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KINCARDINE & MEARNS CITIZENS ADVICE BUREAU

SESSION SUPERVISOR:  Volunteer Support and Development Worker
Name of Employer: Kincardine & Mearns Citizens Advice Bureau
Job Title: Volunteer Support and Development Worker 
Responsible to: Manager


Summary of main responsibilities:

· The Session Supervisor will ensure the provision of robust quality advice and information service to the public by supporting and assisting volunteer advice workers on a day to day basis

General Responsibilities

· Provide support for volunteer workers, particularly in relation to complex and/or unusual client enquiries, by being available for consultation during  advice sessions

· Ensure robust quality of advice by monitoring client records and identifying volunteer worker training and/or support needs

· Ensure that volunteer workers produce complete and accurate client records

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

· Authorise the production of standard letters and/or original correspondence necessary to progress client cases

· Using electronic reporting system, provide reports to manager as appropriate

· Assist the Manager in meeting the training needs of volunteer workers and assist in the delivery of training sessions
· Work alongside Bureau manager in the recruitment, selection and induction of new bureau volunteers 
· Ensure that Social Policy Feedback sheets are provided to Citizens Advice Scotland as appropriate 
· Support/Assist Bureau manager to maintain effective communication to all volunteers 

· Report the progress of volunteers and advice matters to the Board 
· Undertake other tasks as may reasonably be requested.

VOLUNTEER SUPPORT & DEVELOPMENT WORKER - PERSON SPECIFICATION
	SESSION SUPERVISOR
	COMPETENCIES

	QUALIFICATIONS
	· Literate

· Numerate

· Willing to undertake appropriate further education and training

· Completion of CAB adviser training.

	EXPERIENCE


	· Working with Microsoft programmes

· Team working with staff and/or volunteers

· Communicating and liaising with varying organisations

· Delivery of advice and information services to clients.

· Volunteering or working with volunteers

	SKILLS AND

ATTRIBUTES


	· Ability, at most times, to work without supervision

· Basic training skills

· Excellent communication skills

· Positive interaction with staff and volunteers

· Record keeping

· Front line contact skills

· Keyboard and computing skills

· Appropriate telephone skills.

	VALUES AND 

ATTITUDES
	· Openness to flexible working

· Clear understanding of the importance of excellence of customer service

· Equal opportunities attitude

· Ability to deal with volunteers and the public in a competent and caring manner.

	KNOWLEDGE
	· Microsoft Word, Excel and databases

· Working within the advice sector 
· Key principles of CABx.
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