Citizens Advice Hull & East Riding 

Post:



Administrator
Responsible to:

Administration Supervisor 
Hours:
37 hours per week (including Saturday mornings on a rotational basis)  
Salary:
£20,493pa 
Job Description
Overall aim of the Post

The post holder/s will work as part of the Central Hub and be responsible for providing excellent customer care to all service users and referral partners and comprehensive and efficient administrative support to the Operations Manager and advisers.  
Duties and responsibilities:

Supporting the Central Hub

1. Ensure a prompt and courteous response to all callers, taking responsibility for, and ownership of, all enquiries presented to the hub. 

2. Identify customer needs, and utilise appropriate questioning and listening skills to identify and offer appropriate solutions.

3. Answer all queries where possible, supporting members of the public to access information relevant to their enquiry via the Connect to Support web-site and community database

4. Support service users to identify whether an advice appointment is appropriate for them, take relevant details and book the appointment on the on-line system.
5. Confirm all appointments by text or telephone, prior to the day of attendance

6. Monitor on-line appointment booking and notify advisers of their schedules and any changes.

7. Receive referrals from partner organisations via an on-line booking system, over the telephone, email, or face to face. 

8. Capture all relevant information necessary for the appointment and ensure it is recorded on the system, reminding and supporting the advisers to feed back information to the referrer.

9. Conduct follow up telephone or e mail enquiries with clients to monitor and track outcomes.

10. Liaise with outreach venues, contractors and other partner agencies as appropriate to resolve enquiries.

11. To ensure that customers are advised of alternative communication methods including voicemail and email facilities.

Administration 

1. Ensure that the administration and management systems are maintained in accordance with the requirements of funding grants and contracts, CAH&ER policies and procedures and Citizens Advice requirements.  
2. To provide administrative support for advisers as requested, including the production of correspondence, recording of outcomes and related tasks

3. To enter client records onto database systems as required and proactively check case records to ensure all potential information and outcomes are captured

4. To screen and prioritise incoming post and emails, undertaking action, where appropriate, including responding to routine correspondence.

5. Identify documentation and information for diary commitments, and where appropriate research, co-ordinate and provide material to meet these.

6. To provide administrative support for the Delivery Manager including the preparation of reports to funders, correspondence, and marketing materials
7. Ensure records are maintained on case recording systems and Excel spreadsheets as required. 
8. Ensure that all typing, word processing and filing (both manual and computerised) are completed as required.
9. Ensure that all records (both manual and computerised) are maintained in accordance with agreed CAH&ER requirements (e.g. confidentiality, data protection, information assurance).
10. Book venues, equipment, organise hospitality for and minute meetings.  Arrange travel and accommodation if necessary.

11. Maintain and develop databases and mailing lists to ensure they are current and up-to-date at all times.   

12. Receive visitors to the Wilson Centre
13. In consultation with the Finance Manager ensure that the agreed IT, financial, petty cash and monitoring systems and processes are efficiently executed. 
Maintain office systems

1. Monitor application of CAH&ER policies such as TOIL, Annual Leave, Absence etc and liaise with the Administration Supervisor as appropriate.
2. Update databases with new information and maintain filing systems and other reference material, ensuring systems provide accurate and accessible information.

3. Liaise with the administration supervisor to help maintain the centralised Bureau administrative functions, including ordering stationery supplies, renewing and reviewing memberships and subscriptions as required within the project.

Other duties and responsibilities

1. To uphold the aims and principles of the Citizens Advice  Service and its Equality and Diversity policies. 
2. To assist the central administrative team in emergencies to provide cover for Reception, holiday and sickness absence.

3. To undertake other duties and responsibilities as required from time to time commensurate with the grade and nature of the post in relation to the overall support of the service.
4. To be responsible for the safety, health and welfare of yourself and others in accordance with relevant Health & Safety legislation and Citizens Advice Hull and East Riding policies.  
5. Attend appropriate internal and external meetings as agreed with the Delivery manager. 
