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Consumer Empowerment Partnership Worker 
Job pack
Thanks for your interest in working at Citizens Advice Hammersmith and Fulham. This job pack should give you everything you need to know to apply for this role and what it means to work at Citizens Advice.  
Contents 
· Our values
· 3  things you should know about Citizens Advice
· About Citizens Advice Hammersmith and Fulham
· The role profile – Job Description
· Person Specification 
· Guidance Notes 
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 Our values
We’re inventive. We’re not afraid of trying new things and learn by getting things wrong. We question every idea to make it better and we change when things aren’t working.
We’re generous. We work together, sharing knowledge and experience to solve problems. We tell it like it is and respect everyone.
We’re responsible. We do what we say we’ll do and keep our promises. We remember that we work for a charity and use our resources effectively.
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3 things you should know about Citizens Advice
1. We’re local and we’re national. We have 6 national offices and offer direct support to people in over 290 independent local Citizens Advice services across England and Wales.
2. We’re here for everyone. Our advice helps people solve problems and our advocacy helps fix problems in society. Whatever the problem, we won’t turn people away.
3. We’re listened to - and we make a difference. Our trusted brand and the quality of our research mean we make a real impact on behalf of the people who rely on us.



How Citizens Advice Hammersmith and Fulham works
Who Are We:  Citizens Advice Hammersmith and Fulham is one of the busier offices in London, with 23 staff and over 100 volunteers.  We have provided advice and information to the local community in Hammersmith and Fulham since 1939.   We operate from our two sites which includes delivery of a volunteer led library service.  We are the only Citizens Advice in the country who deliver library service.  

To find out more, there are 4 short films on www.cahf.org.uk about Citizens Advice Hammersmith and Fulham’s advice, partnerships, skills support and volunteers.
What We Do:  We provide free, impartial advice and information on a range of issues including Welfare benefits, Debt, Employment, Housing and Consumer.  We work actively for change in the policies and practices of organisations/agencies that impact on the lives of the people we work with.  

The Difference We Make:   In 2018 we helped 12,000 people with 29,000 issues, generating over £1 million in increased income for clients and dealing with over £3 million in debts. Of those people who received advice, 4 in 5 said it improved their lives with 99% being happy or very happy with the service received. 
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  How Citizens Advice works
	The Citizens Advice service is made up of Citizens Advice - the national charity - and a network of around 300 local Citizens Advice members.

This role sits in the national charity which includes
· 800 national staff working in one of our 6 offices or as homeworkers, or as part of the Witness Service from over 240 courts across England and Wales
· 3000 Witness Service volunteers

Our network members are all independent charities, delivering services from
· over 600 local Citizens Advice outlets
· over 1,800 community centres, GPs’ surgeries and prisons

They do this with:  
· 6,500 local staff
· over 23,000 trained volunteers
Our reach means 99% of people in England and Wales can access a local Citizens Advice within a 30 minute drive of where they live.
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  The role
Citizens Advice has been chosen to lead one of the four local Citizens Advice-led Consumer Empowerment Partnerships (CEP). Each CEP will recruit 50 consumers to trial, test and review one of 4 digital tools.  The Consumer Empowerment worker will be an ambassador for the CEP.  Providing the first point of contact, for queries about CEP, for staff, clients and members of the public.

The Consumer Empowerment project worker will combine their customer service and coaching skills with the ability to support clients to use new digital tools and communicate their effectiveness.  They will work with Citizens Advice Hammersmith and Fulham (CAHF) digital project teams.  They will provide basic coaching to clients, and support volunteers to deliver coaching sessions.  Using selected digital tools websites/apps, they will support the client access to energy switching products, and budgeting tools to better manage their money.   

The Consumer Empowerment project worker will  assist with the project set up and launch, taking the lead in monitoring delivery and then in the monitoring, evaluation and reporting on the tools, processes and delivery. Assessing if it has improved the client’s ability to access and use digital energy products. 

