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Quality Performance Manager 
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.  

In this pack you’ll find:
· Our values
· 3 things you should know about Citizens Advice
· Information about the organisation and role
· The role profile and person specification
· Notes for Applicants 
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Description automatically generated] 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.


How Citizens Advice Hammersmith & Fulham works

CAHF is a flagship service, recognised nationally for its innovative approach, its award-winning performance, its strong volunteering programme and exceptional partnership working.   We place our clients at the centre of everything that we do and take a community centred approach to ensure that we are meeting need where it arises. 
Our strategies focus heavily on eliminating need as far as possible by taking a preventative approach and empowering communities to take back control of their lives and build independence and resilience. Where we provide interventions to help, we do so by providing services that build capacity and strengthen communities. We develop our own ability to deliver wide ranging and effective services through collaboration and partnership working, drawing on skills and experience to ensure that our clients receive the best possible outcomes.
Whilst we are extremely proud and pleased with our achievements, we remain focussed on the growing demand for our services and ensuring services are strengthened and remain robust to meet the changing needs of our clients. CAHF’s current focus is to ensure that those with the greatest need are able to access our services and to achieve this by becoming embedded within the community.

We are the only Citizens Advice in the country to hold a ten-year funding contract with the Local Authority to deliver 4 key service contracts that include:

· Our generalist Advice Service
· The library service at Avonmore Library
· Our advice at foodbanks project
· Our ROOF project that focusses on homelessness prevention
· We are currently in Year 3 of this funding arrangement.

We are also the only Citizens Advice in the country to deliver a library service on behalf of a Local Authority using our volunteer model. We have won multiple awards for our innovative ways of working, including the following national Citizens Advice awards:

· Volunteer of the Year 2021
· Team of the Year 2020
· Transformation of Advice 2019
· Access for All 2015
· Financial Skills for Life 2014
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	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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Job Description: Quality Performance Manager 

RESPONSIBLE TO: 		Head of Advice Services   

RESPONSIBLE FOR: 	Line Management/ Performance Development of assigned Advice workers 

HOURS: 	Full-time 37.5 hours per week  

SALARY:	£33,000 per annum

LOCATION: 	Across Citizens Advice Hammersmith & Fulham sites and remotely 

The Quality Performance Manager will:
· Drive up performance to maintain our reputation for quality services that meet the needs of the communities we serve and the quality standards we are accredited against.   
· Work with the Head of Advice Services to review and implement actions plans as required to improve the quality of Advice, and Advice delivery across the service. 
· Provide overall operational management of CAHF Quality of Advice, taking responsibility for delivering Quality of Advice Assessments of casework to Citizens Advice national standards and ensuring compliance with other external and statutory quality standards including but not limited to GDPR and Safeguarding. 
· Investigate complaints to within set timeframes to meet Citizens Advice procedure for managing and resolving complaints. 
· Monitor patterns of service issues including complaints, advice issue trends, GDPR and any other quality or regulatory issues.
· Drive performance, ensuring delivery against targets, KPIs and advice quality standards.
· Provide line management of advice workers in accordance with CAHF’s Performance and Behaviour framework

· Work with colleagues to maintain a positive working and learning environment, in which equality and diversity and dignity at work policies and principles are upheld. 
· Provide expert advice and support to all staff and volunteers as required. Work closely with Team Leaders to ensure consistency in service delivery. 
· Have the ability to inspire and manage advice staff to achieve CAHF goals, achieve excellence in their roles, embrace innovation and to demonstrate the positive impact of CAHF’s advice delivery to the local community.
· Create a positive working environment in which equality and diversity are well managed, dignity at work is upheld and staff and volunteers can do their best and develop their potential.
· Monitor service provision to ensure that it reaches the widest possible client group.

Quality Assurance   
· Final arbiter in matters relating to advice related questions/ inquiries and providing staff with authoritative support 
· Responsible for undertaking Quality of Advice Assessment (QAA) for paid and volunteer staff	
· Perform daily case checking for paid and volunteer advisers. 
· Responsible for responding to and investigating complaints, providing complainants with decisions, reporting to the Head of Advice Services on complaints received and issues of direct relevance to the service delivery.       
· Research and inform CAHF of national and local legislative changes, including outlining their implications for the service and its customers.   
· Maintain continuing professional development by keeping up to date with new legislation and regulatory changes. 
· Undertake at least one rota casework appointment per week.  


