quality of the advice work undertaken by the advisers

Casework

· Management of casework, telephone, email enquiries and ‘the queue’ will be a major work priority. 

· The GSC will encourage and support volunteer advisers’ professional development to undertake more complex casework. 

Referral Protocols

· To co-ordinate referral to Bureau’s Value Added Projects and External Specialist Services

· Where projects exist that provide the volunteers and staff with specialist advice, consultancy in areas such as Housing, Benefits and Money Advice etc., the GSC will ensure referrals are appropriate and follow the established/formal referral pathway.
Supporting Volunteers and Line Management of Paid Frontline Generalist Advisers 

· Responsible for maintaining, supporting and developing, through consultancy and training, a team of volunteer advice workers and paid core advisers to meet the service delivery and development needs of Motherwell and Wishaw Bureau.

· Responsible for ensuring that each advice session is adequately staffed with volunteer advice workers and paid Core Frontline Advice Workers.  Early identification of projected volunteer shortages will be necessary in order that steps can be taken to recruit and train new volunteers.

· Basic, ongoing and advanced training for volunteers are an essential part of the job and the GSC will be responsible for the identification of training needs and, in collaboration with Management Team, the production of a rolling programme of training in those areas.

· Responsible for the co-ordination of work-loads and support and supervision in line with forward job plans of paid staff under their line management.  

· The postholder will be required to carry out annual performance appraisals in line with Bureau policy and in the required format for staff managed.

· Championing teamwork approach between all members of staff and volunteers.
· Effective performance management through coaching, mentoring and empowering individuals, 

· Organizing regular meetings for the Frontline Generalist Advisers.

· Delivering Daily Session Briefings with all the Frontline Staff

· Ensuring all policies and procedures are followed in a consistent manner by advice workers explaining the importance of compliance with regulatory frameworks for advice.

Training and development

· In conjunction with the Executive Manager assess the competence of trainee advisors against CAS and Bureau requirements and monitor the development of existing workforce

· Contribute towards the Bureau's training and development plan so that staff and volunteers have the skills and knowledge required to do their jobs effectively and efficiently.

· Organise training activities for frontline staff in conjunction with the Executive Manager.

· Identify and implement own training and development needs in conjunction with Executive Manager.

· To assist management in carrying out performance appraisals and absence management of the Frontline Generalist Advisers 

Social policy

· Support the identification and submission to Citizens Advice Scotland and other appropriate bodies to social policy issues arising from client casework.

Administration

· Ensure effective and efficient administrative systems.

· To provide statistical information and analysis for the Executive Manager, bi-monthly reports for the Board of Directors and contribute to the Bureau’s Annual Report.

· Adhere to health and safety policy with regard to staff, equipment and premises within statutory requirements.

Communication
· To ensure that all office information is up-to-date and volunteers and staff are kept informed.

· Advisernet is continuously updated and it will be the responsibility of the GSC to ensure that advisers are kept aware of changes in in-house procedures and practices and major legislative changes. 

Reporting

· To provide a report and statistical information on a monthly basis for the Executive Manager and a report for the Board of Directors’ bi-monthly meetings.

General

· To contribute to Staff and Bureau Working party, staff, team meetings and management meetings

· To work to an agreed `Forward Job Plan’ and to provide monthly progress reports and statistical reports for the Executive Manager

· To undertake any other unspecified duties that may from time to time be required.

Other duties and responsibilities

· Carry out any other tasks which may be within the scope of the post to ensure the effective delivery and development of the service.

· This is a new role within the organisational structure of Motherwell & Wishaw Citizens Advice Bureau services and as the post evolves and develops the GSC may be required to undertake other duties relevant to the level of responsibilities and accountabilities of the post.

	General Services Co-ordinator

Person Specification

	
	Essential
	Desirable

	Qualifications
	· Good general education

· Current full driving licence 

· Willing to undertake appropriate further education and training

· Completion of CAB adviser training

· Certificate of Money advice Service  Quality framework(GGDA) to minimum of Advice level or equivalent  
	· CAS Session Supervision, Tutor, Mentoring, Quality of Advice Giving Training

· Management Qualifications

· Welfare Rights Training

	Experience
	· Experience of working within the voluntary sector and working with volunteers

· Experience in providing high quality advice on a wide range of subjects 

· Supervisory experience in advice work (Project Management and/ or Session Supervision)

· Experience in managing quality standards within a quality control framework 

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

· Experience in staff  training and supervision

· Experience in staff appraisal and development

· Experienced in office administration with a good understanding of office technology and the role of effective IT systems
	· Experience of managing case workers.

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


	Skills and Attributes
	· Ability to work without close supervision, prioritise own work and meet deadlines
· 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 

· Understanding of the issues involved in interviewing clients.

