DUNDEE CITIZENS ADVICE BUREAU

SESSION SUPERVISOR (Quality Assurance)  :  JOB DESCRIPTION

 Salary Range:


£24,416 - £27,028 
Term: 



 Permanent
Hours of Work: 
35 hours per week (Monday to Friday) 
Responsible to:
Director/Operations Manager 
Responsible for: 
This post has no line management responsibility for paid staff; however it has operational management responsibility for the volunteer workforce, and deputising for the Operations Manager in their absence  

Aims of the Post

The prime function of all paid posts in the bureau is to support the organisation’s volunteer based generalist advice and representation service and to contribute to national and local social policy development activities. 
This post specifically exists to supervise and ensure the delivery of a high quality generalist advice service within the Dundee Citizen’s Advice Bureau. It will involve supporting a team of volunteer advisors who deliver the service and checking the quality of their work.  This post also supports the learning and development of a high quality service by providing formal training to volunteers as and when required. 
Main Duties:

· Provide technical, operational support and supervision to the volunteer advisers in the day-to-day organisation and delivery of the generalist advice service. 
· Create a positive working environment in which equality and diversity are well-managed, dignity at work is upheld and staff can do their best.
· Ensure that all aspects of client enquiries are efficiently and effectively handled.
· To ensure that accurate information and advice is given.  Identify any remedial and developmental issues and ensure these are acted on to develop individuals, improve the quality of advice and ensure clients do not suffer detriment due to poor or inadequate advice.
· Authorise the production of standard letters and/or original correspondence necessary to progress client cases.  Ensure that ongoing cases are progressed and recorded appropriately
· To ensure that accurate, legible and comprehensive case records are kept in line with quality standards.

· Overall responsibility for the compliance with electronic case recording and responsible for evidence of compliance with both National Standards and CAS membership criteria.

· Create the volunteer rota to ensure the Bureau is adequately staffed during opening hours 

· Carry out the bureau's primary quality control procedures in relation to all advice delivered to the public and highlight any issues to the Operations Managers.
· Collate and provide monthly reports detailing comparative statistics and client financial gain for presentation to the Operations Manager and Director.
· To facilitate the compilation and updating of a local information system

· Ensure your knowledge is kept up to date and sharing your knowledge throughout the organisation.

· Where necessary undertake complex and/or difficult casework
· Ensure the effective use of CAB administrative systems in relation to case management procedures.
· Participate in staff meetings, supervision meetings and consultancy, training, team development sessions and other meetings as agreed, reporting back as appropriate.

· Assisting in the promotion of the service and local and national levels

· Undertake all duties in accordance with CAB policies, with particular reference to the Equal Opportunities and Health and Safety policies and work towards their continuing development and implementation.

· This description is indicative of the nature and level of responsibilities associated with the post. It is not exhaustive and the job holder will be required to undertake other duties and responsibilities appropriate to the grade.
*This post is subject to a satisfactory Enhanced Disclosure Check
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