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Role Profile 	Adviser – Help through Hardship (National Trussell Trust Telephone Helpline) 
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Location:		Remote working with option to be office based 
(For full remote, 2 days training and up to 4 office visits required with paid travel)
Hours			Part-time or full-time roles available. Minimum 2.5 days per week  

Salary range:	£26,500-£28,500 (according to experience) Pro-rata part-time 

Type of Contract:	Fixed term up to 31/03/2023


Purpose of the job – Working within the Aims and Principles of the Citizens Advice service, deliver telephone (digital) advice.   Assess and establish client circumstances, to appropriately issue Food Bank vouchers 
   
Deliver Generalist Advice and information to clients to address the issues causing the client financial hardship.

Person specifications
	Skills and experience
	Essential or desirable

	1 
	Experience of Assessing/Advising on generalist issues Debt, Welfare Benefit, Employment, and Housing 
	Essential

	2
	The ability to commit to and work within, the aims, principles and policies 
of Citizens Advice service    
	Essential
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	Ability to work on own initiative, prioritise work, meet set targets and deadlines  
	Essential 

	4
	Excellent communication skills with ability to deal tactfully and effectively with clients 
	Essential 

	5
	Excellent IT and digital skills and ability to work independently using a range of applications. Willing to learn new systems.
	Essential

	6
	Certificate in Generalist Advice or equivalent qualification or commitment to achieve Generalist certification within agreed time frame.  
	Essential
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[bookmark: _heading=h.3znysh7]Activities and tasks 
(Please note below is listed activities and tasks of the role not the full role job description)   
· Deliver advice, information through telephone and other appropriate digital channels to clients calling from throughout England and Wales. 

· Interview clients using sensitive listening and questioning skills in order to allow clients to explain their  problem(s) and empower them to address their problems 
· Research local solutions and Issue food bank voucher using Trussell Trust’s systems (training provided)
· Use Language Line interpreting services when required

· Use the Citizens Advice Information System to find, interpret and communicate the relevant information

· Research and explore options and implications so that clients can make informed decisions

· Refer internally or to other specialist agencies as appropriate 

· Ensure that all work conforms to Quality Standards

· Accurately input case records in the Case Management system for the purpose of continuity of case work, information retrieval, and monthly reporting of statistical data
· Participate in team meetings and team chat with other remote workers


Campaigning 
· Identify campaigning issues of direct relevance to the client group, using evidence to plan and coordinate campaigns for presentation at local level

· Liaise with Citizens Advice and/or other agencies to take concerted action on issues and attend when required relevant meetings.

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

Partnership

· To work in partnership with key internal and external stakeholders  (National Citizens Advice, Trussell Trust and local food banks nationwide)

· To cultivate good working relationships with statutory and voluntary agencies.

· Provide feedback and updates on client casework and action plans as required. 

Performance Management and Monitoring

· Understand relevant performance standards for this role

· Deliver on agreed objectives and targets

· Report on the project activities to show outcomes and the impact of the project delivery, including case studies as required.   

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 clients are delivered efficiently and on time to agreed targets and deadlines.


IT 

· Strong computer literacy. We use Google Suite. Training will be provided but post holder will be expected to embrace new technologies as required
· Experience of customer database management systems. (e.g: Casebook)
· Ability to fully utilise IT systems to prepare and collate statistical or performance information to demonstrate outputs attained. 

· Ability to analyse data produced to report against the project targets.

Staff group / Team Work 

· Remain engaged with the wider services provided by CAHF and understand the strategic relevance of the project within the overall context of CAHF service delivery

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

· Attend and participate in CAHF activities including weekly briefing,  CAHF meetings, Staff Away Days, Annual General meeting and other staff activities.  (travel expenses paid for up to 4 office visits per year)


Training and Professional development 

· Identify and implements 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 meeting/staff meeting as appropriate

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



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.  

· The job holder has a personal responsibility, whilst at work, to preserve and enhance health and safety.  They must familiarise themselves with the health and safety aspect of their work 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 all sensitive data in accordance with CAHF  Information Assurance procedures and policies 

· Participate fully in the life of the organisation, attending workers’ meetings, internal planning events etc. as agreed with line manager

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

· 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 

· 
· 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.  
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