[bookmark: _heading=h.gjdgxs]Line Management 
· Ensure the effective performance management and development of supervisees through regular supervision sessions, the appraisal process and training and development plans.
· Create a positive working environment where equality and diversity, dignity at work and CAB values are upheld and which supports staff and volunteers to reach their potential.
· Participate and lead on advice staff induction. 
· Develop Supervisees to deliver their role in accordance with CAHF’s behaviour framework.
· Plan and allocate work, monitor achievement of deadlines and support staff as appropriate.
· Participate in recruitment and selection activities as required.
· Address underperformance, putting performance improvement plans in place when needed and monitoring their progress.
· Encourage good teamwork and lines of communication between all members of staff and volunteers.
· Identify training needs of supervisees and organise activities which meet those needs.
· Attend regular meetings of all paid and unpaid staff.


Supervision 
· Provide support to the frontline team, interviewing clients presenting with emergencies and covering the absence of the Team Leaders. 
· Support service delivery, covering for absent project workers, caseworkers and volunteer advisers to minimise the cancellation of scheduled appointments.  
· Act as the highest point of authority in the absence of the SMT to deal with internal and external queries.  
· Daily line management of volunteer advisers and caseworkers and project workers to ensure all frontline line services are fully supported despite finite supervisory capacity.  
· Implementing any new quality of assessment systems in consultation with the Head of Advice Services. 
· Implementation of new performance management frameworks as may be required or developed. 
 
Process Development & Improvements  
· Ensure volunteer advisers, caseworkers and project workers are using proper systems and processes. 
· Identify broken processes and ‘missing links’ obstructing efficient delivery of advice and information by paid and volunteer staff, working in partnership with other team and management members.  
· Work with the management team to introduce new systems, inform users of new processes and help achieve time tables for implementation. 
· Develop and update the Quality section of the CAHF Wiki, reviewing advice information on the Wiki and implementing updates and informing other staff members of them.  
· Use internal communication tools such as Google Spaces, Chat and email to engage with CAHF staff, volunteers and teams and build rapport.
· Ensure compliance with Information Assurance standards for processing data. Understand and complying with 72 hours timeframe for reporting breaches as mandated by the General Data Protection Regulation 2018 (GDPR)   
· To be a contact point for issue relating to Safeguarding of children and vulnerable adults  
 
Development & Training  
· Work with managers, team leaders and other Quality Performance Managers to deliver the induction and training of new staff.  
· Contribute to ongoing training programmes including undertaking Quality of Advice training sessions.  	
· Mentor volunteer assessors to achieve the required quality standards. 
· Track the progress of volunteer advisers, caseworkers and project workers.  
· Monitor, review and report on quality and volumes performance of trainees, advisers, caseworkers and assessors.
 
Management Support  
· Support CAHF training activities.  
· Report to Head of Advice Services on performance against quality measures.  
· Manage the adviser rota in coordination with the Senior Team Leader to ensure consistency of rota scheduling across the week. 
 
Campaigns 
· Monitor and refer issues to the Campaign team  
· To ensure that CAHF fulfils its responsibilities with regards to research and campaigns, galvanising advisers to contribute to local and national research and campaigns activities.
 
Reporting and Monitoring  
· Understand relevant performance standards across the organisation 
· Deliver on agreed objectives and targets 
· Produce reports within timescales demonstrating performance against target.  
· Provide analysis and take corrective actions to achieve targets set.  
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Planning and Organising  
· The post holder will be required to manage their own workload and time effectively and efficiently to ensure the objectives of the role and services to customers are delivered efficiently and on time to agreed targets. 
· The post holder will be responsible for ensuring that customers are served and deadlines are met within defined timescales. 
 
IT
· Accept and abide by the terms of the Organisation’s Acceptable Use of IT policy and other associated Citizens Advice policies.
· Use the organisation’s IT Infrastructure and associated applications in line with Information Assurance requirements. 
· Use IT systems software to analyse data and produce reports when required. 

