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Help to Claim: Forth Valley Regional Coordinator

Job Title: 	Forth Valley Help to Claim Regional Coordinator (Universal Credit)
Responsible to (line management): 			Stirling CAB CEO 
Responsible to (operational management): 	Citizens Advice Scotland Help to Claim Management team
Salary - 	£28,500 for 35 hrs per week + 5% employer’s contributory pension 
Term – 	fixed term to 31st December 2025, possible extension thereafter  

About the role
The Citizens Advice network is set to deliver a comprehensive Help to Claim (HTC). From April 2022 Stirling District Citizens Advice Bureau Ltd will deliver the HTC, providing the advice and support people need to submit their claim for Universal Credit and support them through to their first payment, via a digital-only service.
An HTC Multi-channel Coordinator (Universal Credit) will oversee the implementation and ongoing delivery of the Service through HTC advisers; and is managed by the Lead Bureau in an established geographical consortium. The Multi-channel Coordinator role involves management of the consortium/region adviser rota and performance, adviser supervision, and local stakeholder engagement and service promotion. The Multi-channel Coordinator must be fully HTC adviser trained in order to provide cover and rota support when required, as well as to provide exceptional up-to-date advice support to advisers.		
Job description - Key responsibilities
>	To be fully HTC adviser trained to provide cover and support to the helpline (see adviser key responsibilities), ensuring the consortium meets rota requirements and any surge in demand to maintain 90% answer rate on the helpline.
o	This includes being competent in all of the required systems (Avaya Workplace, Chronicall, LivePerson and CASTLE)
>	To manage consortium adviser rota in line with HTC rota and performance requirements (1 x adviser covering 8 am, and 1 x adviser covering 6pm daily), including coverage over Holiday periods, excluding Good Friday, Easter Monday, Christmas and Boxing Day, New Year & 2nd January 
>	To provide supervision support for advisers in the network (outside your consortium/region as required). This includes, but not limited to, safeguarding support, difficult case support/consultation, available to advisers for ad hoc advice guidance, HTC project specification and guidance best practise lead.  
>	To support advisers with their IT training needs/technical issues as far as they are able (other technical support should be directed to CAS IT). 
>	To act as the point of contact for operational issues on the helpline for advisers 
>	To establish and manage consortium/region CAB manager communication protocol and regular meetings and foster good relationships.
>	To monitor telephony systems for adviser activity and compare with rota, addressing irregularities and escalate to management as appropriate.
>	To maintain quality control systems to ensure effective case management, including dip case checking for the consortium (approx. 10% in line with CAB informal requirements) and provide feedback and actions for advisers to enable continuous improvement.
>	To collaborate with other HTC Coordinators and CAS, including attending assigned regular meetings. All Coordinators must work together to cover a rolling-shift pattern, to ensure a Coordinator is always available during adviser hours.
>	To host regular meetings with regional advisers, to share best practice, discuss trends and gather training requirements.
>	To host formal sessions with adviser as required, with a strategic and planned training focus in response to service and adviser need and QA advice.
>	To host regular meetings with regional bureau managers to offer updates and discuss any issues.
>	To monitor training for all advisers within their consortium/region – including dual-webchat and video- and support advisers to identify and meet training needs to the extent possible, liaising with managers when appropriate. Support from CAS operations officer where required. Advice training remains the responsibility of the CAB.
>	To act as key contact for the consortium/region with HTC team at CAS.
>	To participate in consistent communication with all other coordinators and the HTC team at CAS, maintaining a team working environment.
>	To maintain all required project documentation – detailed adviser database (including FTE and operational status) on Microsoft Teams, and rota on Deputy.
>	To establish, maintain and coordinate partnership working within the consortium/region with the DWP Partnership Managers and local Jobcentres, to enable collaboration on client cases and escalations where appropriate.
>	To establish, maintain and coordinate partnership working within the consortium/region with external local partners to drive demand to the service.
>	To establish, maintain and coordinate partnership working within the consortium/region, with a range of relevant expert organisations providing support and advice in relation to social welfare. This includes organisations providing support with drugs, alcohol, mental and physical health issues and debt advice as well as housing and social care.

Person Specification 
Knowledge, skills and experience - Essential
>	Demonstratable completion of Citizens Advice Bureau Adviser Training Programme
>	A sound working knowledge of social security benefits and entitlement, including Universal Credit
>	Understanding, maintaining and practising high standard of case recording requirements as according to the HTC project specification and the CAS quality assurance standards
>	Experience of working with people with multiple and complex needs
>	Basic knowledge of multiple enquiry areas to aid with identifying emergencies and making referrals where appropriate
>	Ability to use telephony and IT systems to deliver services across multiple channels (web chat, telephony and video) via Avaya, Near Me, Zoom, Teams and other systems
>	Ability to work without supervision and prioritise workload
>	Experience working on a helpline, webchat and video conferencing remotely.
>	Understanding and ability to use network management tools – including Xima Chronicall, Workplace, CASTLE, Deputy and Liveperson.
>	Ability to conduct data analysis and research.
>	Experience of using a range of IT tools to carry out your work, including case management systems, Microsoft Office applications, online applications, internet and email etc. 
>	A proven ability to work effectively with a wide variety of stakeholders, including creating and maintaining successful partnerships with external organisations.
>	Experience of coordinating groups and facilitating meetings remotely, to achieve specific aims.
>	Excellent oral and written communication skills, including the ability to communicate complex information in a clear and accessible manner
>	Excellent organisational skills
>	A proven ability to create and successfully use marketing materials.
>	Ability to operate as a team player and communicate effectively with colleagues and managers remotely.
>	Ability to use telephony and IT systems to deliver services across multiple channels (face-to-face, web chat, telephony and video)
>	Completion of Citizens Advice Bureaux Adviser Training Programme
>	Experience of session supervision and training


Additional requirements
>	Ability to commit to a rota to be assigned for times between 8 am and 6 pm
>	Must be available to work a shift pattern between 8 am – 6pm Monday – Friday plus during specified holidays, including the Christmas and Easter periods
>	The post is subject to the receipt of a satisfactory Basic Disclosure Certificate
>	The post is subject to the disclosure of criminal history information

Desirable

>	Experience of creating and using stakeholder mapping and a stakeholder engagement strategy.
The Stirling District Citizens Advice Bureau Ltd is committed to equal opportunities both in service provision and employment.
Charity number: 007270
Charity name - Stirling District Citizens Advice Bureau Ltd

This form must be received at the following address no later than:
Friday 25th October 2025 at noon
Craig Anderson 
CEO
Stirling District CAB Ltd
3 Cameronian Street
Stirling
FK8 2DX
craiganderson@stirlingcab.casonline.org.uk  
To ensure the confidentiality of your application please remember to mark the envelope “JOB APPLICATION”
For an informal discussion, if required,  contact Craig on 01786 464773 
Please note that although we may have provided this form as a Word document for ease of completion applications may be made in hard copy or e-mail
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