Citizens Advice Plymouth – Internal & External Application

Title:
Telephone & Digital Gateway Assessor

Starting Salary:
£15,366.22
Pay Scale:
£15,366.22 to £16,753.56 
Hours:
Full time hours covering – Monday – Friday between 9:00 – 18:30 and the occasional Saturday between 9:00 – 12:00
Contract:
Fixed term to 31st March 2020 (dependent/subject to continued funding)
Benefits:
(
3% auto enrolment contributions from both employee and employer in to auto enrolment pension scheme (eligibility required)

(
25 days annual leave (pro rata), bank holidays (pro rata) and an additional 2.5 days to be taken between Christmas and the New Year (pro rata)


(
Healthcare Plan (eligibility required)


(
Cycle to Work Scheme (eligibility required)

Responsible to:
Gateway Team Leader
Work Base: 

Cobourg House, Mayflower Street, Plymouth

Apply:
To apply please download an application pack from https://citizensadviceplymouth.org.uk/vacancies/.

Completed applications to be submitted to: recruitment@plymouthcab.org.uk (CV’s not accepted)
Closing Date: Friday 1st February 2019 at 9am
Interview date: Monday 11th February 2019

Context of Role:
Gateway assessment is the first point of contact for members of the public telephoning the Citizens Advice, contacting us by digital means or accessing face to face debt advice.  An assessor is there to establish what the client’s issue is, ensure that all relevant information is collected, help them resolve the issue whenever possible and provide the best next step.  
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Key work areas and tasks:

Gateway assessing

· Work as part of the Gateway Assessor team to ensure that the service is covered on a rota basis.
· Accept telephone, face to face and digital enquiries

· Assess clients’ issue by using sensitive listening and questioning skills.  

· Identify key information about the problem including time limits, key dates and any requirement for urgent advice or action (using Adviceguide, scripts and any other diagnostic tools, as necessary).

· Identify and summarise the essence of the problem.

· Establish what the client wants.

· Assess and agree the appropriate level of service, taking into consideration the client’s ability to take the next step themselves, the complexity of the problem and the resources of Citizens Advice Plymouth.

· Provide information and advice from Adviceguide and other authorised advice sources.

· Refer clients appropriately (both internally and externally) to suit clients’ needs following agreed protocols, including making arrangements and informing clients of what to expect.

· Signpost clients appropriately to suit their needs following agreed protocols.

· Record information given during gateway assessment interviews onto Charity log or Petra case recording systems and other systems as appropriate.

· Be able to gateway for both Advice Plymouth calls and also calls from our Funders line (for example EDF).

· Responsible for all follow up and customer service feedback. 

Research and Campaigns

· Identify Research and Campaigns Issues

· Assist with research and campaigns work by providing information about clients’ circumstances through the appropriate channel.

Professional development

· Keep up to date with legislation, policies and procedures and undertake appropriate training for gateway assessment.

· Read relevant publications.

· Prepare for and attend group supervisions/ team meetings / staff meetings / external meetings as appropriate.

Administration

· Use IT for record keeping.

· Ensure all work conforms to Citizens Advice’s systems and procedures.

Other duties and responsibilities 

· Undertake such other duties and tasks as may lie within the scope of this post.
· Demonstrate commitment to the aims and policies of the Citizens Advice service.

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

Person specification 

1. Understanding of, and commitment to, the aims, principles and values of the Citizens Advice service and its equal opportunities policies.

2. Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively.

3. Ability to monitor and maintain own standards. Ability to manage time effectively for the purpose of gateway assessment.

4. Understanding of the main enquiry issues involved in assessing clients’ problems and a willingness to learn and develop skills in main enquiry areas.

5. Understanding of the issues affecting society and their implications for clients and service provision.

6. Ability to use IT in the provision of gateway assessments, e.g. basic keyboard / data entry skills / navigation of Adviceguide.

7. Friendliness, approachability and sensitivity to the needs of others and ability to be flexible and work as part of a team.

8. Ability to deal with difficult situations and clients who are victims of domestic violence or have expressed suicidal thoughts.

9. Good communication skills both written and oral.

10. Understanding of Citizens Advice procedures and the way in which the office works.
Aims, Principles, Values & Behaviours

Aims 

To provide the advice people need for the problems they face. 
To improve the policies and practices that affect people's lives. The service provides free, independent, confidential and impartial advice to everyone on their rights and responsibilities. 

