
PEEBLES AND DISTRICT CITIZENS ADVICE BUREAU
POST OF CASE ADMINISTRATOR
Name of Employer:  Peebles and District Citizens Advice Bureau
Job Title: Case Administrator
Responsible to: Bureau Manager
Salary - £15/hour


Summary of main responsibilities:

The Case Administrator will be responsible for helping ensure the smooth running/organisation of the bureau and the triaging/processing of all client enquiries, from initial contact to final outcome and reporting. The Case Administrator will be responsible to the Bureau Manager
Specific Tasks:
Case Administration:-

· Ensure all enquiries coming in to the Bureau are recorded, triaged and processed in accordance with quality standards

· Monitor incoming calls, voicemails, emails etc

· Contact clients to arrange appropriate appointments or referrals to other advice services

· Maintain appointment diary/client contact lists

· Allocate appointments to staff/volunteers
· Monitor outcome of client appointments/client contacts to ensure these are progressed within reasonable timescales 

· Ensure case tasks have been allocated/progressed as appropriate, including recording of client financial gains 

· Monitor "closure" of client cases and escalate as appropriate 

· Work collaboratively with other colleagues involved in advice work procedures

Office Administration:-

· Deal with incoming /outgoing post
· Answer telephone and refer calls or take messages
· Support staff/volunteers with scanning/photocopying & updating records with attachments
· Ensure that databases and information systems are updated regularly
· Help create & distribute promotional material
· With Manager, ensure that bureau reference materials are updated and advise volunteers/staff of new materials and changes as appropriate 

· Maintain stocks of stationery supplies and process orders from suppliers 

· Ensure that all bureau records are maintained according to stakeholder requirements and in accordance with GDPR
· Operate and control the Bureau petty cash system 

· Create, maintain and archive bureau correspondence (paper & electronic) in accordance with bureau's systems and procedures 

· Support with planning and administration of all projects agreed by the Board

Reporting to stakeholders:-
· Support with the provision of reports to the Manager and the Board, as directed, to assist with future planning

· Support with the provision of reports to the Board to demonstrate bureau effectiveness e.g. clients financial gain 

· Support with the production of statistical returns to CAS and other stakeholders as required 

Other:-
Undertake other tasks as may reasonably be requested by the bureau manager or board of directors 
Required Competencies

	Teamwork


	Interacts with people effectively. 
Able and willing to share and receive information.

	Work Standards


	Maintains high performance standards.

Pays close attention to detail, accuracy and completeness.

	Motivation


	Displays energy and enthusiasm 

Commits to putting in additional effort.

Maintains high level of productivity and self-direction.

	Reliability


	Takes personal responsibility for job performance.

Completes work in a timely and consistent manner.

	Adaptability


	Adapts to changing work priorities

Able to effectively deal with vulnerable and diverse people.

	Communication


	Organizes and delivers information appropriately.

Listens actively

	Integrity


	Shares complete and accurate information.

Maintains confidentiality.

	Stress Tolerance


	Displays emotional resilience 

Deals well with difficult situations 

Seeks support from others when necessary 


CASE ADMINISTRATOR - PERSON SPECIFICATION
	QUALIFICATIONS
	· Good standard of general education.

	EXPERIENCE


	· Recent work experience in the advice sector
· Recent experience of case management
· Recent experience in a reception and triage environment
· Recent experience of information handling and reporting from CASTLE

	SKILLS AND

ATTRIBUTES


	· Computer proficient

· Excellent written and oral communication skills
· Ability to plan work
· Attention to detail and problem-solving skills

· Ability to adapt to new situations
· Ability to work without close supervision, prioritise own work and meet deadlines

· Ability to work hours flexibly as required by the needs of the service.


	VALUES AND 

ATTITUDES
	· Empathy and understanding of the variety of needs of our client group

· Commitment to team working
· Commitment to the aims, principles and policies of the CAB.
· Commitment to the development of equal opportunities.


	KNOWLEDGE
	· Understanding of the issues faced by a vulnerable client group
· Working knowledge of Microsoft software and related packages.



	OTHER
	· Ability to work both in the bureau and remotely, as required.



