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Business Operations Support Assistant (BOS)- East Riding Offices
Business Operation and Plans.
	Job Title
	Business Operations Support Assistant

	Reporting To
	Service Delivery manager -Business support and Plans (SDM-BOS) and
Head of Business Operations and Plans (HoBOP)

	Project delivery
	Business Operations and Support (BOS)

	Hours
	1 x 37 hours (5 days)

	Salary
	£24,632 per annum (Pro rata)

	Contract Length
	Permanent

	Work Base
	Hull
 - with a requirement to travel across all CAHER’s office locations as required (Beverley, Bridlington, Goole)

	About Us
	Citizens Advice Hull and East Riding (CAHER) make a difference to the communities we serve. 
https://www.hullandeastridingcab.org.uk/our-impact/ 
 
Learn more about what we do and how we do it https://www.citizensadvice.org.uk/about-us/about-us1/ 
 
CAHER Vision 
Collaboration, Innovation, Accountability 


	Responsibilities 
	
	

	Purpose of the Post:

The Business Operations Support Assistant delivers a professional, welcoming, and efficient reception and telephony service for clients, visitors, funders, and stakeholders.  They support the delivery of ICT, telephony, and clerical support across CAHER’s advice and casework projects, their staff, and volunteers. The role provides a wide range of office and business support functions, helping to ensure that each CAHER office runs smoothly and safely. Supporting the SDM-BOP to deliver high-quality business support processes across all CAHER offices

Key Responsibilities

Service Delivery 

1. Deliver a prompt, welcoming, non-judgmental, and professional reception service for clients, staff, volunteers, stakeholders, funders, and partners, taking responsibility for, and ownership of, all enquiries presented to the team.

2. Process referrals from partner organisations and client self-referral routes, booking appointments or signposting to the most appropriate referral route for the enquiry 

3. Triage clients’ needs and use appropriate questioning and listening skills to
identify and offer appropriate routes to solution

4. Capture all relevant information necessary, accurately recording this on our case recording system to supporting the advisers to conduct their roles and for CAHER’s research and campaign aims

5. Support the smooth running of client advice sessions, including managing waiting areas, appointment lists and room bookings.

6. Ensure that clients understand what will happen next and what information they may need to provide, setting clear expectations.


Information Systems and Administration  

7. Support the SDM-BOP to ensure the effective use of Casebook and other recording systems to provide regular and accurate statistical reports, case management, client information, and social policy, in compliance with the Data Protection Act (DPA) 2018  

8. Support the SDM-BOP to ensure that data correspondence exciting CAHER is sent to the correct addressee in compliance with the DPA 2018  

9. Support the SDM-BOP to ensure that all paid staff and volunteers are complaint with the Data Protection Act 2018  

10. Check and correct basic data errors (e.g., missing postcode, date of birth, contact details) in liaison with advisers and managers.

11. Follow agreed procedures for archiving, retention, and disposal of records.

12. Answer incoming calls from all CAHER offices and projects using Webex/MS Teams or other telephony systems. Routing calls appropriately to advisers, projects, or voicemail/overflow in line with agreed procedures.

13. Support clients to access services digitally where appropriate, e.g., helping with online forms, basic navigation of websites, or digital appointment links.

14. Provide cover for reception and telephony, working to deliver shared rotas and service standards across all CAHER Offices.

15. Report telephony or ICT issues promptly to the SDM-BOP or ICT and Telephony support as needed.

16. Manage and account for Office IT Assets and peripheral support equipment

17. Carry out general administrative tasks such as scanning, photocopying, printing, filing, post handling, and Petty Cash management.

18. Maintain stocks of stationery, leaflets, and forms; place orders in line with agreed processes.

19. Support the upkeep of local office records, including room bookings, petty cash logs, and visitor logs where required.

20. Assist with the preparation of materials for meetings, training, and events.

21. Support the Business Operations Service Delivery Manager and local Service Delivery Managers with routine administrative tasks linked to projects and contracts.

22. Support quality assurance activities by locating files, running simple reports, or providing information as requested.

23. Support ICT to ensure that all digital equipment on site is maintained by ensuring all receive regular digital updates as required.
24. Distribute IT equipment as directed by ICT and SDP-BOP and these distributions are recorded on CAHER asset registers

25. Ensure invoices raised are actioned, recorded, and logged appropriately; that finances have these records. Ensure all invoice raised have sign off from the appropriate line manager

26. Support people with low digital skills to complete simple online tasks (forms, appointments, and basic navigation).

27.  Support CAHER Staff with low level Application support to ensure day to day Business Continuity referring to the SDM-BOP or ICT Support provider as required.