Principles

We provide free, independent, confidential and impartial advice to everyone on their rights and responsibilities. We value diversity, promote equality and challenge discrimination. 

Values 
Responsible: We’re informed and honest 
Generous: We’re compassionate and collaborative 
Inventive: We’re problem-solving and forward-thinking 

Behaviours Framework
1. A commitment to the aims and principles of the Citizens Advice service in everything we do. 

2. A passion for encouraging open debate to resolve issues to improve our services to clients. 

3. A “no surprise” management culture in the delivery of “promises” & commitments within a full disclosure environment. Leaders will “walk the talk” not “talk the talk. 

4. Everyone has leadership responsibilities to be a positive role model, bringing enthusiasm into the working environment. You don’t need permission! 

5.  A “no same mistake tolerant, no fear culture”. 

6. Respectful & professional in all interactions with clients, colleagues & external stakeholders. 

7. Harness the power of teamwork – but not as an abdication of individual accountability. 

8. Working within cross-functional teams with no silo mentality 

9. Our meetings will be decision or idea focused with clear outcomes and/or solutions. 

10.  A passion for health, safety, wellbeing and the environment underpinned by our policies. 

Guidance notes for applicants
Application form 

Please complete your application and return it by e-mail (as a Word document) no later than the closing date referred to in the advert.  If you return your application via e-mail there is no requirement to send a hard copy in the post

CVs will not be accepted as a substitute for the application form, unless specifically stated in the advert.

The application form plays a key part in our recruitment and selection process.  We use the information you provide about your skills, experience, career and education history to decide whether or not to invite you for an interview.  It is important that you complete the application form as fully and accurately as possible, ensuring that you give specific examples which demonstrate how you meet the essential and desirable criteria for the role for which you are applying.

Disability

Please let us know if you require any adjustments to be made to the application process or would like to provide any information you wish us to take into account when we are considering your application.  If you are selected for interview, we will ask you to let us know if you have any access needs or may require reasonable adjustments to the interview or assessment (if applicable) at that stage.   Please be assured that we will be supportive in discussing reasonable adjustments with you at any stage of the recruitment and selection process.

Entitlement to work in the UK

A job offer will be subject to confirmation that you are permitted to work in the UK in accordance with the provisions of the Asylum and Immigration Act 1996. You will be asked to provide evidence of your entitlement to work in the UK if you are successful and an offer of employment is made.

Please note that Plymouth Citizen’s Advice does not hold a sponsor licence and, therefore, cannot issue certificates of sponsorship under the points-based system.

Diversity Monitoring

Plymouth Citizen’s Advice values diversity and promotes equality.  We encourage and welcome applications from suitably skilled candidates from all backgrounds.  Monitoring recruitment and selection procedures is one way of helping us to ensure that there is no unfair discrimination in the way that we recruit people. To do this we need to know about the diversity profile of people who apply for posts at Plymouth Citizen’s Advice.  This information is given in confidence for monitoring purposes only and is not seen by anyone responsible for making recruitment decisions.  However, if you would prefer not to answer any of the questions we ask, please leave them blank.

Information, experience, knowledge, skills and abilities

This is a key section of the application form which allows you to provide evidence of your experience, knowledge, skills and abilities that are relevant to the role as described in the role profile.  Selection is based on an assessment of the evidence you provide against the requirements of the role as set out in the person specification.  It is important that you tailor your response to clearly demonstrate how you meet each requirement. No assumptions will be made about your achievements and abilities.  

Please provide one example for each requirement.  You should choose examples of past experience that clearly demonstrate what we are looking for, and be precise about what you did, how you did it and the outcome or result of your actions.   Please try to limit your response to each criterion to a maximum of 200 words.  

A useful guide might be S.T.A.R:

Specific – give a specific example

Task – briefly describe the task/objective/problem

Action – tell us what you did

Results – describe what results were achieved

Please provide recent work examples wherever possible.  However, do remember that relevant examples from other aspects of your life, for example: voluntary or unpaid work, school or college work, family or home responsibilities, can also be given.



Shortlisting outcomes

Shortlisted applicants who reach the minimum 60% shortlisting score will be invited for an interview.  Some positions may require additional assessments (practical task/test or assessment centre).  If this is the case, further details will be provided if you are shortlisted.

