                                         Supervisor Job Description September 2021
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	Wiltshire Citizens Advice
 Supervisor  Job Description 

[bookmark: _gjdgxs]Hours:                1 full time equivalent up to 37 hours per week (actual hours and    working pattern by agreement with successful candidate)
Salary:                £25,413 full time equivalent .      
Annual leave:    33 days pro rata including Bank Holidays
Term:	                 Permanent
Location:           Various      

	Role Purpose

To maximize the provision of advice through a range of channels, making the best use of resources to provide an equitable and fair service across Wiltshire. To promote and provide evidence for the organisation's research and campaigning work. To support volunteers in delivering high quality advice and effective research & campaigning.

	Service Delivery  40%

Manage the use of resources and volunteers across a range of channels to maximise the number of clients receiving high quality advice including managing face to face advice sessions.

Ensure that demand is met through the client’s channel of choice and provide an equitable service to the people of Wiltshire. 

Liaise with colleagues, to manage both face to face and telephone appointments to ensure priority is given appropriately in line with WCA processes and provide an equitable service across the county. 

	Training and development  20%

Undertake regular appraisals of volunteers and staff in line with WCA processes and have a key role in the integration of new trainees into the service.

Identify advisors and other volunteers support and training needs; feed them back to the training team.

Identify and address own training and development both knowledge and skills based and undertake training as requested.

Undertake specific training activities as required through coaching, mentoring and on the job support to volunteers.


	Quality of Advice 20%

	Maintain and improve the QAA score to a specified level by undertaking QAA checks as required, feeding back improvements and concerns to the Team Leader.

Follow WCA processes for improving the quality of advice including giving constructive and sensitive feedback to volunteers (and on occasions paid staff). Identifying concerns about individuals, locations or channels.  

Working with Service Delivery Management to develop and implement agreed processes for improving performance and outcomes including making suggestions and sharing best practice.

Develop personal skills in managing quality by keeping up to date with Citizens Advice, FCA and other relevant organisations quality standards and attending training where required.

	Service Development 10%

	Contribute with others as agreed to the development and maintenance of appropriate systems for case recording, statistics, follow up work, quality control, research & campaigning data collection and other processes for delivering the service.

Identify service improvements by communicating with the team of Advice Session Supervisors and  the Team Leader on demand, resources and processes.

Be responsible for disseminating changes in organisation and practice to advisors and others and ensuring the changes are implemented across the county.

	
Research & Campaigning and monitoring 10%

	Keep informed about the organisation’s campaigns by attending team meetings and reading WCA communications.

Promote the campaigns of the organisation to maximise the amount and quality of evidence collected from clients and advisors. 

Identify key Research & Campaigning trends from clients, advisors and partners and feed this back at team meetings

Integrate Research & Campaigning issues into advice provision by developing (in liaison with the R & C team) self-help tools and processes to enable clients to take action for themselves and ensure that R & C action is recorded on case notes.

Encouraging more client involvement in R & C by supporting advisers to discuss issues and methods with clients to empower clients to take action themselves and to allow clients to be approached positively when there is a need to involve clients in campaigns. 

Other

To have the ability to regularly travel and work across the county of Wiltshire as required by the service.

To work positively and closely with teams (advisers, colleagues and management) to ensure efficient service delivery across the organisation.

Promote equalities issues and challenge evidence of discrimination both internally and with partners. 

Work professionally with internal staff, volunteers, clients and partners.


	










Person specification Essential 

Skills and Competencies


1.Ability to communicate and cooperate with people at all levels, backgrounds and experience

2.Understanding of the issues involved in interviewing clients and the levels of support they require. 

3.Ability to use and support others with using IT and telephony equipment as required in the provision of advice.

4.Recent experience of supervising and managing others

5.Ability to give and receive feedback objectively and sensitively and the ability to challenge constructively.

6.Ability and willingness to work as part of a team.

	7.Excellent oral communication skills including effective writing skills.

	8.Numerate to the level required by the tasks.

9.Understanding of and commitment to the aims and principles of the Citizens Advice     service and its equality and diversity policies.



Desirable:

10.Experience of working with volunteers

  11.Understanding of the issues affecting society and their implications for clients and service provision.

	12.Recent and ongoing experience of advice work or similar.

	

	





