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Role profile - Job Description  


Coordinator - Help Hub (funded by National Lottery)
	
	

	GROSS SALARY: 

	£30000 full-time 
£24000 Part-time 

	
HOURS  

REPORT TO
 
CONTRACT 

	
37.5 or part-time 30 hours per week (subject to negotiation) 

Member of Senior Management Team (SMT)

Fixed Term – Up to July 2024


	LOCATION:  
	Hammersmith & Fulham – primarily located at the Help Hub centres 


____________________________________________


Job Purpose – working with Citizens Advice aims and principle, to increase access to CAHF information and advice service within community settings across the week. Provide a warm face to face welcome to all who access Help Hubs.  Act as the central point of contact, for all help Hubs scheduled activities.  Coordinating volunteer support for non- Advice activities. 

Context 
Funded by the National Lottery and the LB Hammersmith and Fulham, Citizens Advice Hammersmith and Fulham (CAHF).   The Help Hub is a new three year project launching July 2021.  It will provide free information and advice for local people, from accessible community sites.

Weekly drop-in session will be held in five locations around the borough from September 2021, offering;
 

· Confidential and impartial advice
· Digital Skills*
· Money management tips 
· Help with finding a job*
· English language classes  (a freelance ESOL teacher will be appointed) *
· Regular talks and presentations (mostly from CAHF Financial team)
· Chat and friendship*
· Volunteering opportunities for all 

Activities marked* indicate main areas of role responsibilities. 

Main Duties 

The Project Coordinator will work alongside the Help Hub Team Leader and will have responsibility for all activities excluding advice related service.  Ensuring that the Help Hubs are accessible and inclusive for all users

Client Engagement

· Welcome clients to session and ensure they are getting the support they require

· Identify needs of clients and advising suitable learning programmes and resources as appropriate

· Develop and maintain booking systems for all activities

· Facilitate befriend service clients move from telephone support to in person support at the Help Hubs

· Create links with local agencies for referrals of telephone befriending clients to suitable local services 


· Provide effective assessment and coordination to book participant for  ESOL classes 

· Working collaboratively with wider CAHF service to signpost clients to appropriate services


Volunteer Engagement and Support 

Coordinate activities of non-advice volunteers at the Help Hubs across the week 

· Main point of contact for Help Hub volunteers, ensure they get support they require

· Schedule, rota  and manage the Help Hub calendar of activities

· Liaise with internal providers i.e. Financial Capability Coordinator to enhance the Help Hubs offer via presentation and other suitable events

· Liaise with key stakeholders to develop and highlight work of the project 

· Make and maintain contact with volunteers by email and/or phone to ensure Help Hubs activities are supported across the week

· Support Team Leader recruitment of  Help Hub volunteers, assisting with interviews 

· Induct Help Hub volunteers, in the delivering of sessions to local residents

· Produce training manual for volunteers

· Manage Volunteer rota and track attendance 

· Work with Team Leader to address volunteer underperformance 

Line Management

· Line management and development of Kick Start Customer Service Assistant

Hub Space Management 

Manage Help Hub five sites across the week 

· Ensure the Hubs are safe and welcoming space for all

· Oversee the day to day opening of the Help Hubs
· 
· Ensure the Help Hub is prepared and resourced for the day’s session including responsibility for ;
-  ensuring sufficient computer equipment and tablets are available to run	the sessions in each hub
-  catering provisions at each Hub
- maintaining equipment (including software updates) from all hubs
- reporting any equipment issues/ requirements to Senior Management Team (SMT) member

· Manage project phone responding to message in timely fashion

Publicity and Community Engagement

· Promote local engagement with the sessions through door knocking, leafleting, mail-outs and posters. (please note that you must be willing to door knock as part of this role) – this will be a major part of the initial role until the Help Hubs are well established and attended

· Make residents, volunteers and other key stakeholders aware of the dates and times of all sessions

· Work with SMT Member to produce advertising and promotional materials 

· Work with existing local groups and clubs to facilitate service users to attend. 