References

All job offers are subject to the receipt of two satisfactory references:  One should be from your current or most recent employer or line manager (if you are employed through an agency), or your course tutor if you have just left full time education.  The other should be someone who knows you in a work related, voluntary or academic capacity.  Both referees should be able to comment on your suitability for the role. References will only be taken up for successful candidates following interview and the employer’s decision is final as to whether the references meet our requirements.  Your references will be taken up when you confirm your acceptance of our conditional offer of employment, unless you consented to us doing so earlier. If there is any delay in our obtaining the references and if your employment has already commenced before we receive them, it is understood that your employment can be terminated (with no notice) in the event of such references falling short of our requirements. Every effort will be made to obtain references as quickly as possible. References are taken up by email to save costs so it is important that you give us an email address.  You cannot take up a post until 2 acceptable references have been received by the appointing officer.
Criminal convictions 

Anyone who applies to work within Plymouth Citizen’s Advice will be asked to disclose details of unspent convictions during the recruitment process.   

Having a criminal record will not necessarily bar you from working for Citizens Advice Plymouth – much will depend on the type of job you have applied for and the background and circumstances of your offence.   However, we are not able to employ anyone with a conviction for a sexual offence against a child or vulnerable adult, regardless of when the office took place.  All other convictions will be considered on an individual basis. 

Disclosure and Barring Service (DBS) checks (formerly Criminal Records Bureau (DBS) checks) are only requested where proportionate and relevant to the post concerned.  If the post for which you are applying for requires a DBS check, this will be noted in the application pack.  
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CONFIDENTIAL APPLICATION FORM SECTION 1

Recruitment

Citizens Advice Plymouth

Floor 3, Cobourg House, 32, Mayflower Street, PLYMOUTH PL1 1QX

Email address          recruitment@plymouthcab.org.uk 

	Please refer to the Guidance Notes for Applicants before completing this application form. 


We value diversity, promote equality and challenge discrimination.  We encourage and welcome applications from suitably skilled candidates from all backgrounds.  Members of the recruitment panel will consider information you provide against the person specification for the role to decide whether you will be shortlisted for an interview. It is therefore essential that you complete the form fully and that you clearly demonstrate how you meet each point on the person specification. Please note that CVs are not accepted.


	Position applied for

	Job title
	

	Location
	

	Personal information and address for correspondence

	First name(s)


	

	Last name


	

	Address


	

	Postcode


	

	Telephone home


	

	Telephone work


	

	May we contact you at work?


	Yes/No

	Mobile


	

	Email


	

	We will normally contact you by e-mail,  However, if you would prefer to be contacted using another method please let us know here: 



	Information, experience, knowledge, skills and abilities

	IMPORTANT INFORMATION

	It is essential that you complete this section in full. Please refer to the Guidance Notes for Applicants for further details.
· Please explain and demonstrate how your experience, skills and knowledge meet the selection criteria for the post described in the Person Specification.

· Please ensure that you address all the criteria on the person specification using the same order and numbers.

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

9. 

10.

11. 

12……



	Career history

	Please include your current / previous employment (including job training schemes), voluntary work, community activities, school placements, time caring for dependants etc. Please put in date order, starting with the most recent. (Continue on a separate sheet if necessary.)

	Employer’s name and address and type of business.
	State position held and outline briefly the nature of the work and your responsibilities.

	
	

	
	Dates:
	From
	To

	
	Reasons for leaving:



	
	

	
	Dates:
	From
	To

	
	Reasons for leaving:



	
	

	
	Dates:
	From
	To

	
	Reasons for leaving:




	
	

	
	Dates:
	From
	To

	
	Reasons for leaving:



	

	If you have worked or volunteered in the Citizens Advice service within the last 5 years please provide further details. References will be taken up for successful candidates.

	Employer’s name and address and type of business.


	State position held and outline briefly the nature of the work and your responsibilities.



	
	

	
	Dates:
	From
	To

	
	Reasons for leaving:



	Manager’s name and contact details:




	Educational History

	Please give details of educational qualifications you have obtained from school, college, university etc.

	Subject
	Level
	Grade

	
	
	

	Professional development

	Please give details of any professional qualifications, including membership of any professional bodies and any job-related training that you have undertaken.

	

	Criminal convictions 

	Have you had any previous convictions not regarded as spent under the Rehabilitation of Offenders Act 1974?     
	Yes  /  No

	If YES please provide details of the offence and the date of conviction.



	Having a criminal record will not necessarily bar you from working for Citizens Advice Plymouth – much will depend on the type of job you have applied for and the background and circumstances of your offence.  

