Advice Services Administrator/Receptionist

	Salary
	[bookmark: _GoBack]Starting salary £26,936 FT p.a pro rata + 8.5% pension contribution after successful completion of probation period

	Hours
	Up to 21 hours per week (0.6 FTE), 
Normal working hours 9.30 to 5.30 across 3 days. 
Open to part-time and job-share
There may be the opportunity for additional hours subject to funding confirmation 

	Responsible to
	Advice Centres Service Manager

	Responsible for
	Volunteers

	Location
	Office based (Battersea and Roehampton)



About us
We’re a thriving advice organisation that is part of the national Citizens Advice network. Our services are delivered by a team of around 40 paid staff and 60 volunteers. We have a typical annual turnover of £2 million and in addition to our core advice service, funded by Wandsworth Council, we have a range of projects funded by trusts, foundations and our local Integrated Care System.   

While we’re proud of the number of residents we support, we know that we can’t meet demand for advice and that marginalised communities don’t always come to established organisations for support. Because of this, we place equal value on improving reach and access through creative collaboration with equity-led organisations, partnership development and capacity building.

The role
Advice Services Administrators/Receptionists support the day-to-day delivery of our services by:

Ensuring the efficient running of Citizens Advice Wandsworth (CAW) advice services, including telephone and in-person reception and front of house services, working with volunteers and paid staff to ensure that reception works well.

The role requires flexibility about specific responsibilities because our services evolve as funding is secured, renewed or changes. It also involves supporting managers with service development and contributing to our planning and wider initiatives like Research and Campaigns.

Main responsibilities
Ensuring means being responsible for running of a service. This involves taking day-to-day decisions, consulting the leading person and other team members where appropriate.

Supporting or contributing to means providing advice, challenge and direct support to the people responsible for a project, service or strategic area. Although it doesn’t involve being directly responsible for decision making, this input is important and valued.

Leadership

Demonstrate a passion for our work and model our values.
Contribute to creating a positive working environment with a focus on equity and diversity, where dignity at work is upheld and staff and volunteers can do their best.  

Service delivery

Receive clients and other visitors calling at the CAW advice centres for appointments, meetings or for drop-in assistance.
Oversee interview room bookings and usage. 
Provide information to members of the public, professionals and clients on the CAW service and other local services. 
Check client records on Casebook (the client database) and update/add client records as necessary.
Contribute to maintaining good teamwork and lines of communication between teams and individuals across the organisation.  
Manage internal and external referrals, ensuring that clients get the support they need and that we meet our commitments to partners.

Administration

Prepare outgoing mail for despatch each day.
Liaise with office manager regarding equipment and stationery.
Update information handouts, maintain stocks of leaflets and posters and display leaflets them in the reception areas.

Organisation management

Maintain common practices to ensure standards of service delivery are met, working with systems in place for case recording and statistics.
· Support the Management Team to understand staffing and service delivery issues, trends in enquiry areas and changes to client needs.

Person Specification
Essential

Commitment to our values, (generosity, creativity, accountability, and quality).

Ability to provide efficient and welcoming front of house/reception services by
telephone, email and in person

Understanding of what a good quality advice service looks and feels like for clients.

Good verbal communication skills, including the ability to deal appropriately and tactfully with a range of people both face-to-face and by telephone.

Ability to use IT packages, including word processing/spreadsheet/database packages and the ability to use email and to maintain an electronic diary

Ability to write clearly and accurately, including drafting routine correspondence.

Ability to work on own initiative and as part of a team, including the ability to prioritise work and make decisions in the day-to-day running of busy services.

Understanding of Equity, Diversity and Inclusion, as well as a commitment to investing in increasing your own awareness so you can contribute to making our organisation as equitable and inclusive as possible. 

Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively.   

Desirable

Knowledge of Wandsworth, including local services, communities and geography.

Knowledge of the range of advice issue that people contact us about and the impact these issues can have on their lives. 

Experience of working or volunteering in an Advice centre.
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