· Role profile - Job Description  
Consumer Empowerment Worker                                                   
	RESPONSIBLE TO:   

 
	Head of People Development   

	DURATION:  

 
	30/09/2019

	SALARY & HOURS   

CONTRACT 


	£ 16,704       

Fixed Term    

Part-time 22.5  hours  equivalent three days per week

 

	LOCATION:  
	Hammersmith and Fulham  

	 
	 


Role purpose: 

· Provide coaching and supporting clients to engage with digital tools. 
· Collect data, monitor and evaluate the effectiveness of the digital tools 
· To work with CAHF other digital project to enhance and embed digital support to service users

Key elements/Tasks
Activities and tasks

· Attend Consumer Empowerment Partnership (CEP) training and relevant meetings

· Be first point of contact for queries on CEP pilot, with staff, clients and members of the public

· Promote pilot to internal teams

· Manage referrals received from internal teams/staff

· Carry out client assessment and what support they need (eg what digital skills they have, language skills, access to internet/smartphone)

· Prepare Information Sheet for clients

· Inform clients about the pilot expectations (eg coaching session)

· Obtain clients’ relevant consent to take part in pilot

· Provide coaching sessions (including assessment) to clients taking part in pilot

· Induct, train and support others delivering coaching sessions

· Carry out follow-up coaching calls/sessions with clients as and when needed

· Refer clients to technical support, advice services or other agencies as applicable

· Escalate requests/issues outside own knowledge or experience to a supervisor or manager to provide a timely and effective service

· Record and collect clients’ data as and when required, and in accordance with GDPR

· Assist in data collection and analysis (eg carry out interviews/surveys with clients)

· Assist in final report writing

· Be flexible to carry out sessions out-of-office, with occasional travel to London

· This role does NOT provide financial or debt advice

Development and support offer

· Monthly supervision

· 2-day training for CEP pilot

Checks

· Enhanced DBS check maybe carried out (for home visits to vulnerable clients only)

IT

· Confident use of a range of ICT resource for communicating, managing information, researching funding opportunities and reporting 

· Support the development and use of databases, to record and monitor fundraising contacts and activities 

· Accept and abide by the terms of the Organisation’s Acceptable Use of IT policy, and other associated policies..

· Comply with Data protection guidance including GDPR for processing and controlling data   

· Use Office software and other programs as required for the performance of the role    

· Use electronic diary and scheduling software to organise workload. 

Communication 

· Ability to present confidently in front of group of people 

· Help to gather, update and organise relevant information to produce statistics and reports from appropriate sources. 

Staff group / Team Work 

· Engage with CAHF business objectives as outline in the business plan and supporting strategies 

· Build rapport with colleagues and ensure the work of the project is communicated at all levels.

· Attend and participate in CAHF activities including Service meetings, Staff Away Days, Annual General meeting and other staff activities. 

Training and Professional development 

· Identify and implement plans for own training and development needs

· Keep up to date with legislation, policies and procedure and undertaken appropriate training as agreed with the line manager 

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

· Prepare for and attend supervision sessions/team meetings/staff meetings as appropriate

· Keeping in touch with local issues, developments and changes in procedure of other agencies. 

· Undertake Health and Safety training when required 

Duties required of all salaried employees of CAHF 

· Undertake any other reasonable duties as required by the post

· Exercise duties in accordance with CAHF core values, and the aims and principles of the Citizens Advice Service   

· Exercise Discretion in the handling of Special Category data  in accordance with statutory duties of the GDPR and CAHF’s applicable policies and procedures

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


· Be a team player, participating and contribution to CAHF activities, and organisational development.  
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  Person specification
Essential 

1 Customer service:  
Respond to routine enquiries and provide basic information. Refer queries outside own experience and knowledge to supervisor or line manage
2
Customer service:  
Be patient, supportive, polite and courteous to present a positive image of the service
3
Coaching and Training: 
Experience: Experience in delivering training or coaching clients/volunteers

4
Organisational skills: 
Keeping clients’ records up to date, and accurate data collection    

5
Digital and Technical skills:  
Comfortable using emails, smartphone, and online banking/financial apps on budgeting/switching
6
Digital and Technical skills:  
Experience in using Excel or Google Sheets (basic to intermediate level, e.g. producing charts and tables)
7
Digital and Technical skills:  
Interest in financial-technology products to develop financial skills in budgeting or switching
8
Research skills:  
Carry out one-to-one interviews
9
Research skills:  
Set up surveys online (e.g. on Survey Monkey, Qualtrics, Google Forms)
Desirable 

10
People Management:  
Experience in managing volunteers
Application Form Guidance Notes

To apply for this role please provide a Curriculum Vitae (CV) and Supporting Statement maximum 700 words,  See application form for detail
Closing Date: 
Monday 18th February 2019      
Time: 9am 
Interviews:

Friday 22nd February 2019 (fixed date) 

Please complete your application and return it preferably by e-mail (as a Word document) no later than the closing date referred to in the advert.  If you return your application via e-mail there is no requirement to send a hard copy in the post.  
The application form plays a key part in our recruitment and selection process.  We use the information you provide about your skills, experience, career and education history to decide whether or not to invite you for an interview.  It is important that you complete the application form as fully and accurately as possible, ensuring that you give specific examples which demonstrate how you meet the essential and desirable criteria for the role for which you are applying.

