Citizens Advice Hull and East Riding
Job Description
Post:
Generalist Advice Service Delivery Manager (Bridlington and Beverley)
Hours:

18.5 hours per week
Responsible to:  
Head of Generalist Advice Services – Hull and East Riding

Responsible for: 
The operational delivery of services and staff (paid and unpaid) including: Service Supervisors, Volunteer Co-ordinators and Assessors, Advisers, Administrators and Receptionists
Salary:
£31,676 pro rata (actual salary £15,838)
Purpose of the Post:
As members of the operational management team, service managers play a critical role in the leadership and operational management of the service, including initiating, and implementing developments to meet organisational objectives and contract targets. 
Service Managers manage the provision of generalist advice services to clients ensuring high standards of service-user care, quality of advice and ensuring the service is accessible and responsive to the needs of residents and particularly vulnerable and disadvantaged groups and communities. 

Service Managers support and manage the staff within their teams (whether paid or voluntary), ensuring they are knowledgeable and competent for the roles undertaken; and valued and encouraged to give their best.  
Key Responsibilities:
Planning and Development

1. Contribute to the operational management of the organisation through meetings and development activities.

2. Advise the Head of Service of staffing and service delivery issues, trends in enquiry issues and changing client needs

3. Contribute to improvement and development initiatives in line with the organisation’s business development plans, Citizens Advice KPIs and funder requirements.
4. Contribute to the Volunteer recruitment, training and development strategy and in consultation with the Training Manager and other colleagues, plan to meet the operational needs of your service.
5. Contribute to the development, testing and evaluation of new ways of delivering services.

Service/s Delivery

1. Ensure the service/s within your area meet/s all key performance indicators and targets as required by the funder and the organisation.

2. Ensure the service is adequately staffed, managed and supervised 
3. Take day to day responsibility for the delivery and monitoring of client services seeking to continually improve standards of quality and service.

4. Ensure the monitoring, reporting and other commitments are fulfilled, working with the Head of Service to produce up to date reports and monitoring data as required

5. Work with other management colleagues to ensure our services across all offices and all channels are adequately staffed to meet demand

6. Take accountability for the quality assurance in your service area/s; leading/participating in QAA assurance meetings and processes as appropriate.  Ensure feedback – both positive and negative – is provided to staff and volunteers, that corrective action is completed and training needs identified and progressed.
7. Ensure the service complies with organisational policies and operates within CAH&ER quality standards for the Advice Quality Standard (AQS).
8. In the absence of appropriate Supervisors, provide technical/professional advice and support and act as consultant to the advisers.

Management of People

1. Responsible for the recruitment, selection, induction, management and training of paid staff and volunteers engaged in the delivery and support of the service/s, in accordance with our policies and procedures. 
2. Line manage, support and supervise all paid staff and ensure that volunteers receive regular reviews, support, supervision and development. 
3. 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.

4. Engage paid staff and volunteers in good team work, planning and delivering services and in campaigning.

5. Plan and lead on regular team meetings and other methods of communication to ensure people feel well informed.

6. Ensure grievance and disciplinary issues are addressed promptly in line with CAH&ER policies.

7. In conjunction with the Training Manager, Supervisors, Volunteer Support and other colleagues, identify training and support needs within the team and ensure these are addressed.

8. Assist the Head of Service in implementing organisational objectives, new initiatives, employment and volunteering policies and procedures

Learning & Development

1. Keep abreast of changes in legislation and trends relevant to research and campaigns.

2. Identify and implement own training and development needs.
3. Attend internal and external meetings

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

5. Identify the training needs of staff and volunteers through support, supervision and appraisals and contribute towards our learning and development plan.
6. Organise training activities in conjunction, as appropriate, with the Head of Service, Training Manager, Supervisors and Volunteer Co-ordinators
Research and Campaigning 
1. Ensure effective systems and procedures are in place and implemented to identify case studies, advice issues and trends presented by clients.
2. Using the evidence from clients’ experiences work with colleagues, relevant organisations, national Citizens Advice and statutory bodies to improve policies and practices.

Quality Assurance

1. Ensure AQS and Citizens Advice Membership compliance with all policies and procedures adopted for the service and as set out in the office and staff manuals.
2. To ensure the work of the service is fully compliant in terms of safeguarding, data protection, information governance and equality and diversity.  
3. With support from, and working with the Head of Service and colleagues, contribute to the achievement of “Green” rating in the Performance Quality Framework (PQF) areas: Client experience, Quality of Advice, People Management and Leadership.

External Relations & Liaison
1. Promote the work of the Citizens Advice service locally.
2. Engage positively and proactively with local partners, building effective referral arrangements for the benefit of residents

3. Represent the work of the Citizens Advice service to other organisations.
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. To undertake presentations, develop and deliver (or ensure the delivery of) training to stakeholders and referral partners as required.

Information Systems

1. Ensure all sources of information are up to date.
2. Ensure the effective use of Casebook  and other recording systems to provide regular and accurate statistical reports, case   management, client information and social policy.  

General

1. Along with other senior staff, act as Duty Manager, dealing with any complaints, issues of confidentiality, safeguarding, security and safety which arise during the course of the day.
2. Monitor and implement Health & Safety procedures with regard to staff, remote working, equipment and premises.
3. Attend meetings of the Trustee Board and Funders’ Board as required.
4. To undertake other duties as required from time to time commensurate with grade and nature of the post.
5. Uphold the Aims and Principles of the Citizens Advice Service and its Equal Opportunities Policies.
6. Maintain an awareness of developments in Citizens Advice and how they might impact on and/or support the development and delivery of generalist advice services in the organisation.
