CITIZENS ADVICE SCOTLAND - JOB DESCRIPTION
JOB DETAILS 
	Job Title
	Deputy Head of Extra help Unit

	Section
	Extra Help Unit

	Location
	Glasgow

	Reports To
	Head of Extra Help Unit


	Staff Responsibility
	4 x Stakeholder Liaison Officers and 1 x Information Co-ordinator


	JOB PURPOSE
To lead on energy policy work for the EHU by:

· Creating a link between casework and policy in the EHU.  Ensuring that trends are identified, casework is analysed and progressed

· Establishing a strong link between the EHU and Cita Energy team based in London, ensuring that policy issues are progressed effectively with suppliers and the regulator 

· Working closely with energy suppliers by maintaining good working relationships while also raising concerns about performance and trends identified through casework in the EHU 

· Building effective working relationships with key external stakeholders including Ofgem and other advice agencies
To manage a small Advice and Stakeholder team which is responsible for supporting the EHU and stakeholders by:

· Dealing with high level, complex and escalated consumer complaints including cases received from MPs, MSPs and AMs

· Delivering ‘Ask the Adviser’, a telephone based support service for advice agencies to help them resolve energy and postal complaints on behalf of their clients

· Developing and maintaining ‘sharepoint’ an internal communication tool for the EHU
Promote the role of the EHU and Ask the Adviser service by:

· Ensuring that members of the Advice and Stakeholder team attend relevant conferences and stakeholder events to promote awareness of the Ask the Adviser service

· Speaking at GB parliamentary events where required to raise awareness of the EHU and support available for parliamentarians
· Presenting at industry events on the work of the EHU and to provide feedback on industry wide issues   

	ACCOUNTABLE FOR OUTCOMES:
· Performance Management and overall responsibility for service delivered by Stakeholder Liaison Officers and the Information Coordinator including dealing personally with more complex cases.

· Deputise for the Head of the Extra Help Unit providing overall operational guidance for the unit and making decisions in their absence.  Deal with escalated complaints where the Head is not available.  Deal with requests for information from external or internal sources in the absence of the Head of the EHU.  

· Working with key regulatory and operational contacts from energy companies, other external stakeholders and colleagues within the Citizens Advice Service, to ensure that consumer problems are resolved effectively and that action is taken to address the root cause of the problem.

· Ensuring that accurate in depth information is provided to the regulator as evidence of industry trends, both when requested or proactively in conjunction with the Energy Team to flag up a concern.

	KEY ACCOUNTABILITIES:
1. Having a robust awareness of energy policy and regulations.  Being able to apply this knowledge in practice to progress issues with suppliers and identify/ tackle non-compliance.  Know when to escalate a matter or seek regulatory intervention  

2. Account managing the day to day relationship with energy suppliers and stakeholders, ensuring that key consumer intelligence and feedback on trends are shared with the Energy Team 
3. Working with the Extra Help Unit and the Energy Team to respond appropriately to consumers (and/or their representatives) and ensure that issues requiring further action or investigation with companies are actioned (in conjunction with other teams).
4. Managing the performance of the Advice and Stakeholder team within the EHU to ensure that the service delivers quality advice and high quality outcomes. 
5. Providing day to day supervision and management of the Advice and Stakeholder team members 
6. Dealing personally with complex escalated cases on behalf of the senior management team, including taking all necessary actions to resolve the complaint satisfactorily.
7. Providing cover as Stage 2 for the internal complaints against the EHU process where required 


	PERSON SPECIFICATION

	Knowledge and Experience:
1. Senior level experience in complaint resolution.

2. Comprehensive knowledge of consumer and energy industry issues.

3. Excellent communicator.

4. Ability to resolve conflict and good negotiation skills

5. Experience of managing staff.

6. Experience of working within policy or regulatory frameworks.

	Other: 

Frequent travel across the UK will be required. 


