RUTHERGLEN & CAMBUSLANG CITIZENS ADVICE BUREAU

SESSION SUPPORT
JOB DESCRIPTION
Summary of main responsibilities:

To ensure the provision of a quality advice and information service to the public by supporting and assisting both volunteer and paid advice workers. 
Advice and support
· Be available for consultation during advice sessions

· Provide support to advisers who are under pressure

· Provide support to advisers who are advising challenging clients

· Assist advisers to prioritise issues within complex cases and with complex and/or unusual client enquiries

· Be pro-active in noticing any difficulties and offering help

· Ensure quality of advice by carrying out regular case checking within CAS and National Standards Frameworks and highlighting any issues/training needs.
Information and IT resources and case recording:

· Ensure that Advisernet is used as the key reference for all advisers

· Support advisers using CASTLE to produce accurate and complete client records including client financial gains, one-off debts and social policy referrals

· Check benefit calculations carried out using QBC  and other authorised software and assist advisers to amend financial statements

Ensuring Best Practice:
· Be aware of the needs of clients who are in the waiting area, those who need us to ring them back, those seeking email and anyone who would prefer a virtual appointment.
· Support advisers to act under bureau procedures on incidents such as disturbances in the waiting room, difficult/violent clients, inadequate staffing levels, emergency procedures and client’s complaints

· Ensure that the advice service is carried out in accordance with CAS principles and equal opportunity policies and practice.

· Challenge advisers sensitively on any expression of negative attitudes

· Ensure that referrals are made according to established procedures

· Authorise the production of correspondence necessary to progress client cases

· Assist advisers to make appropriate appointments

Skills and knowledge:

· Keep abreast of the latest developments in the information and advice field

· Assist the Manager in meeting the training needs of volunteer workers

· Ensure that Social Policy feedback is recorded on CASTLE 

· To provide specialist advice from time to time.
· Undertake other tasks as may reasonably be requested.

SESSION SUPPORT - PERSON SPECIFICATION
	SESSION SUPERVISOR
	Essential
	Desirable

	QUALIFICATIONS
	· Good standard of general education

· Willing to undertake appropriate further education and training

· Completion of CAB adviser training programme
	

	EXPERIENCE


	· Working with Microsoft programmes

· Communicating and liaising with varying organisations

· Delivery of advice and information services to clients.

· A working knowledge of CASTLE for the purpose of recording client cases
· Between a minimum of 2-4 years’ experience of giving advice
	· Working within the voluntary sector

· Supporting a team

· Experience of supporting vulnerable clients

	SKILLS AND

ATTRIBUTES


	· Ability to work without supervision

· Basic training skills

· Positive interaction with staff ,volunteers and clients
· Ability to deal with staff, volunteers and the public in a calm, caring and competent manner
· Ability to analyse and interpret complex information

· Ability to prioritise own work and that of others, meet deadlines and manage workload in a pressured environment

· Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively
	· Mentoring skills
· Ability to use quick benefit calculators  software

· Specialist knowledge of Welfare Benefits, Employment and Debt



	VALUES AND ATTITUDES

	· Commitment to ongoing training

· Commitment to team working

· Commitment to equal opportunities and the principles, aims and objectives of the CAB Service
· Clear understanding of the importance of excellence of customer service
	· Understanding of the multiples pressures which can affect vulnerable people


