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JOB DESCRIPTION and PERSON SPECIFICATION

POST TITLE: Triage Assistant
About the role
Role Outline

The Triage Assistant will work in our office in Maryhill alongside a team of advisers and managers in a busy Glasgow Citizens Advice office.  Your main duties will be answering incoming calls to the bureau, you should be good with people able to deal with people from a variety of backgrounds, able to manage people’s expectations.  The calls that you take/make will be to decipher what the person requires and if our service can meet their needs, you will gather the client’s information and build a basic client file on our in house database system and book them in to the appropriate in house project/adviser.  There will be occasions that our service may not be able to meet the needs of the person and you will endeavour to signpost or refer the person to a more appropriate service.
You should be good on the phone with the ability to extract information quickly whilst maintaining an excellent level of customer service.

You will be able to work on online diary systems and in house database systems.

 You will undertake general administration work as required.
You will become part of a dynamic and forward-thinking advice service where you will be supported to work towards goals and have personal development within the role.  Training and development  opportunities are plentiful and encouraged 
Reporting to the core service coordinator.

Duties
To take incoming calls or return voicemails coming into the service.
To listen to the person and decipher which service best suits their needs.
Managing the expectations of callers/visitors to the service.
To support the core service with administration tasks;
Update spreadsheets

Create client files on in house database

Call clients to schedule appointments

Other Admin duties as required
Person Specification 
	Admin Assistant

	Competencies

D= desirable E = Essential

	Experience


	Office administration D

Dealing with public on telephone E
Customer facing experience E


	Skills and attributes


	Ability to work in a fast paced environment that will require you to be adaptable E
Team working skills E
Excellent communication skills and an understanding of how and when E


	Values and attitudes


	Be client and customer focused understanding the needs of internal and external customers, clients and other stakeholders E
Able to take personal accountability for work E
Lead change and improve performance – responding quickly and positively to change, seeking continuous improvement and learning from experience D


	Knowledge


	A sound knowledge of Microsoft software E
An understanding of advice topics such as benefits/debt/employment/housing/immigration/consumer D

	Other
	


