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Best Practice Lead
Citizens Advice County Durham 
	Job Title:
	[bookmark: _GoBack]Best Practice Lead 

	Salary:
	Grade 6a £24,561

	Location:
	Based in Spennymoor however frequent travel is expected.

	Role purpose:
	The purpose of the Best Practice Lead is to gather learning and draw insight on how Universal Credit and Universal Support is working across a Jobcentre district.

The post holder will work collaboratively with other Best Practice Leads to develop an approach to sharing this learning with relevant partners including Jobcentres, local Citizens Advice and national Citizens Advice. 

The Best Practice Lead will be responsible for developing and maintaining strong working relationships with stakeholders including local Citizens Advice, Jobcentres, advice agencies and other voluntary sectors organisations.

	
	Key Duties 

	Information gathering and feedback
	· Continuously review the implementation of Universal Credit and Universal Support and share local and regional insight with relevant stakeholders.
· Gather feedback from other local Citizens Advice about how Universal Credit and Universal Support is performing and work with national colleagues to feed into appropriate channels such as Policy and Advocacy or Performance.
· Proactively identify emerging and potential issues with Universal Credit or Universal Support and take appropriate action such as liaising with the central Citizens Advice Universal Support team.
· Support  advisors to record Universal Credit information accurately and gather case studies of people’s experiences.
· Contribute to the evaluation of work related to Universal Credit and Universal Support. 
· Identify and share good practice in service delivery to ensure we continue to meet clients’ needs 
· Share all relevant information in a clear and timely manner.

	Sharing Best Practice
	· Gather information from across the district about what works in relation to Universal Credit and Universal Support.
· Actively involve, share and communicate work being done across the service on Universal Credit and US.
· Feed into national Citizens Advice work on developing and sharing best practice, including contributing to national research 
· Encourage local offices across the district to share and adopt best practice.

	Stakeholder Relationships
	· Develop and implement a district-wide stakeholder strategy including approach to:
· relationships with other local Citizens Advice which encourage the sharing of information and best practice around Universal Credit and Universal Support.
· relationships with Jobcentres at a district level and establishing channels for communicating issues and sharing information.
· relationships with other relevant local stakeholders with an interest in or potential intelligence about Universal Credit and Universal Support.
· Act as a central point of communication between LCAs and JCPs in the district 
· Promote visibility and build support for the Universal Credit Help to Claim service.

	Contribute to the development of the Best Practice Lead network
	· Work both independently and collaboratively with others to find creative and innovative solutions.
· Use influencing, negotiation, persuasion skills to enable the delivery of positive solutions working with local Citizens Advice across the network.
· Develop coaching and mentoring skills.



Person Specification 
Please answer all points of this within your application form to be considered for this role.

· Proven ability to analyse complex information and make decisions/formulate recommendations quickly, communicating information clearly and accessibly.

· Excellent interpersonal and communication skills including the ability to deliver presentations and build relationships with staff at all levels.
· Proven ability to influence and negotiate with senior managers, executives and external stakeholders.
· Proven ability to plan and work effectively under pressure to deadlines.
· Awareness that Citizens Advice clients are at the heart of everything that we do.
· A proven commitment to continuing professional development of self and wider team.
· IT proficiency including competent use of Google and Microsoft Office.
· Ability to commit to and work within the values, aims, principles and policies of the Citizens Advice service in which equality and diversity is embedded throughout.
· Willingness and ability to work occasional unsocial hours and undertake some travel throughout the UK (approx. 4 x annually) with some overnight stays.
· Ability to identify and share best practice 
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