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Remote Adviceline Supervisor
Job Description and Person Specification

Job Description and Person Specification
	Job Title:
	Remote Adviceline Supervisor 

	Salary:
	[bookmark: _GoBack]Grade 5a £23,565 – 5 £24,991 (pro rata)

	Location:
	County Durham

	Role purpose:
	The purpose of the role is to provide remote supervision / training and support to volunteers during a busy telephone Advice Session.

The Adviceline supervisor will support volunteers by monitoring quality of advice, ensuring sufficient staffing levels for the sessions and preparing volunteer staffing rota. They will also offer guided self learning and provide ‘real time’ support to multiple users via virtual channels, such as Google Meet/ Whatsapp. 


	
	Key Duties

	
	· Lead the practicalities of a remote advice session on advice line and ensure adequate staffing and resources.

	
	· Provide an appropriate level of support and supervision to individual workers depending on their level of knowledge and experience.

	
	· Develop, coach and mentor others to achieve their full potential. 

	
	· Empower volunteers to be able to provide independent advice in the majority of instances 

	
	· Monitor the case records / telephone calls of designated staff to meet quality standards and service level agreements.

	
	· Ensure remedial and developmental issues are identified and acted on to develop individuals, improve the quality of advice, and ensure clients do not suffer detriment due to poor or inadequate advice.

	
	· Ensure that technical knowledge is up to date and provide technical support to a team of advisers.

	
	· Create a positive working environment in which equality and diversity are well-managed, dignity at work is upheld and staff can do their best.

	
	· Attend networking meetings/ events wehre necessary for the purpose of engagement with Single Queue work and / or the sharing of best practice. 

	
	· Work collaboratively with colleagues / line management to ensure adequate cover of the service. 

	
	· Ensure all equipment belonging to CACD which is provided to volunteers ensures maximum gain to the organisation. 

	
	· Run reports collaboratively with Line manager/ Colleague relating to demand and calls answered to evidence performance of the service. 

	
	· Have a thorough understanding of signposting opportunities in order to maximise the benefit of partners to clients 

	
	· Offer guided self-learning and provide a structured learning plan to ensure competency in service delivery. 

	
	· Engage with workplace and other CACD initiatives for the purpose of shared best practice. 

	
	· Support with ensuring that any referrals from external partners are shared with internal projects in accordance with KPIS. 

	
	· Lead, innovate and support active volunteer recruitment and selection activities.

	
	· Support workers through a full induction process

	
	· Undertake advice work as required and participate is active service delivery

	
	· Keep up to date with Citizens Advice aims, policies and procedures and ensure these are followed.

	
	· Ensure that work reflects and supports the Citizens Advice service's equality and diversity strategy.



Person Specification
· Successful completion of the Citizens Advice Generalist certificate and Supervisor’s certificate or the ability to work towards with recent and/or ongoing experience in delivering advice to clients.
· The ability to lead a busy telephone advice service and provide support to other with varying levels of knowledge and experience, including ability to recruit, develop and motivate staff.
· Proven ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively.
· Proven ability to monitor and maintain service delivery against agreed targets and quality marks.
· Attention to detail skills with the ability to monitor and analyse statistics and check accuracy of calculations.
· Proven ability to supervise and monitor advice work and to maintain casework systems and procedures.
· Ability to prioritise own work and the work of others, meet deadlines and manage workload in a busy environment.
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