For some posts, an offer of employment will be subject to a DBS check. 

Please see Guidance Notes and Application Pack for further details

	Advice

	Have you received advice from Citizens Advice Plymouth in past 3 months?  Yes/No

	Having received advice from Citizens Advice Plymouth will not affect your application, all shortlisted applicants will be checked against our advice database to confirm your case record has been closed for 3 months before employment would commence.



	References

	Please provide the names, addresses, telephone numbers and email addresses of two people who may be approached for references.  One of these should be your present or most recent employer, the other could be someone who knows you in a work related, voluntary or academic capacity.  Both referees should be able to comment on your suitability for the post applied for. References will only be taken up for successful candidates following interview.

	Referee 1

	Name
	

	Address
	

	Postcode
	

	Telephone
	

	Email
	

	In which context does this referee know you?
	

	Referee 2

	Name
	

	Address
	

	Postcode
	

	Telephone
	

	Email
	

	In which context does this referee know you?
	

	If I am successful in my application for employment, I authorise Citizens Advice Plymouth to contact my referee named above for a reference.

	Signed:
Date:



	Attachments

	Have you attached any separate sheets or documents?
	Yes/No
	If yes how many?
	

	Entitlement to work in the UK

	A job offer will be subject to confirmation that you are permitted to work in the UK in accordance with the provisions of the Asylum and Immigration Act 1996. You will be asked to provide evidence of your entitlement to work in the UK if you are successful and an offer of employment is made.

Please note that Citizens Advice Plymouth does not hold a sponsor licence and, therefore, cannot issue certificates of sponsorship under the points-based system.


	CONFIDENTIAL APPLICATION FORM SECTION 2
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Diversity monitoring

Please note Section 2 will be detached before sending your application to the recruitment panel for shortlisting.

	Job title:


	

	Candidate ref. number (for office use only):
	

	Citizens Advice Plymouth is committed to valuing diversity and promoting equality.  We encourage and welcome applications from suitably qualified candidates from all backgrounds regardless of age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex or sexual orientation.

In order to achieve these aims we need to know about the diversity of people who apply to work in the service.  Please help us by providing the following information. 

All information will be treated confidentially and will be separated from your application form before making any selection decisions.  

Data Protection Act 1998

Citizens Advice Plymouth will record the information given for the purposes of recruitment and selection monitoring.  If you become an employee of Citizens Advice Plymouth the information will be processed for the purposes of personnel administration only.  The information will be retained for monitoring purposes only.

Thank you for your co-operation.
This information will not affect your application.




Age

( <25

( 25-34
 ( 35-44
( 45-54
 ( 55-64
 ( 65+

Gender


( Female
 ( Male 
( Prefer not to say
Ethnic origin

How would you describe yourself?

Choose one section and tick the appropriate box within it.

A
 White
(  British
(  Irish

(  English
(  Gypsy or Irish Traveller
      

(  Welsh
(  Any other White background

(  Scottish
(  Any other White background

(  Northern Irish
Please state……………………………………………………

B 
Mixed Heritage

(  White and Black Caribbean

(  White and Black African

(  White and Asian

(  Any other Mixed background, please state…………………………….

C
Asian or Asian British

(  Indian

(  Pakistani

(  Bangladeshi

(  Any other Asian background, please state……………………………

D 
Black or Black British

(  Caribbean

(  African

(  Any other Black background, please state……………………………

E 
Chinese or other ethnic group

(  Chinese

(  Arab
(  Any other, please state………………………………….

F 
(  Prefer not to say

Disability 

The Citizens Advice service believes that people are disabled by the barriers society places in their way and not by their own impairments.  We believe everyone has a role to play in society and we want the service to benefit from the widest range of talent available.

Do you consider yourself to be a disabled person or do you have a long-term health condition?
( Yes

 ( No

 ( Prefer not to say

Sexual orientation

What is your sexual orientation?

(  Bisexual

(  Gay man

(  Gay woman / lesbian

(  Heterosexual / straight

(  Other

(  Prefer not to say

Religion or belief

Which group below do you most identify with?

(  Buddhist 

(  Christian (incl. Church of England, Catholic, Protestant & other denominations)

(  Hindu 
(  Jewish

(  Muslim
(  No religion

(  Sikh
(  Prefer not to say

(  Other, please state………………………………………………………………………………..

From which website publication or other source did you FIRST learn of the post?………..………………

