Deputy Manager 
Responsible to the Area Manager

Hours of Work: 37.5 per week  

Purpose of Post 

Assist in the management of the Citizens Advice Antrim & Newtownabbey service by ensuring a comprehensive advice and support network is delivered within the aims, polices and principles of the Citizens Advice service. Responsible to the Area Manager for carrying out the activities listed below. 

Job Description
Planning and development
•Monitor, assess and implement the development plan as required by the Citizens Advice membership scheme 

•Advise the Area Manager on staffing and service delivery issues 

•Co-ordinate activities, procedures and systems so as to promote common policies and practices within the appropriate service delivery area 

•Implement IT and other resource strategies within Citizens Advice guidelines 

•Participate in initiatives as appropriate and contribute to the work of associated committees and working parties 

•Support the strategic development of the bureau to ensure its management and services to clients reflect and support the Citizens Advice service’s equality and diversity strategy 

Service delivery
•Supervise the work of designated staff to ensure that standards meet Citizens Advice requirements 

•Provide technical support and act as consultant to the advisers 

•Ensure service delivery and adequate cover from available staff 

•Monitor the quality of advice given to clients 

•Maintain and develop standards of service delivery 

•Research, identify and respond to advice needs, in particular the needs of identified disadvantaged groups and different geographical and demographical areas 

•Ensure that appropriate systems are developed and maintained for case recording, statistics, follow up work and quality control 

•Undertake advice work as and when required 

•Assist and advise on compliance with the Citizens Advice membership scheme, including Quality of Advice standards 

Financial management
•Maintain financial records and disburse petty cash 

•Contribute to decisions on allocation of resources 

Staff management
•Attend regular meetings of the management team 

•Attend regular meetings of all paid and unpaid staff 

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

•Ensure the effective performance management and development of staff through regular supervision sessions, the appraisal process and learning and development 

•Plan and allocate work, monitor achievement of deadlines and support staff as appropriate 

•Ensure that the service area is adequately staffed and resourced 

•In accordance with Citizens Advice and service procedures assist the Area Manager in implementing employment policies and procedures 

•Encourage good teamwork and lines of communication between all members of staff 

•Ensure recruitment and induction of new staff as appropriate 

Administration
•Oversee and monitor effective and efficient administrative systems 

•Monitor an effective health and safety policy with regard to staff, equipment and premises within statutory requirements 

•Maintain complaints procedures in accordance with Citizens Advice guidelines 

Learning and development
•Identify and implement own learning and development needs 

•Maintain the service area's learning and development plan 

•Identify the learning and development needs of staff through support and supervision and contribute towards the bureau's learning and development plan 

•Organise learning and development activities in conjunction, as appropriate, with the Area Manager and / or training supervisor 

Trustee Board
•Attend meetings of the bureau trustee board as required 

•Help with preparation of the annual report 

Public relations
•Promote the work of the Citizens Advice service both locally and nationally 

•Represent the bureau trustee board, as appropriate, at Citizens Advice and other statutory, voluntary and commercial organisations, professional bodies and institutions 

•Maintain contacts with local and regional media 

Research and campaigns
•Oversee the development of research and campaigns and instigate systems and procedures 

Other duties and responsibilities
•Promote the aims, policies, and membership requirements of the Citizens Advice service 

•Carry out any other tasks that may be within the scope of the post to ensure the effective delivery and development of the service 

•Abide by health and safety guidelines and share responsibility for own safety and that of colleagues 

Person specification
1. Ability to demonstrate attainment of degree level education or 3 years experiencing of managing staff or volunteers

2. The ability to commit to, and work within, the aims, principles and policies of the Citizens Advice service 

3. Proven ability to manage people including the ability to recruit, develop and motivate staff and volunteers 

4. Ability to create a positive working environment in which equality and diversity are well managed, dignity at work is upheld and staff are empowered and motivated to do their best 

5. Ability to meet Citizens Advice competence requirements for an advice session supervisor which includes a minimum of 2 years recent advice experience 

6. Ability to monitor and maintain casework systems and procedures 

7. Proven ability of monitoring and maintaining service delivery against agreed targets 

8. Ability to communicate effectively verbally and in writing 

9. Ability to analyse and interpret complex information and produce and present clear reports verbally and in writing 

10. Ability to ensure best use of IT systems and packages in the provision of advice services 

11. Ability to monitor and analyse statistics and to check accuracy of calculations 

12. Ability to work with a variety of organisations and to earn and maintain the trust of those people with whom the bureau deals 

13. Ability to lead and contribute to a team, including the ability to prioritise own work and the work of others, and take decisions in the day to day running of a busy service area 

14. Ability to plan and manage projects
15. Ability to fulfil the mobility requirements of the role 

16. Commitment to continuing professional development 
PLEASE NOT THAT SHORTLISING FOR INTERVIEWS WILL BE BASED ON THE FOLLOWING ESSENTIAL CRITERIA-1, 2, 3, 5, 6, 9, 11, 12, 14 
