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· Role profile - Job Description  

Adviser – London Community Response Fund 
	
	

	GROSS  SALARY:  

 
	£28500 per annum 

	HOURS   

CONTRACT 


	37.5 hours Full-time  
Fixed Term funded up to,12/03/2021

	LOCATION:  
	Hammersmith and Fulham 

	
	Candidates must be prepared to work flexibility, currently 
due to the Covid-19 Pandemic, work will be home based 
until a time when our offices and outreach venues re-open
 


____________________________________________
Role purpose: 

Working within the Aims and Principles of the Citizens Advice Service, to deliver generalist advice service.  Deliver advice service via telephone, Webchats email and face to face, providing clients with appropriate advice.  Deliver generalist advice (welfare rights, debt, employment, housing and Consumer) that addresses the client’s immediate crisis arising from the Covid-19 pandemic.

Duties and Responsibilities 
Advice

· Provide comprehensive advice on all subject areas in line with Citizens Advice requirements

· Interview clients using sensitive listening and questioning skills in order to allow clients to explain their problem(s) and empower prioritise agreed action plan

· Use the Citizens Advice AdviserNet website to find, interpret and communicate the relevant information 
· Research and explore options and implications so that clients can make informed decisions
· Act for the client where necessary by calculating, negotiating, drafting or writing letters and telephoning 
· Negotiate with third parties such as statutory and non –statutory bodies as appropriate
· Ensure that all work conforms to the organisation’s office manual and the Advice Quality standard and other funding requirements, as appropriate 
· Maint detailed case records for the purpose of continuity of casework, information retrieval, statistical monitoring and report preparation
· Ensure that work reflects and supports the Citizens Advice service’s equality and diversity strategy

· Be aware of the organisation’s procedures for dealing with actual and potential discrimination issues
· Record and collect clients’ data as and when required, and in accordance with GDPR

· Record stats in Casebook 

· Refer internally or to other specialist agencies as appropriate.

Research and Campaign 
· Assist with research and campaigns work by providing information as appropriate
· Alert clients to research and campaign options. 
IT

· 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. 
Administration 
· Be self-servicing in the production of correspondence and other associate work
· Use IT for recording keeping, document production and statistical recording 
· Keep up to date with policies and procedures relevant to local Citizens Advice work and undertake appropriate training 
· Attend internal and external meetings as agreed with the line manager 
· Maintain close liaison with relevant external agencies 

Public relations 
· Liaise with statutory/non-statutory organisations and partner agencies and represent the service on outside bodies as appropriate
 Staff group / Team Work 

· Build rapport with  paid and volunteer colleagues 
· 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, undertake  appropriate training as agreed with the line manager 

· Prepare for and attend performance review /team meetings/service meetings as appropriate

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

· Attend relevant internal and external meetings as agreed with the line manager.
· Commitment to continuous professional development including ongoing development of knowledge of the main enquiry areas (benefits, debt, employment, housing, consumer and family) to be able to make appropriate signposting and/or referral decisions. 
· Willing to learn, accept constructive feedback, adapt to change
· Assist with initiatives for the improvement of the service
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.  

In addition to the tasks and duties outlined in this job description to undertake such duties as may be identified and which are generally compatible with the functions of the post.
Review 

This job description will be reviewed regularly as part of individual an organisational development, performance review and may be a subject to variation. 
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  Person specification
To be appointed to the Adviser post, you should be knowledge and substantive experience of general help advice giving across a range of subjects including advice on debt, welfare rights, housing employment and consumer issues.  You should have knowledge of issues affecting the public, arising from the Covid-19 pandemic.   

Essential 

1. The ability to commit to and work within, the aims, principles and policies
 
Of Citizens Advice service with commitment to equality Essential
2. Certificate in Generalist Advice work or equivalent qualification or equivalent level of experience and skill   Essential
3. Effective written and spoken communication with sensitive listening,    questioning skills and a professional non-judgemental attitude. Essential
4. Experience of monitoring and maintaining service delivery against agreed 


targets and key performance indicators Essential                       

5.
Proven ability to research, analyse and interpret complex information

maintain accurate and comprehensive case records and produce and present clear reports verbally and in writing. Essential
6. Experience of working with vulnerable clients from a variety of ethnic and social groups. Essential
7. Highly motivated with the ability to work on own initiative, prioritise work, to meet deadlines and deliver results. Essential
8.
Ability to give and receive feedback objectively and sensitively and willingness to challenge constructively Essential
Guidance notes for applicants
Application form 
Recruitment Privacy Notice 

Please complete your application and return it by email or post (as a Word document) no later than the;

Closing Date Tuesday 22nd September    Time: 09:30am 
Please email CV and Supporting Statement to  ivy.lewis@cahf.org.uk  

Subject ref: LCFAdv-1
The CV and Supporting statement 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 provide accurate information, ensuring on your Supporting Statement that you give specific examples which demonstrate how you meet the essential and desirable criteria for the role for which you are applying.

For more information about Citizens Advice Service Aims and Principles www.citizensadvice.org.uk  

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 the Personal Specifications  criteria to meet the stated word limit
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 test and interview. 

Interview Dates 

Interviews will take place on the dates listed in the advert.   Candidates selected for interviews are expected to be available, to attend interview on the date(s) stated in the advert.  CAHF strive to conduct a fair recruitment process and this means only in exceptional will interview dates be rescheduled.  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 has been provided to the interview panel.   

Feed Back – Applications and Interview  

Due to high volume of application received for vacancies, CAHF – shortlisting panel are unable to provide Feedback on applications.  

The panel will provide Feedback to candidates who attend interview.   
Interviewee should request feedback.. 

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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