 

                    FALKIRK CITIZENS ADVICE BUREAU

TRIAGE OFFICER

Hours:               35 hours per week 
Responsible to: Advice Service Manager
Summary of Role
The Triage Officer will process clients presenting to the Bureau in order to assess their need, identify the best member of staff to assist, and enable efficient case-handling. They will also participate in providing the advice service to clients directly, in accordance with Association Standards and Bureau policy.
Key Responsibilities
· Provide an effective client triage service to support Bureau advice service operations.
· Use a range of channels, including face-to-face interviews, video calls, phone, email and webchat.
· Deliver holistic advice on subjects including (but not limited to) benefits, money, energy, and housing.
· Appropriately record client data in compliance with GDPR and Bureau policy, to support advice and social policy work, fundraising, and service promotion.
· Adhere to Association standards and Bureau policy at all times.
Triage Service
· Answer Bureau advice line during opening hour and take details of client enquiries.
· Assess clients’ needs and establish level of advice and support needed by using sensitive listening and questioning skills.
· Identify any emergencies and triage as appropriate ensuring the correct type and level of support required.
· Direct clients to the most appropriate form of advice only once they have found out as much information from the client as possible for non-urgent to emergency advice.
· Provide internal and external referrals and information on advice and representation and other tackling poverty initiatives throughout Falkirk.
· Check whether individuals are eligible to apply for benefits or access other income maximisation support and arrange appointments with advisers as necessary.
· Explore clients’ circumstances, support needs and access channel preferences considering language barriers, accessibility needs, and issues around digital access and ability.
· Provide support for triage volunteers.
Advice Work
· Conduct diagnostic and advice-giving interviews with clients face-to-face and over telephone, video or webchat. 
· Refer to Session Supervisor for help with emergencies, and to internal colleagues for support as needed.
· Provide information and advice on all aspects of income maximisation, including Social Security benefits and social tariffs, resolving enquiries where possible and supporting client self-help.
· Refer clients to external agencies where appropriate, including foodbanks and Fuelbank Foundation.
[bookmark: _Hlk130289084]Training
· Assist the Advice Service Manager in meeting the training needs of volunteer advisers.
· Attend meetings and training identified by Senior Management Team.
· Monitor changes in Social Security Benefits Legislation at both UK and Scottish levels, and attend internal and external training courses as appropriate.
· Ensure all personal training/development is kept up to date to meet requirements of job - Complete CPD training.
Administration
· Ensure all cases are recorded fully and accurately, including client financial gains in CASTLE in accordance with bureau procedures and Quality Assurance/National Standards.
· Provide appropriate information for project reports.
· Ensure that Social Policy Feedback is provided to Citizens Advice Scotland as appropriate.
Quality Assurance
· To work with management team and other staff to assist in the development of Quality Assurance within the Bureau and comply with Quality Assurance /National Standards policies. 
· To work within the aims and the values of the CAB service. 
· To abide by health and safety guidelines and share responsibility for own safety and that of colleagues and clients.
Carry out any other reasonable task as requested by the Senior Management Team.


TRIAGE OFFICER
PERSON SPECIFICATION
E – Essential D – Desirable 


	TRIAGE OFFICER
	COMPETENCIES 

	QUALIFICATIONS
	1. Good standard of general education and relevant work experience E

	SKILLS AND ATTRIBUTES
	1. Good written and oral communication skills D
2. Understanding of the issues affecting society and their implications for clients and service provision D
3. Ability and willingness to work as part of a team E

	VALUES AND ATTITUDES
	1. Commitment to team working E
2. Commitment to equality of opportunity E

	OTHER
	1. A commitment to a client-driven, volunteer-led service and a ‘can do’ attitude E
2. Ability to work professionally and sensitively with all clients, volunteers, staff and key stakeholders E
3. An understanding and commitment to the aims, principals and policies of the CAB service E
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