Learning and Development

28. Maintain own continuous professional development and keep up to date with CAHER policies and procedures and required task completion specific to the role. 

29. Attend relevant internal and external meetings as agreed with the line manager and prepare for and attend supervision sessions.

30. [bookmark: _Int_0fGF2N43]Support volunteers and new staff who are involved in Business Support tasks, offering practical guidance and encouragement (where applicable).

31. Participate in regular supervision, one-to-one meetings, and appraisals with the SDM-BOP.


General

32. To uphold the aims and principles of the Citizens Advice Service and its Equality and Diversity are observed, and that all CAHER policies and procedures are observed and actively promoted

33. To abide by Health and Safety policies and procedures and share responsibility for your own safety and that of colleagues, clients, and visitors to CAHER

34. Assist the SDM-BOP and wider CAHER to monitor service provision to ensure we reach the widest client group.

35. Support the SDM-BOP, CAHER Support Staff (Health and safety lead (SHEF), and ICT personnel) provider to carry out their roles and duties as required

36. Help maintain a clean, safe, and welcoming office environment, reporting any facilities issues to the relevant manager.

37. Work as part of the wider Business Operations and Support team, sharing knowledge, supporting colleagues, and providing coverage when needed.

38. Be alert to potential safeguarding concerns and follow CAHER safeguarding procedures, escalating issues to the appropriate manager or Safeguarding Lead.

39. Support a positive workplace culture in which paid staff and volunteers are supported to deliver excellent quality advice and customer service. 

40. Support a culture where everyone feels invested with the project(s) they deliver and wider CAHER. Sharing ideas, knowledge and proactively supporting one another to succeed and where people feel valued in their role.
41. Contribute positively to team meetings and other methods of communication to ensure people feel well informed and feel a part of the team and wider CAHER.

42. Follow health and safety procedures for office-based and hybrid working, including reporting accidents, incidents, or hazards.

43. Demonstrate a flexible, ‘can do’ approach, supporting colleagues and the wider charity as required.

44. [bookmark: _Int_4yDOunR3]Undertake any other duties commensurate with the grade and nature of the post.
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Business Operations Support Assistant
Person Specification 
 
[bookmark: _Int_7RbrO7ar]This criteria is used to assess at the shortlisting stage. Please give examples of these points in your application form in Section 2. 

Essential requirements:

Attitudes

1. A commitment to the aims, principles, values and policies of the Citizens Advice service and a strong and impartial commitment to assisting individuals with poverty-related problems.

Knowledge and Experience

2. Previous experience of dealing with the public and able to demonstrate a strong commitment to customer service in all activities.

3. Excellent communication skills and the ability to support people at all levels including colleagues, the public, referral partners, and other Stakeholders. 

4. Proven experience of administration covering the full range of professional and administrative services, including drafting correspondence and transcribing minutes.

5. Experience in using a wide range of relevant IT packages, including Microsoft Office suite, to design and manage Excel spreadsheets and produce professional correspondence, reports, presentations, and statistical analysis.

6. Numerate with the ability to record and analyse statistical information and develop and maintain basic office financial reporting and control systems, including the management of petty cash.

7. Demonstrate your ability and understanding of the importance of support, coaching, developing, and motivating peers and colleagues. Give and receive constructive feedback kindly and objectively.

8. Demonstrate strong organisational skills under pressure, alone or within a team, prioritise a wide variety of tasks, and dealing with challenging situations in a sensitive and creative manner.

9. Proven ability to manage a varied workload to achieve priorities and objectives, manage competing tasks and priorities. Can take clear notes and pass on information accurately. Ability to input data quickly and accurately, with attention to detail.

10. Demonstrate strong interpersonal skills, verbal and written communications, active listening skills, ability to remain calm, being able to explain information clearly and sensitively, whilst demonstrating empathy.The ability to show patience, tact, and discretion, especially in relation to confidential issues and client matters.

11. Ability to learn and test out/implement new and more efficient ways of working and use new systems and procedures

12. Ability to follow policies and procedures relating to confidentiality, data protection, safeguarding and health and safety.

13. Able to travel to other CAHER offices for training, meetings or cover absences as required.
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