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	Job Title 
	Assessor



	Company name
	Citizens Advice Hammersmith and Fulham

	Job Placement summary (Outline of the job description including key responsibilities and detail of the skills the young person will develop. Please provide as much detail as possible Please do not use bullet points)

	Assess the reasons clients are contacting Citizens Advice, identifying key information
about the issue including time limits, key dates and emergencies (using scripts and
other tools, as necessary).

Research information using in-house resources and trusted websites.

Agree the appropriate level of service, taking into consideration the client’s ability, the
complexity of the issue and the organisation’s resources.

Clearly explain the next steps to the client, confirming action in writing where required.

Complete accurate written case records for each assessment, recorded in the Citizens
Advice case management system.

Ensure that all work meets quality standards and the requirements of the funder.
Deliver services both by phone and face to face.

Work to agreed targets for quality and efficiency of the service.

Ensure that work reflects and supports the Citizens Advice service’s equality and
diversity strategy.

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

Comply with organisation policies on health and safety, IT acceptable use,
confidentiality and work in line with office manual processes.

Support the induction / training activities of volunteers delivering assessor services.

Give and receive feedback on performance in a positive manner, engaging with
strategies for improvement and new service developments.

Report regularly to the supervision team on the day to day running of the service.

Identify and implement plans for your own training and development needs.

Keep up to date with legislation, policies and procedure, undertake appropriate training
as agreed with the line manager including continuous professional knowledge
development of the main enquiry areas (benefits, debt, employment, housing,
consumer and family).

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





	Essential skills, experience and qualifications (please do not use bullet points)
	The ability to commit to and work within the aims, principles, and policies of Citizens Advice service with commitment to equality. 
Good customer service skills.

Flexibility and willingness to work as part of a team.
[bookmark: _heading=h.3dy6vkm]Commitment to learn and develop knowledge and skills relevant to the role.

Good customer service skills, especially if delivered by phone.

Good standard of literacy - each interaction creates a written
record and most result in email communication
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	Working pattern and contracted hours (including any shift patterns)
	Hours: 25 per week 

	
	

	Contract Duration 
	Fixed term duration 6 months 

	Salary and Pension 
	London Living Wage   £10.85 per hour plus 3% employer pension contribution



	Location 
	Post will be delivered at Help Hub project community venues located in LB Hammersmith and Fulham.   It will also include working from our office at Avonmore Library and Community Centre in Fulham. 



	Details of employability support (training opportunities/mentor) Your development, In this role you will 

· Develop your Digital Skills from our in-house projects, including modules on job search, engaging with public services as required. 

· Support with Money Skills from our in-house projects with a range of topics which can be selected as required. 

· National Citizens Advice training packages on their online learning and development system (Skill book) just for Kickstarters. 

· Complete induction programme, relevant on the job training, training in basic admin, reception, and customer care skills.

· Receive Coaching, feedback and mentoring by supervisor’s In-house job application support - answering Personal Specifications Support with interview skills and CV writing via referral to National Careers Service who have delivered support sessions from our library office space.

· Training on IT and basic office systems, training on Citizens Advice case recording software 

· Communication skills with the public and third parties by various channels, i.e., letter, email, phone, and text.

· Training on researching, summarising, and presenting information.

	
	



image1.emf
 

 