· Excellent written and oral communications skills

· Ability to use IT in the provision of advice and the preparation of reports and submissions

· Ability to work as part of a team 

· Ability to manage change
	· Ability to produce statistical and written reports to funders 

· Ability to look at the development of services and implement improvements with minimal input



	Values and attitudes
	· Commitment to team working approach

· Support of the principle of voluntarism

· Commitment to equality of opportunity within the CAB and its services

· Clear understanding of the importance of excellence of customer service

· Commitment to the aims and principles of the CAB service and its equal opportunities policies.
	 

	Knowledge
	· An understanding and working knowledge of Castle case recording Systems and procedures 

· An Understanding and working knowledge of Benefit Calculators

· Knowledge of Data Protection Act/GDPR

· Awareness of the social needs of the local community

· Knowledge of welfare benefits and/or money advice, employment, housing, consumer, energy etc.

· An understanding of the needs of the funders relating to clients, client profiles, recording of cases and financial gain.
· Knowledge of Triage Service
	

	Other
	· A willingness to identify and undertake relevant training

· Ability to work flexibly 
	Previous project management experience across a range of projects 



APPLICATION FOR EMPLOYMENT

Motherwell & Wishaw Citizens Advice Bureau

32/33 Civic Square

Motherwell

ML1 1TP

Telephone: 01698 265 349

Please this form in black ink or type to enable clear photocopying. Please call 01698 259305 to request an email version

Motherwell & Wishaw Citizens Advice Bureau wishes to ensure that comparison between applicants for posts is thorough and in line with it Equal Opportunities Policy. It is, therefore, essential that you complete this application form fully as it will be used to assess whether you will be shortlisted for interview.  Please do not enclose curriculum vitae.

1.
Position Applied for

2.
Surname





First Names

3.
Address






4.
Telephone Number

5.
How much notice, if applicable, are you required to give?

6.
Shortlisted applicants will be invited to attend interview 13th June 2018
Please supply contact number and /or an e-mail address


7.
Do you hold a clean current driving licence?

Yes

No 


8.
Please state where you saw the advert for this post
If you require access assistance please phone (01698) 259305


9.
Are you entitled to work in the United Kingdom?

Yes

No


10.
Protection of Vulnerable Groups Scheme
You will be required to complete a Protection of Vulnerable Group Scheme membership form on which you will be asked to disclose any criminal offences of which you have been convicted. The level of check will be enhanced.

Do you have any unspent criminal convictions, police caution, reprimands or warnings or do

you have any cases pending against you?


Yes


No

If yes, please specify

____________________________________________________________________

____________________________________________________________________

11.
Work Experience 

We want to know about your work experience, paid or unpaid.  Please include your current /previous employment, voluntary work, or community activities, and time spent caring for dependants, etc, if appropriate.  Say why you left.

	Dates
	Names of Employer(s)/Organisations
	Main Tasks Undertaken 
	Why did you leave?

	
	
	
	


12.
Education and Training 

Please list any education and/or training (including short courses) that you have undertaken

	Dates
	Education/Courses/Training
	Qualifications

	
	
	


13.
Additional Information

In this section we would like you to give your reasons for applying for this post.  Bearing in mind the job description and person specification, please indicate what experience, skills and interests you would bring to this job.  (Please continue on an additional sheet if you wish)

14.
References
The Motherwell & Wishaw Citizens Advice Bureau requires to receive positive references prior to confirming appointment of the successful candidate.  The post involves working with young people and vulnerable adults.

Please give below the names and addresses of two referees who can comment on your suitability for the post.  If you have been employed, one should be from your present or most recent employer.
Name











Relationship










Position held










Address










Telephone No











Name











Relationship










Position held










Address










Telephone No











· References will only be taken up where the Board of Directors intends to make an offer of  employment

I declare the information given on this form is correct to the best of my knowledge.

Signature …………………………………………
Date ……………………………………

Closing Date for application:




8th June 2018
Please return this form marked “Confidential” to:-

Catherine Marshall
Motherwell & Wishaw Citizens Advice Bureau









32-33 Civic Square









MOTHERWELL









ML1 1TP

Email: catherine.marshall@motherwellcab.casonline.org.uk
Date of interviews for successful applicants:    13th June 2018
YOU ARE REQUESTED TO BRING TO INTERVIEW ALL RELEVANT EDUCATION/VOCATIONAL CERTIFICATES YOU HAVE REFERRED TO IN THIS APPLICATION
Data Protection

The personal record of the person appointed to this post will be held in Motherwell & Wishaw Citizens Advice Bureau in accordance with the Data Protection Act.  The personal records of unsuccessful candidates will be destroyed as confidential waste two weeks after the fixed interview date or deferred date.
EQUAL OPPORTUNITIES – RECRUITMENT MONITORING FORM
The CAB is striving to ensure equality of opportunity in its volunteering and employment policies and therefore we have decided to monitor our recruitment practices.  This will help us identify areas of under representation in our workforce and to assess those areas where positive action is needed.  In order that we can monitor each stage of the recruitment process, you will be asked to complete this form on application. 

