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INFORMATION AND ADVICE ASSISTANT VOLUNTEER ROLE DESCRIPTOR AND PERSON SPECIFICATION

Introduction

CIAS mission is to advance the welfare of Coventry residents, predominantly by providing information, advice and support, thereby reducing inequality and improving quality of life within the city. 

Role Purpose

To see clients with problems across a wide range of enquiry areas, including benefits and debt and housing.  This is a very exciting and varied role as the volunteer will be helping to shape and support the work of the Advice Team.  

Main Duties

· Meet with clients in person or by telephone.

· Explore the nature of the problem raised by the person, and, where appropriate, their wider circumstances.

· Identify and research information relevant to the users’ situation, drawing on information resources available.

· Inform people about services that may be available to them and how to access them; and where appropriate to signpost people to other agencies and sources of help.

· Give the client support with completing forms.

· Maintain statistical and case records using manual and electronic systems.

· Liaise closely with the Advice caseworker, seeking advice, guidance and support where required.

· Participate in training sessions and meetings as necessary.

· Develop a working knowledge of the information and office systems supporting the service, use them effectively and contribute to their improvement.

· Carry out tasks according to CIAS policies and standards, on confidentiality and data protection.
· Work as part of a team with other CIAS volunteers and staff.

Person Specification:

· Excellent listening and communication skills

· Empathetic

· Good standard of literacy and numeracy

· An ability to understand complex information

· Previous experience of working in an advice or customer facing environment is desirable.

· I.T. literate able to input data accurately
· The ability to work confidently on own initiative and know when to seek help and support

· Understanding the need for confidentiality

· An ability to demonstrate patience, sensitivity and reliability.

· A sense of humour

· An ability to respond appropriately to different and sometimes difficult situations.

· A friendly and cheerful manner

· Reliability

· Willingness to undertake training where necessary

· Requirement to undertake Induction Training; work to guidelines and policies on Health & Safety, Confidentiality and Data Protection, Equal and Diversity etc.

Hours of Support: To be arranged
Responsible To: TBA
Based: TBA
