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· Job Title: Triage Adviser
· Location: Shetland Islands Citizens Advice Bureau, Market House, Market St, Lerwick, ZE1 0JP
· Hours per week: 35 hours per week 
· Type of contract: Fixed-term Contract to end March 2026 
· Salary: £28,816 to £30,668 per annum
· Closing Date: Noon on Monday 25th March 2024
· Interviews: Wednesday 3rd April and Thursday 4th April 2024 

About the job
We are looking for an enthusiastic and highly motivated individual to join us as a Triage Adviser.  As this post is the front line for all enquiries into the Bureau with a particular focus on the provision of generalist advice to support vulnerable clients, excellent communication skills, both written and oral, are essential.  

You will be based in the main Bureau office in Lerwick and be part of a team of advisers working together to ensure we provide a high quality, holistic service.

If you are interested in helping those most in need within the Shetland community, we’d like to hear from you.

This post is fixed-term until end March 2026. Extension dependent on funding.

Full details of the post and the competencies required are set out in the Job Description and Person Specification given overleaf.

About the Employer
Shetland Islands Citizens Advice Bureau is a member of the Scottish Association of Citizens Advice Bureaux.  We deliver free, confidential, impartial and independent advice to the people of the Shetland Islands.

We are the only advice organisation in Shetland.  We support over 1500 clients annually and achieve an annual client financial gain of over £1 million.  Our principal funders are the Shetland Charitable Trust and Shetland Islands Council.  We deliver a number of services on behalf of Citizens Advice Scotland and regularly secure a range of external funding to develop projects to meet local need.

For more information about living and working in Shetland, see www.shetland.org.

Employee Benefits
Shetland Islands Citizens Advice Bureau offers excellent terms and conditions, including a total of 36 days leave and a pension scheme with a 6% employer contribution.  Shetland Citizens Advice Bureau is an inclusive employer considering flexible working arrangements where appropriate.

How to apply
For further details and information on how to apply, see www.shetlandcab.org.uk/careers. 
Please note that the post is subject to the disclosure of criminal history information.

Equality & diversity monitoring
To help Shetland Islands Citizens Advice Bureau monitor equality and diversity statistics, please return the Equality & Diversity Monitoring Form separate from your other application documents by emailing it to: della.armstrong@shetland.org
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Job Description 


Title of Post:		Triage Adviser 
Employer:		Shetland Islands Citizens Advice Bureau
Line Manager:		Bureau Manager
		
                                                                                                                                                                                                                                                                                                                                                                                                        
JOB PURPOSE
· To provide first point of contact for clients

TASKS
1. Answer bureau advice line during opening hours, and take details of client enquiries.

1. Pass on messages from clients/third parties to staff.

1. Record client enquiries on bureau database. Search clients on bureau database to avoid creation of duplicate records. Follow good practice in creation of full case records. 

1. Provide straightforward advice where applicable. 

1. Where more detailed advice is required, refer the enquiry as appropriate. 

1. Identify if there are any emergency advice needs, and take appropriate action. 

1. Follow bureau data protection guidelines in all contact with clients, taking particular care with email contacts. Ensure the client email address is correct and ensure all documents attached are the correct ones. Delete all client documents once they have been added to the bureau database.

1. Listen to, and take a note of, calls left on the bureau voicemail system. 

1. Undertake any other work, consistent with the purpose of the post and/or the aims of the Bureau, as directed by the Bureau Manager.
	                                                                                                                                                                                                                                                                                                                                                                                        Person Specification –Triage Adviser

	TRIAGE ADVISER
	COMPETENCIES

	
EXPERIENCE
	· Experience in delivering advice 
· Experience in supporting vulnerable people 
· Experience of case recording and case management


	
KNOWLEDGE

	· Knowledge of the local area and organisations
· An understanding of the issues affecting people in rural and island areas


	
SKILLS AND ATTRIBUTES

	· Ability to produce clear and accurate written communication
· Strong verbal communication skills, including the ability to deal appropriately with a range of people both face to face and by telephone, email and video call
· Confident in the use of a range of IT tools, including Microsoft Office applications, online applications, internet and email, video calling etc 
· Ability to work without close supervision
· Ability to work remotely and from home if required
· Ability to prioritise work and meet deadlines


	
VALUES AND ATTITUDES
	· An understanding of, and commitment to, the aims, principles and policies of the CAB service
· Ability to communicate effectively with colleagues and managers
· Proven ability to work as part of a team
· Commitment to undertaking training and continuous professional development


	
OTHER
	· Flexibility in carrying out the responsibilities of the post




REQUIRED TRAINING
Previous completion of the Citizens Advice Bureaux Adviser Training Programme (ATP) is desirable. If the ATP has not already been completed, the post holder will be expected to complete this.

Training may be undertaken by attending courses in Shetland, and by online learning.

ADDITIONAL REQUIREMENTS
· The post is subject to the receipt of a satisfactory Basic Disclosure Certificate
· The post is subject to the disclosure of criminal history information

Shetland Islands Citizens Advice Bureau is committed to equal opportunities both in service provision and in employment.
Charity number: SC019785
Charity name: Shetland Islands CAB Citizens Advice Bureau
1
3