Monitoring and Evaluation 
Take responsibility for the collection of data to monitor Help Hub delivery

· Track attendance and outcome indicators to lead SMT member.
· Record and update accurate monitoring information 
· Ensure the accurate and timely recording of all information relating to the Help Hubs activities including visitors’ records 

· Capture success stories via case studies, to demonstrate the benefit of the Help Hub activities 

Project Development 

· Work closely with the Help Hub Senior Team leader to promote and launch the Help Hub sites

· Work with SMT manager to implement plans to address gaps in service delivery and drive continuous improvement. 

Professional Development 

· Identify and implements plans for own training and development needs

· Maintain and expand knowledge about signposting service for Help Hub visitors  

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

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

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

· Ability to work within agreed budgets

· Maintain professional boundaries at all times 
Duties required of all salaried employees of CAHF
 

· Uphold the aims and principles of the Citizens Advice service and its Equal Opportunities, Diversity and Dignity at work principles. Ensuring that all dealings with CAHF colleagues and the public are conducted in adherence to CAHF’s Equality, Diversity and Dignity at work policies.  

· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues and avoid contact which would put at risk the health and safety of themselves and other people including visitors, contractors and members of the public.  

· Exercise Discretion in the handling of client and volunteers  data   in accordance with statutory duties of the GDPR and CAHF’s applicable information assurance policies and procedures

· Gain familiarity with CAHF Safeguarding procedure, including understanding procedure for reporting safeguarding concerns affecting Children/Adult

· Keep abreast of organisational changes 

· Must be willing to take a flexible and adaptable approach to service delivery. Making a positive contribution to the team, including providing cover during annual leave or staff sickness for the Team Leader  

· 
· Carry out any other appropriate tasks requested by the line manager, to ensure the effective delivery and development of the service, subject to any reasonable adjustment under the Disability Discrimination Act.  

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 

A job description does not constitute a ‘term and condition of employment’.  It is provided only as a guide to assist the employee in the performance of their job.  CAHF is a fast moving organisation and therefore employee’s duties may be varied from time to time.  

This job description will be reviewed regularly as part of individual and organisational development, performance review and may be a subject to variation. Carry out any other appropriate tasks requested by the line manager, to ensure the effective delivery and development of the service, subject to any reasonable adjustment under the Disability Discrimination Act.  


[image: ]  Person specification
Listed below are the minimum essential requirements to do this job.
When shortlisting for interview the selection panel will consider the information you give within supporting statement/CV against the person specification set out below.  It is therefore essential that you include information about your abilities relevant to these requirements. 

1. The ability to commit to and work within, the aims, principles and policies 	of 	Citizens Advice service    Essential   

2. Ability to support learners in a group environment with ability to provide 	technical IT support  Essential   

3. Excellent verbal and written communication skills, and the ability to		communicate effectively at levels. Essential   

4. Ability to use public transport to travel to the Help Hub sites across the		 week carrying laptop or lightweight food and items for the Hub session	Essential   

5. Sound It skills and the ability to be administratively self-supporting to 		teach others Essential   

6. The ability to demonstrate patience, tact and empathy. Essential   

7. Good administrative skills and the ability to organise time effectively and a 	busy workload   Essential   

8. Ability to create and manage volunteer rotas   Essential   

9. Ability to undertake frontline promotion of service, via leafleting and door		knocking   Essential   		

10. Experience of working with clients from different ethnic and social 	groups; 	with the ability to empathise, respect and maintain appropriate professional 	boundaries  Essential  

11. An understanding of diversity and equality issues and a commitment to 	working in a client-centred way.  Essential  



Desirable
· Understanding of Safeguarding/Health & Safety/Risk Assessment as they affect clients. volunteers and staff 

· Basic practical computer equipment maintenance skills 



NB: Because of the nature of our client group, a satisfactory enhanced level Digital & Barring Service (DBS) check is required for this post. Working within the aims, principles and policies of CAHF the post holder must have due regard in the planning & execution of their duties at all times to the CAHF Equal Opportunity policies.
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