Citizens Advice Hull and East Riding
Job Description

Post:
Head of Services – Specialist Advice and projects
Responsible to:
Chief Executive

Responsible for:
A range of current services including:




Pension Wise





Money Advice and Pensions Service Debt Advice





Specialist Welfare Rights and Debt





Armed Forces Money Advice services

Purpose

As a member of the senior management team the post holder will take an active role in developing and shaping the organisation’s strategy and development and ensuring the services across Hull and the East Riding achieve our aims and their contract obligations.

The post holder will take strategic responsibility for the development and delivery of our high-quality specialist advice and casework services and projects in response to the growing needs of our communities across Hull and the East Riding.  Working with a team of project leads, supervisors, paid staff and some volunteers you will engender commitment to high quality standards and excellent customer service, encouraging innovation and continual improvement.  In addition, the Head of Specialist Advice Services will:

· ensure we utilise our scarce resources effectively across all areas to achieve the best outcomes for the people we serve.  
· build strong and effective relations with partners, funders and stakeholders.  
· take lead responsibility for the achievement of the Specialist Quality Mark and other appropriate quality standards as required.  

Main duties and responsibilities will include:

Strategic Planning and Development

1. With the Chief Executive and Senior Management Team (SMT) lead on the development and delivery of strategies and services that achieve our strategic goals and are responsive to the needs of clients and the community

2. Responsible for developing services  across  the  East Riding and Hull to meet consistently high standards and the expectations of funders and clients.
3. With the SMT,  lead, develop and contribute (as appropriate) to the achievement of “Green” rating in the Performance Quality Framework (PQF) areas: Client experience, Quality of Advice, People Management Leadership, Business Planning, Risk Assessment, Financial Management, Equality and Diversity and Research and Campaigns.

4. With the Senior Management team, develop, implement and manage the Business Development Plan and other strategies. 
5. Ensure that organisational objectives translate into team and individual objectives and targets.  Monitor and review progress.  
6. With colleagues, identify gaps in advice related service in the East Riding and Hull and work with the senior management team to develop additional services
7. Evaluate the impact and success of projects and feed this in to the business planning process
8. As part of the senior management team identify opportunities for further funding and contribute to the development of funding proposals/Bids.
9. Lead on improvement and development initiatives across the organisation as agreed with the CEO.  Evaluate success and report to the Trustee Board/Senior Management team as appropriate.
10. Devise and produce comprehensive, analytical and developmental reports (both oral and written) on the work of the service, or developmental opportunities, as required

Service leadership and management 
1. Working with project leads, supervisors and other colleagues, ensure that services are managed to achieve funder requirements, agreed KPIs and client outcomes.

2. Ensure all contract and project requirements are met

3. Ensure that services are developed to meet high standards of quality, access and consistency throughout the service.

4. Identify advice needs and develop advice services in line with our business development plans.

5. Take responsibility for the quality assurance of the services and ensure they comply with the standards set by ourselves, the Specialist Quality Mark or other appropriate quality standard, and that all services and projects meet service delivery targets and Citizens Advice membership standards.
6. Ensure that Casework teams adhere to agreed procedures and demonstrate effective case management.

7. Lead on any development or corrective action to ensure consistency across the services.

8. Foster good relationships with existing and potential funders and ensure timely returns and reports are made in accordance with funders’ and partners’ requirements. 

9. Ensure that detailed records for the purposes of information retrieval, statistical monitoring and report preparation are developed, applied consistently and maintained.

10. Establish close liaison with staff of other service providers, Customer Service Centres, and agree referral procedures and protocols to ensure clients can easily and quickly access the service appropriate to their circumstances.
11. With other managers ensure the Office Manual is maintained and up-dated and its policies and procedures are followed throughout the organisation.
Management of People
To lead and manage all staff (paid and unpaid) within your teams and in particular:

1. Create and support a positive culture in which all staff (paid and unpaid) are committed to excellent quality and client service, are supported to deliver their objectives and valued.

2. Ensure that your teams recruit, induct and train paid staff and volunteers to meet the current and developing needs of the services.
3. Ensure the effective performance management and development of all staff reporting directly to you, through regular supervision (1-1) sessions and the appraisal process 
4. Work with those you manage to ensure the effective support, supervision, appraisal and development of all staff, volunteers and trainees.
5. Lead the teams within your area, including leading regular team meetings of staff and volunteers.
6. Encourage effective team work and lines of communication between all members of staff across all projects and services.
7. Address grievance and disciplinary issues in line with our policies
8. Ensure the policies of Citizens Advice and the CAH&ER are observed, including those relating to the Membership Scheme, Equal Opportunities, Anti-Discrimination and Confidentiality and take a lead role in implementing new policy initiatives.
11. Work with the wider management team to ensure that the policies and procedures necessary for the effective running of the service are developed, updated, communicated to the relevant people and implemented.
12. Participate and/or lead on CAB initiatives as appropriate and contributed to the work of associated committees and task and finish groups
Learning & Development

1. Keep up to date with legislation, trends, ideas and thinking 
2. Identify and implement own learning and development needs and ensure the learning and development needs of staff within your services are identified and included in the learning and development plan.

3. Keep up to date with applicable contract changes, policies and procedures

4. Organise training activities in conjunction, as appropriate, with SMT colleagues, Service Managers, Training Manager, Supervisors and Volunteer Co-ordinators
Research and Campaigning

1. Contribute to the management and strategic development of research and campaigning work throughout the service, advocating on behalf of clients and promoting this with a wide range of stakeholders 
2. Oversee the development of research and campaigns as relevant and instigate systems and procedures within your own teams to enable the identification of trends and capture of evidence.
External Relations & Liaison

1. Ensure that strong and positive relations are developed with key stakeholders. Ensure all contract commitments are met and actively promote a partnership approach.

2. Engage positively and proactively with local partners, building effective referral arrangements for the benefit of residents
3. Champion and promote the work of the organisation and the Citizens Advice service and represent the CAB, as appropriate with other organisations and institutions
4. Develop and write communication materials and ensure the service is promoted widely via website/s, e mail bulletins, publicity materials, briefings and social media

5. Undertake presentations, develop and deliver (or ensure the delivery of) training to stakeholders and referral partners as required.

Financial management and development
1. Manage and monitor any delegated budgets, reporting to funders as required.
2. Authorise expenditure within delegated authority levels and follow financial procedures.
General
1. Along with other senior staff and managers, act as Duty Manager, dealing with any complaints, issues of confidentiality, security and safety which arise during the course of the day.
2. Monitor and implement Health & Safety procedures with regard to staff, equipment and premises

3. Attend meetings, and prepare reports for,  the Trustee Board
4. Uphold the aims, principles and policies of the Citizens Advice Service.
5. Maintain an awareness of developments in Citizens Advice and how they might impact and/or support the organisation
6. As a member of the management team work collectively with colleagues  to ensure the success of the CAB as a whole
7. Maintain complaints procedures in accordance with Citizens Advice guidelines

8. To undertake other duties as required from time to time commensurate with grade and nature of the post.
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