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Telephone Call Centre Adviser 
Job description 

Reporting to:		Wiltshire Advice Line Supervisor
Location:		Trowbridge
Hours:	18.5 hours per week 
Salary:		£18,160.00 pro-rata £9080 
Fixed Term               until 31st March 2020
Context of role:	
To be an initial point of contact for members of the public contacting Wiltshire Citizens Advice,via our telephone and email service.
Role purpose:	
To identify the client’s problem and decide on the next steps the client needs to take and direct the client to an appropriate service, if needed.
Key work areas and tasks:	
Advice giving
· Use sensitive listening and questioning skills in order to allow clients to explain their problem(s) and to identify the next course of action. 
· To follow procedures and use written communication skills to deal effectively with emails and web chats from clients.
· Use a range of information sources to find, interpret and communicate the relevant information. 
· Refer internally or to other specialist agencies as appropriate. 
· Maintain detailed records for the purpose of continuity of service, information retrieval, statistical monitoring and report preparation.
Research and Campaigning
· Alert clients to research and campaigning options.
Professional development
· Attend relevant internal and external meetings as agreed with the line manager. 
· Prepare for and attend supervision sessions/team meetings/staff meetings as appropriate.
Administration
· Use IT for statistical recording, record keeping and document production. 
· Ensure that all work conforms to the service's systems and procedures.
Other duties and responsibilities
· Carry out any other tasks that may be within the scope of the post to ensure the effective delivery and development of the service. 
· Demonstrate commitment to the aims and policies of the CAB service. 
· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues.
· Maintain client confidentiality.


Person specification
1. Effective written and oral communication skills with particular emphasis on telephone work. 
2. Ability to be non judgmental. 
3. Understanding of the issues involved in interviewing clients. 
4. Understanding of and commitment to the aims and principles of the CAB service and its equal opportunities policies. 
5. Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively. 
6. Understanding of the issues affecting society and their implications for clients and service provision. 
7. Ability to monitor and maintain own standards. 
8. Ability to use IT, Microsoft office package and Data bases
9. Flexibility and willingness to work as part of a team. 
10. Willingness to learn and develop skills. 
11. Numeracy skills required to understand statistics and check calculations.

