Hamilton Citizens Advice Bureau
Session Supervisor Job Description

Summary of main responsibilities:

The session supervisor will ensure the provision of a high quality advice and information service to the public. This will be achieved by supporting, assisting and coaching the volunteer advice workers during our busy drop-in sessions.
General responsibilities:

· Provide support to front line volunteer advisers working at different levels of ability and experience, particularly in relation to complex/unusual enquiries, by being available for consultation during drop-in sessions
· Ensure quality of advice by carrying out regular case checking within CAS and National Standards Frameworks and highlighting any issues/training needs to the Team Leader

· Ensure that advisers are kept up to date on any changes in legislation, bureau practice and CAS/bureau news by providing a daily session briefing and supporting use of information systems
· Ensure that client records are accurate, legible and complete and that follow up work is carried out timeously within Bureau Case Management procedures 
· Authorise the production of written correspondence necessary to progress client cases

· Ensure and authorise referrals to appropriate Hamilton CAB services and other organisations where appropriate and within agreed procedures
· Ensure that social policy feedback is carried out and that any feedback/reports from the policy team at CAS are highlighted to advisers
· Ensure that advisers adhere to the key principles of the CABx service

· Assist with volunteer recruitment when required and work with the Team Leader to ensure that trainees progress through the Adviser Training Programme

Person Specification

Essential criteria:
· Completion of the CAB Adviser Training Programme (ATP) and/or evidence of competence and CPD to Type II SNS, or equivalent, working across the main areas of law including social security, debt, immigration (Level 1), employment, housing and consumer, Families / Relationships
· Recent experience of providing support and supervision to volunteer advisers in a CABx setting
· Knowledge of CAB systems – AdviserNet, CASTLE, set reference materials etc and the ability to support and coach volunteers in the use of these systems

· A demonstrable understanding of the needs of volunteers in a CABx setting 

· An understanding of the importance of volunteers to the CABx service

· An understanding of the importance of excellent customer service

· Good understanding of office systems and procedures which support the front line operation of a busy service.
· Excellent IT skills

· Excellent interpersonal skills and an ability to quickly build rapport with others

· Excellent communication skills, both verbal and written
· Ability to deal with challenging situations 

· Ability to manage a dynamic busy public facing environment during advice sessions

· Ability to cope under pressure 
· Able to work independently as well as part of a team and to work flexibly to meet the needs of an ever changing, busy service

