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[bookmark: _heading=h.mvumil8o4tk8]Team Leader - Role Profile
[bookmark: _heading=h.3znysh7]
[bookmark: _heading=h.2et92p0]Contract:	Fixed Term from appointment up 03/02/2023
Salary:		10600   
[bookmark: _heading=h.tyjcwt]Hour: 		Part-time 15 hours per week equivalent to two days per week.  

Working within the Aims and Principles of the Citizens Advice service, the Team Leader will deliver supervisory support to Citizens Hammersmith and Fulham (CAHF) paid and volunteer staff who deliver CAHF frontline advice and information services. 

We required a highly motivated generalist advisers who can:
· support and develop volunteer delivery of our information and advice services across multiple channels, including our volunteer-led library service

· Instil a customer-focussed, quality-driven approach to the delivery of CAHF advice and information services

· Demonstrate a commitment to equality, diversity and inclusion and able to apply this to different aspects of their work. 

· Deliver a commitment to developing services to meet client need and continuous service improvement

Relationships

	
	CAHF: 

CAHF:

CAHF
CAHF:
	Volunteer Assessors

Senior Management Team (SMT) and QPS
Avonmore Library service 
Advice Line Partners 
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Person specifications
	Skills and experience
	Essential or desirable

	1 
	Experience of Assessing 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

	3
	Demonstrate commitment to learn and support new ideas in a positive manner
	Essential 

	4
	Ability to work on own initiative, prioritise work, meet deadline and deliver results  
	Essential 

	5
	Ability to deal tactfully and effectively with internal and external stakeholders.
	Essential 

	6
	Excellent communication and leadership skills, ability to train & mentor volunteer/paid staff by giving constructive feedback, developing people’s skills and addressing ‘poor performance’ 
	Essential

	7
	Ability to manage the delivery of  advice across digital platforms such as helplines, email, webchat, social media or video platform(s) and an understanding of what makes effective advice
	Essential

	8
	Excellent IT and digital skills and ability to work independently using a range of applications, with ability to support and develop volunteer IT delivery.
	Essential
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Activities and tasks 
(Please note below is listed activities and tasks of the role not the full role job description)   

Operational Support - Digital Service Leadership

· Ensure service delivery is planned and rotas are in place with paid staff and volunteers so service 
levels are met 
· Build operational relationships with external partners 
· Work with Head of Operations and other managers to implement plans to address gaps in
service delivery and drive continuous improvement Leading and supporting all frontline delivery functions across all CAHF sites
· Share updates across the organisation 
· Use Case Checking and other tools so the assessor/advice team meets internal and external quality standards, supporting the Quality and Performance Team Supervisor lead to ensure a consistent approach across case checkers and compliance amongst the wider team Leading and supporting  all frontline delivery functions across all CAHF sites
· Work with the Senior Management Team and others to support implementation of new projects, 
services or programmes
· Provide cover in advice delivery where needed to maintain service and own advice competence Leading and supporting  all frontline delivery functions across all CAHF sites
· Provide remote advice supervision to volunteers delivering frontline services

· Leading and supporting  all frontline delivery functions across all CAHF sites
· Applying Generalist advice expertise to resolve emergencies presenting in person and  via Advice Line 
· Use the Citizens Advice Information System to find, interpret and communicate the relevant information
· Provide ongoing case checking for volunteer assessors. 
· Help with rota management 
· Guide volunteers in use of CAHF Information systems and processes  
· TL1-H&F
· Identify ‘bottle-necks’ presenting in the frontline processes, providing timely feedback to the Operations Managers.  
· Working with the Operations Managers to address problems within the processes.   
· Implementing new processes in Consultation with the Operation Manager.
· Assisting with the recruitment, induction and training of volunteers 
· Providing support and training to volunteers on the use of new tools and processes.
· Create and maintain authentic, timely and reliable records.  
· Take due care and attention when gathering, recording and manipulating data, to ensure compliance with CAHF Information Assurance policies and procedure. 
· Cover for absent volunteer assessors. 

Supervisory Support 

· Manage allocation of interview rooms and of volunteer roles for each session 
· Floor walk, observe and provide instant constructive feedback to volunteer assessors
· Manage Volunteer assessors frontline delivery 
· Ensure staff comply with CAHF Health and Safety procedures 
· In the absence of Quality & Performance Supervisors or Senior Management Team (SMT) to act as the highest point of authority.
· Motivated to support volunteers to achieve good customer service.
· Ensure assessor compliance with Information Assurance standards for processing data.  Understand their individual responsibility to comply with 72 hours timeframe   for reporting breaches under General Data Protection Regulation 2018 (GDPR) to the organisation. 
· Understand and ensure team complies with CAHF safeguarding procedures 
 
Performance Management, Development & Training 

· Mentor volunteer assessors to achieve the required service delivery standards including arranging and delivering 8 weekly review meetings. 
· Monitor, review and report to the Quality & Performance Supervisors and management on quality of the assessors work
· Monitor, review and report to management on volume of the assessors work
· Provide constructive feedback both written and oral.

Campaigns


· Galvanise the team to participate in local and national campaigns working with assessors to identify campaigns issues.  
· Monitor service provision to ensure that it reaches the widest possible client group.
· Alert Campaigns team to issues presenting to the assessors team. 

Reporting & Monitoring 


· Understand relevant performance standards for the role 
· Deliver on agreed objectives and targets
· Produce reports within timescales demonstrating performance against target. 
· Provide analysis and take corrective actions to achieve targets set. 
· Prepare for and attend supervision team meetings. 

IT 

· Computer literate with excellent/good working knowledge of Microsoft Office (WORD, Excel, Outlook and PowerPoint), and the ability to learn new systems as required to undertake the role   
· Experience of customer database management systems. Use function of electronic diary to organise workload 
· Ability to analyse data, produce report against targets.

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.

    	
[bookmark: _heading=h.m34t97nl9fqi]Duties required of all salaried employees of CAHF
[bookmark: _heading=h.oz1l9hcvf2wq] 
 
-        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 
-         Work at CAHF offices across the week, and designated Outreach locations-          
-        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. 
  








Guidance notes for applicants
 Application form
 Please complete your application and return it by email or post (as a Word document) no later than the; Closing Date: Tuesday 19th July 2022      Time: by 08.00am
Interview & Test:  Friday 22nd July 2022

Please email your completed form to ivy.lewis@cahf.org.uk   	Subject ref  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 complete the application form as fully and accurately 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. 
For more information about Citizens Advice Service Aims and Principles www.citizensadvice.org.uk/about-us/ 
[bookmark: _heading=h.r5bo2izcs43w]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. 
[bookmark: _heading=h.k72y4uh4hhei]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. 
[bookmark: _heading=h.5brwyww9ub0p]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 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.                                                                    	
[bookmark: _heading=h.87o7tdou5t3n]Shortlisting outcomes 
Shortlisted applicants will be invited for an interview.  Candidates selected for interview will be required to undertake practical and interview. 
[bookmark: _heading=h.6vlyltturh2]Interview Dates 
Interviews will take place on the dates listed in the advert.   Candidates selected for interviews are expected to be available, to attend interviews on the date(s) stated in the advert.  CAHF strives to conduct a fair recruitment process and this means only in exceptional cases interview dates are 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.   
[bookmark: _heading=h.biddcwviysnd]Feedback – Applications and Interview  
Please note:   due to the high volume of application forms received for recruitment vacancies, HFCAB – shortlisting panels are unable to provide Feedback on completed application forms.  
The panel will only provide Feedback to candidates who were selected for and attended the 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 the interview.
[bookmark: _heading=h.y2x1bxso9kkm] 
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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