Moray Citizens Advice Bureau
SUPPORT WORKER – JOB DESCRIPTION 
Job Title:          Support Worker

Responsible to:  Bureau Deputy Manager

Main purpose of job: Ensure the provision of a quality advice and information service to the public by supporting and assisting volunteer advisers on a day to day basis

Key Tasks

· To support bureau advisers through consultation on complex or unusual enquiries ensuring that correct information is provided and that accurate records are kept.
· To support advisers on complex housing enquiries ensuring that correct information is provided and recorded and that the client is fully supported throughout the process
· To manage a caseload of housing cases ensuring that the maximum possible progress is achieved

· To undertake office administration relating to these duties

· To assist in providing training and support to volunteers on housing related matters

· To assist the deputy manager in case checking
· To manage the Tuesday evening advice session (5pm to 7pm)
· To be responsible for the email advice service

· To liaise and negotiate with other agencies as appropriate

· To carry out any other duties and responsibilities which may be reasonably determined by the Manager or Board of Directors

Person Specification – Support Worker

	Support Worker
	Essential
	Desirable

	Qualifications
	Good standard of education

Willing to undertake required training
Literate

Numerate
	Experience in the advice sector

	Experience
	Working with Microsoft programmes
Team working with staff and/or volunteers

Delivery of information services to clients
	Working within the voluntary sector

	Skills and attributes
	Ability, at most times, to work without supervision
Excellent communication skills

Positive interaction with staff and volunteers

Record keeping

Front line contact skills


	Basic training skills

	Values and Attitudes
	Positive attitude
Flexible working

Equal opportunities attitude

Ability to deal with volunteers and the public in a competent and caring manner
	Clear understanding of the importance of customer service

	Knowledge
	Microsoft Word, Excel and databases
Working within the advice sector

Key principles of a bureau
	Working with volunteers