GDPR 
· Oversee the delivery of advice in accordance with GDPR and other data protection legislation and conventions
· Ensure advice staff are fully compliant with consent requirements for client work 

Active Team Participation 
· Build rapport with paid and volunteer colleagues. 
· Engage with CAHF business objectives as outlined in the business plan and supporting strategies.	
· Attend and participate in CAHF activities including Service meetings, Staff Away Days, Annual General meeting and other staff activities. 
· Work collaboratively with the SMT.
· Work in line with the core values of Citizens Advice and CAHF.

External Relations 
· Represent the work of CAHF to other organisations and stakeholders.
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Research and Campaign 
· [bookmark: _heading=h.3znysh7]Galvanise advisers to support CAHF research and campaigns work through various channels including case studies, data collection and client consent.
· Identify evidence needed to support national or local research and campaigns action.
· Respond to consultations undertaken by local agencies such as local authorities and health bodies.
· Inform managers and colleagues about national or regional campaigns, surveys etc.
[bookmark: _heading=h.2et92p0]
Learning and professional developments 

· Attend and actively participate in regular support and supervision sessions and appraisals with the Head of Advice Services.
· Engage with the Performance and Development process to actively identify your own training and development needs. 
· Identify the learning and development needs of designated staff through support and supervision. Contribute towards CAHF’s workforce development plan
· Keep technical knowledge up-to-date and provide technical support to advisers and /or caseworkers.

Administration and Processes  

· Ensure that detailed records for the purposes for information retrieval, statistical monitoring and report preparation are maintained and developed.
· Be self-servicing, typing and using computers and other office equipment.
· Take responsibility for health and safety issues as required in line with current regulations and good practice.

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  
· The post holder must at all times promote the aims, principles, policies, interests and wellbeing of the organisation and protect the integrity and reputation and the confidentiality of the Service

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

· Actively engage with CAHF performance management process 
· Comply with all Citizens Advice information assurance guidelines
· 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. 
November 2021
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Knowledge & Experience   
1. Certificate in Generalist Advice work or equivalent qualification        or equivalent level of experience and skill.  Essential

2. Two years (or full-time equivalent) post-certificate experience of providing generalist advice, including in-depth Benefits, Housing or debt advice and casework Essential

3. Proven experience of managing the performance and development of staff and/or volunteers. Essential

4. A demonstrable understanding of and commitment to the aims and principles of the Citizens Advice service Essential

Skills and Ability
5. Strong attention to detail, ability to plan and manage own workload and the work of others to achieve successful advice delivery Essential

6. Experience of assessing and evaluation standard of advice/casework delivery against an organisation quality standards/target Essential

7. Ability to manage empathetically, whilst driving the individual performance in a supportive, focused manner to meet set objectives, quality standards and target Essential.

8. Ability to work on own initiative, prioritise work, meet deadline and produce results. Essential   
9. Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively Essential 
10. Ability to impartially investigate complaints providing feedback within an agreed timeframe and respond to Safeguarding issues to meet organisation reporting standards Essential

11. Strong generalist IT skills: the ability to use variety of software including working in google apps environment, but also and not limited to; case management systems. Essential

12. Strong numerical skills – able to analyse data. Essential

13. Willing to work flexibly and develop the role to best meet the needs of a growing organisation Essential

Application Form Guidance Notes

To apply for this role please provide a Curriculum Vitae (CV) and supporting statement demonstrating how your skills and experience meet the Person Specification.    You should also complete the application form.

Closing Date:      07.00am Monday 13th December 2021        

Interview Dates: Thursday 16th December 2021 (fixed date)

Please return your application by email to recruitment@cahf.org.uk no later than the closing date.  

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 provide as much relevant information 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 an 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 

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.

Supporting Statement 
This is a key part of your application, 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 the role requirement. No assumptions will be made about your achievements and abilities.  

Please provide one examples for the 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 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.  

Feedback – Applications and Interview  
Please note:   due to high volume of application forms received for recruitment vacancies, our shortlisting panel are unable to provide feedback on all applications.  

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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