CITIZENS ADVICE BELFAST

JOB DESCRIPTION:COORDINATOR


JOB TITLE:


Advice Coordinator 

RESPONSIBLE TO:
Service Manager
LOCATION:


Greater Belfast 

RESPONSIBLE FOR:
Advice Service 
PURPOSE  

· The Coordinator will be responsible, with the Service Manager for the effective and efficient organisation of advice services within their area of responsibility and in line with Citizens Advice Belfast’s business plan targets, quality standards and legislation.
· The Coordinator will act as ambassador for CAB other agencies and  stakeholders.
· The management of volunteers to deliver advice provision in line with agreed targets whilst providing the highest standard of customer focus and a quality management approach to all aspects of work in CAB.
PRINCIPAL DUTIES AND TASKS

Operational Duties

· To report to the Service Manager on the review and monitoring of the service in line with agreed targets and Key Performance Indicators (KPI’s) and the production of statistical and other reports 
· Work with the Service Manager to ensure adequate resourcing of the advice service at all times and in line with clients’ needs

· Liaise with the Senior Management Team on meeting targets

· Work flexibly and collaboratively across the organisation, cooperating with all relevant staff to ensure the smooth operation and delivery of the service

Financial

· Offer suggestions on improvements in reduction of costs and opportunities to increase revenue / funding

· Ensure that all financial procedures within area of responsibility and as required by legislation and CAB are correctly followed

Service Delivery

· To provide advice services to the public in line with CAB guidelines 
· To maintain an awareness of those legislative developments, social trends and local needs likely to affect demand for advice and opportunities for service development

· To actively contribute to Citizens Advice campaigns

· To deliver services digitally in line with Citizens Advice developments
Volunteers
· Ensure the effective induction and ongoing support of volunteers necessary to maintain the high standards of CAB

· Work with the Service Manager to ensure volunteers are motivated and managed in accordance with CAB policies, good practice procedures and employment legislation 

· Ensure (where applicable) the annual performance review process for volunteers is carried out effectively and in line with CAB policies and procedures 

· In conjunction with the Senior Management Team, ensure that volunteers are proactively involved in the development and improvement of the service

· Ensure volunteer development and training needs are identified and met

· Maintain good communication and consultation procedures 

Quality and Case Management

· Ensure regular reviews of client cases and the provision of technical support to advisers

· Ensure supervision sessions and performance management of the  volunteers to address workload and training needs

Developing a local presence

· To act as an ambassador for the organisation and adhere to CAB policies, procedures and Values 

· To develop and build effective local relations with appropriate authorities, agencies, organisations and individuals

Equal Opportunities

· Ensure the project complies with the equal opportunities policies of Citizens Advice and Citizens Advice Belfast

· Ensure that all aspects of visitor reception and services are of the highest quality, including facilities for visitors with special needs.

· Ensure all staff and visitors are treated with dignity and respect and that they show dignity and respect to all

Health and Safety

· Ensure the effective operation of security and fire procedures. 

· Ensure that volunteers are trained in CAB procedures in the event of an emergency.

· Ensure that volunteers are aware of and able to comply with Health and Safety Policy, legislation and procedures, as applicable to your area of responsibility

· Take reasonable care for the health and safety of self, employees and others who may be affected whilst in CAB premises
General

· Be accountable for your own development through the Appraisal process seeking out opportunities to learn new skills

· In addition, all employees are expected to work within the terms of their contract of employment and adhere to CAB’s policies, procedures and values

· Such other duties as the Service Manager may reasonably require from time to time, and other duties as are consistent with the grade of the post
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