ABERDEEN CITIZENS ADVICE BUREAU

JOB DESCRIPTION

Name of Employer: 		Aberdeen Citizens Advice Bureau
	
Job Title: 			Volunteer Support Worker
		
Responsible to: 		Deputy Manager	
Responsible for: 		Volunteers

Summary of main responsibilities:

[bookmark: _Hlk11769894]To provide comprehensive support and advice to generalist advisers in order for them to assist the general public with their enquiries. Carry out case work for clients to enable them to progress and resolve their issues. Train and support volunteers to develop their skills.


General Responsibilities:

· To assist and support volunteers with day-to-day enquiries
· To undertake case work for clients
· To deliver a variety of training to volunteers 
· To ensure quality of advice standards are met by checking case notes on client records
· Assist the Volunteer Support & Development Worker to recruit, induct and train volunteers
· Monitor the progress of Generalist Advisers and assisting with their training and development
· [bookmark: _GoBack]Assist the Volunteer Support & Development Worker to carry out regular appraisals and supervision of volunteers
· Liaise with relevant external bodies on behalf of clients
· Develop and maintain expertise in relevant legislation
· Contribute to internal and external research and monitoring
· Ensure bureau opening and closing procedures are correctly carried out
· Efficient and effective handling of client cases
· Ensuring correct information and advice is provided at all times 
· Ensure that comprehensive and accurate records of client cases are kept online or in a secure location
· Any other tasks reasonably required by the Bureau Manager or Deputy Manager
· 

PERSON SPECIFICATION

VOLUNTEER SUPPORT WORKER


	
	ESSENTIAL
	DESIRABLE

	
QUALIFICATIONS
	· Educated to National 5 grade, or equivalent, including English
	· Higher grade level of education, or equivalent

	
EXPERIENCE
	· Experience of delivering training
· Experience of working with people with multiple and complex needs
· Experience of managing a complex case load
· Previous paid or unpaid work in an advice-giving field
	· Experience of working with volunteers in the voluntary sector as a volunteer or paid member 
· Experience of mentoring 
· Completion of the Citizens Advice Bureau Generalist Adviser training programme

	
SKILLS AND ATTRIBUTES
	· Excellent written and oral communication
· Skilled in report writing
· Ability to work under pressure & using own initiative
· Good planning and organisational skills
· Experience of using a range of IT packages such as Microsoft Office & case recording systems
· Ability to maintain and monitor client records
	· Understanding of the value of social policy work
· Experience of giving advice by telephone
· Statistical recording for evaluation/monitoring


	
VALUES AND ATTITUDES
	· Commitment to team working and proven ability to work as part of a team
· Support the principle of voluntarism
· Commitment to equality of opportunity
	· Experience of implementing equal opportunities policies and practices.
· An understanding and commitment to the aims, principals and policies of the CAB service

	KNOWLEDGE
	· A current and sound working knowledge of:
· Welfare benefits, including Universal Credit
· Money/Debt advice
	· A current and sound working knowledge of:
· Consumer Rights
· Employment issues
· Immigration 
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