Your co-operation in completing this form would be greatly appreciated.  We must stress that any information you give will be strictly confidential.  You are not obliged to answer the questions but you will appreciate that, for our monitoring policy to be wholly effective, we would hope to have 100% response. 

If you do not wish to answer any question(s), this will not affect your application in any way.  There follows an explanation of some of the sections where appropriate.  Thank you for your time and co-operation in completing our form.  

We wish to give you the following assurances
· The information provided will not form the basis of any part of selection

· All information will be regarded as confidential

· This information will only be used for statistical purposes to monitor the composition of the service.

1.
ETHNIC ORIGIN

We appreciate that some people, including those of mixed race, may not be happy with classification used on monitoring forms.  The classifications we have used are those used by the General Register for Scotland – census forms.  If you wish to classify yourself in some other way, please use the additional space provided to do so.

I would describe my ethnic origin as (in your own words or if you prefer tick one of the following): 

	White Scottish
	
	Indian
	
	Chinese
	

	Other White British
	
	Pakistani
	
	Caribbean
	

	Irish 
	
	Bangladeshi
	
	African 
	

	Any other white background
	
	Any other Asian background  
	
	Any other Black background 
	


Other ethnic background (please specify)……………………………….

2.
GENDER

	I am (please tick):
	Male
	
	Female
	
	Transgender 
	


3.
AGE

	25 and under
	
	55 and over
	

	26 - 34
	
	Declined to answer
	

	35 - 54
	
	
	


Continued overleaf

4.
DISABILITY

We understand that many employees do not declare disability or caring responsibilities because of possible discrimination against them by employers in the selection process and many people do not register as disabled for the same reason.   We would like to know how many people we attract to the service so that we can monitor the effectiveness of our policies towards disabled people and their carers.

	Disability*
	Yes 
	
	No
	


	Registered disabled*
	Yes 
	
	No
	


	Would you require special adaptations/equipment 
	 Yes 
	
	No
	


	Carer of someone with a disability 
	 Yes
	
	No
	


Please specify__________________________________________________

*If you answer in the affirmative to any of the above questions and are short-listed for interview, please contact the CAB to ensure that interview arrangements are to your satisfaction.

5.
SEXUAL ORIENTATION

We appreciate that some people may find the question on sexual orientation to be an extremely personal one and we must therefore re-iterate that you are under no obligation to answer it.

I would describe myself as (please tick): 

	Heterosexual
	
	Lesbian
	
	Gay
	
	Bisexual
	
	Transgender


6.
MEDIA RESPONSE

Where did you see this post advertised or how did you find out about it?

	


7.
COMMENTS

Do you have any comments about our monitoring form?

	


Self-Declaration Form for an Applicant working with Adults at Risk or Children therefore requiring a PVG Scheme Disclosure

Private & Confidential

The post that you have applied for is exempt from the Rehabilitation of Offenders Act 1974 by the Exclusions and Exceptions Scotland Order 2003 and the Protection of Vulnerable Groups Act 2010 applies. You are therefore required to disclose all convictions (spent and unspent), cautions, and any relevant non-conviction information.

Please give details regarding any convictions and cautions under the heading in Section 1. 

Please give details of any relevant non-conviction information in Section 2.
If you have no convictions, cautions, or relevant non-conviction information please go to Section 3 and sign the declaration form.

Should you be appointed for the position applied for you will also be required to provide a Protection of Vulnerable Group (PVG) Scheme Disclosure under the terms of the Protection of Vulnerable Groups Act 2010.

Section 1


a) Please give the date and details of the conviction(s) that you were charged with, the sentence that you received and the court where your conviction(s) was heard.

b) Please give details of the reasons and circumstances that lead to your offence(s)

c) Please give details of how you completed the sentence imposed, (for example did you pay your fine as required, what conditions were attached to your probation/community service/supervised attendance order, did you comply with the requirements of your order/custodial sentence etc.

d) Has any other organisation(s) supported you to work through any of the above issues?

e) What have you learned from the experience?
Section 2 : Non-conviction relevant information:
Section 3 :  Declaration 

I certify that all information contained in this form is true and correct to the best of my 

knowledge and realise that false information or omissions may lead to dismissal.

Signature:








Date:         



   

NOTE: The information given in this form will be treated in the strictest confidence.  Please

seal this form in the addressed envelope provided and return prior to your interview. Updated March 2017
Strictly Private and Confidential 





























Please note, if you are called to an interview you will be asked to produce supporting evidence.




















PAGE  
1

