North West Aberdeenshire Citizens Advice Bureau


BUREAU RECEPTIONIST/ADMINISTRATOR – JOB DESCRIPTION

Job Title:

Bureau Receptionist/ Administrator
Responsible to: 
Bureau Manager 
Responsible for: 

The efficient management and operation of the bureau’s reception service


10.5 hours Tuesday (900-1630) and Friday (0900-1230)
(£5689.32).  + 8% pension costs
Closing date midday 17th November 2023

Operate the reception and provide information

· Welcome clients coming into the bureau contact area and explain waiting times and procedures to clients.
· Provide information about the CAB and other advice services to clients from a diverse range of background and cultures

· Work collaboratively with other colleagues 
· Acknowledge children and/or any special needs and take appropriate action

· Maintain confidentiality about clients and their contact with the bureau 

· Work within agreed bureau systems and procedures

· Answer the telephone use triage approach and refer calls or take messages
· Process client information collected accurately. 
· Provide clients with information where appropriate, including details of other agencies and point out any relevant leaflets/factsheets 

· Maintain electronic filing systems in accordance with the bureau’s systems and procedures
· Take minutes at team meetings

· Update online client case records including scanning documents to ensure continuity and confidentiality and ensure records are accessible for future retrieval
Maintain and develop advice work administrative systems
· Before each advice session, check facilities in the reception area and reception materials
· Update public information materials and information and order leaflets as necessary 
· Maintain online and other electronic appointment diaries
· Use IT for record keeping
· Ensure that all work conforms to bureau’s systems and procedures
Professional development

· Attend relevant internal and external meetings as agreed with the line manager
· Undergo relevant training as identified with line manager.

Other duties and responsibilities
· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues

· Any other relevant admin and support duties required to ensure the smooth running of the bureau

· Demonstrate commitment to the aims and policies of the CAB service.

	ADMINISTRATOR 
	COMPETENCIES 



	QUALIFICATIONS
	· Good standard of general education.

	EXPERIENCE
	· Computer user with working knowledge of software including word processing & spreadsheets and web/cloud-based systems Working as part of a team

	SKILLS AND ATTRIBUTES
	· Able to communicate ideas in writing and orally

· Ability to use initiative

· Attentive to accuracy

· Ability to write routine letters

· Ability to research client records and documents.

· Able to take instruction 

	VALUES AND ATTITUDES
	· Commitment to team working

· Commitment to equal opportunities policies.
· Keen to learn


BUREAU RECEPTIONIST – PERSON SPECIFICATION

· An understanding of and commitment to the aims and principles of the CAB service including the service’s equality and diversity policies.

· An understanding of discrimination or the willingness to learn about it

· Ability to manage time effectively.

· Ability to give and receive feedback objectively and sensitively 

· Ability to monitor and maintain own standards

· Excellent verbal communication skills including telephone skills

· Good numeracy and literacy skills

· Ability to access relevant signposting information including electronic and written materials

· Ability to implement administrative policies and procedures in a busy work environment

· Good IT skills including Microsoft packages
· Flexibility and willingness to work as part of a team

· Friendliness and approachability

· Awareness of the potential needs of, and demands placed on, vulnerable clients

· Understanding of bureau procedures and the way the bureau works
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