Disability

Please provide any information you wish us to take into account when we are considering your application.  If you are selected for interview, we will ask  you to let us know if you have any access needs or may require reasonable adjustments to the interview or assessment (if applicable) at that stage.   Please be assured that we will be supportive in discussing reasonable adjustments with you at any stage of the recruitment and selection process.
Entitlement to work in the UK

A job offer will be subject to confirmation that you are permitted to work in the UK in accordance with the provisions of the Asylum and Immigration Act 1996. You will be asked to provide evidence of your entitlement to work in the UK if you are successful and an offer of employment is made.

Please note that Citizens Advice Hammersmith and Fulham (CAHF), does not hold a sponsor licence and, therefore, cannot issue certificates of sponsorship under the points-based system.

Diversity Monitoring

CAHF values diversity and promotes equality.  We encourage and welcome applications from suitably skilled candidates from all backgrounds.  Monitoring recruitment and selection procedures is one way of helping us to ensure that there is 

No unfair discrimination in the way that we recruit people. To do this we need to 

know about the diversity profile of people who apply for posts at CAHF  This information is given in confidence for monitoring purposes only and is not seen by anyone responsible for making recruitment decisions.  However, if you would prefer not to answer any of the questions we ask, please leave them blank.
Information, experience, knowledge, skills and abilities

This is a key section of the application form which allows you to provide evidence of your experience, knowledge, skills and abilities that are relevant to the role as described in the role profile.  Selection is based on an assessment of the evidence you provide against the requirements of the role as set out in the person specification.  It is important that you tailor your response to clearly demonstrate how you meet each requirement. No assumptions will be made about your achievements and abilities.  

Please provide one example for each requirement.  You should choose examples of past experience that clearly demonstrate what we are looking for, and be precise about what you did, how you did it and the outcome or result of your actions.   Please try to limit your response to each criterion to a maximum of 200 words.  

A useful guide might be S.T.A.R:

Specific – give a specific example

Task – briefly describe the task/objective/problem

Action – tell us what you did

Results – describe what results were achieved

Please provide recent work examples wherever possible.  However, do remember that relevant examples from other aspects of your life, for example: voluntary or unpaid work, school or college work, family or home responsibilities, can also be given.

Shortlisting outcomes

Shortlisted applicants will be invited for an interview.  Candidates selected for interview will be required to undertake practical and interview. 
Interview Dates 

Candidates selected for interviews are expected to attend interview on the date(s) stated in the advert.  The aim being to interview all selected candidates on the stated date within the same period.  Request to reschedule an interview date, will only be made for cases of exceptional emergency, where evidence supporting the request is provided to the interview panel.  
Feed Back – Applications and Interview  

Please note:   due to high volume of application forms received for recruitment vacancies, CAHF– shortlisting panel are unable to provide Feedback on completed application forms.  

The panel will only provide Feedback to candidates who were selected for and attended interview.   A request must be made by the interviewee for feedback on their performance. . 

References

All job offers are subject to the receipt of two satisfactory references:  One should be from your current or most recent employer or line manager (if you are employed through an agency), or your course tutor if you have just left full time education.  The other should be someone who knows you in a work related, voluntary or academic capacity.  Both referees should be able to comment on your suitability for the role. 

References will only be taken up for successful candidates following interview.

Criminal convictions 

Anyone who applies to work within CAHF will be asked to disclose details of unspent convictions during the recruitment process.   

Having a criminal record will not necessarily bar you from working for CAHF much will depend on the type of job you have applied for and the background and circumstances of your offence.   However, we are not able to employ anyone with a conviction for a sexual offence against a child or vulnerable adult, regardless of when the office took place.  All other convictions will be considered on an individual basis. 

Criminal Records Bureau Disclosures are only requested where proportionate and relevant to the post concerned.  If the post for which you are applying for requires a DBS Disclosure certificate, this will be noted in the application pack.  
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