Adviser/Assessor
Job description
Context of role
A one year fixed term contract
Role purpose
To answer calls from clients, respond to clients emails and provide generalist advice.
Gateway Assessment
Assess clients problem(s) 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 the Public Site, 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 bureau’s resources. 
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 casebook.  
Advice giving
Interview clients using sensitive listening and questioning skills in order to allow clients to explain their problem(s) and empower them to set their own priorities. 
Use the Citizens Advice AdviserNet website to find, interpret and communicate the relevant information. 
Research and explore options and implications so that clients can make informed decisions. 
Negotiate with third parties such as statutory and non-statutory bodies as appropriate. 
Refer internally or to other specialist agencies as appropriate. 
Ensure that all work conforms to the bureau's office manual and the Advice Quality Standard / other funding requirements, as appropriate. 
Ensure that work reflects and supports the Citizens Advice service's equality and diversity strategy. 
Maintain detailed case records for the purpose of continuity of casework, information retrieval, statistical monitoring and report preparation. 

Discrimination
Identify if there is any question of discrimination. 
Be aware of the bureau procedures for dealing with actual and potential discrimination issues.  
Research and campaigns

	Identify research and campaigns issues. 

Assist with research and campaigns work by providing information about clients' circumstances through the appropriate channel. 
	Alert clients to research and campaigns options. 

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 supervision sessions / team meetings / staff meetings / external meetings as appropriate. 
Administration
Use IT for record keeping. 
Ensure all work conforms to the bureau's systems and procedures. 
Ensure that work reflects and supports the Citizens Advice service's equality and diversity strategy. 
Other duties and responsibilities
	Abide by health and safety guidelines and share responsibility for own safety and that of colleagues. 

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

Person specification
Ability to commit to and work within the aims, principles and policies of the Citizens Advice service. 
Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively. 
Ability to monitor and maintain own standards. 
Understanding of the main enquiry issues involved in assessing clients' problems. 
Understanding of the issues affecting society and their implications for clients and service provision. 
Ability to use IT systems and packages in the provision of gateway assessments and Advice including the ability to input data for record keeping and navigate online information systems. 
Interpersonal skills, including sensitive listening and questioning skills to understand the needs of others. 
Flexibility and willingness to work as part of a team. 
	Ability to research, analyse and interpret complex information and produce and present clear reports verbally and in writing. 
	Ability to communicate effectively both verbally and in writing with particular emphasis on communication over the phone and emails.
	Ability to manage time effectively for the purpose of gateway assessment. 
A commitment to continuing professional development, including a willingness to learn and develop knowledge and skills in main enquiry areas. 

