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Session Supervisor
Job Description and Person Specification

Summary of main responsibilities

The Session Supervisor will ensure the provision of a high-quality advice and information service to the public by providing day-to-day support and supervision to advisers. The postholder will be available for consultation during advice sessions, including in relation to complex or unusual enquiries, and will be responsible for quality assurance and case checking across the service. The postholder will also support the effective operation of bureau systems, procedures and quality standards.

General Responsibilities 

· Provide day-to-day session support to advisers, particularly in relation to complex and/or unusual client enquiries, by being available for consultation during advice sessions.
· Undertake regular case checking and quality assurance of client records to ensure the accuracy, completeness and quality of advice provided, identifying adviser training and support needs and providing constructive feedback where required.
· Ensure that advisers produce accurate, legible and complete client records
· Ensure that research work, telephone calls and/or correspondence relating to casework is undertaken timeously
· Ensure that ongoing cases are progressed, recorded and filed appropriately
· Support the Operations Manager and Bureau Manager with monitoring and reporting on advice service performance, quality and client outcomes as required.
· Work with the Learning and Development function and management to identify and support the training and development needs of staff and volunteers arising from session support, case checking and quality assurance.
· Assist the Operations Manager/Bureau Manager in matters relating to the production of the CAB's Annual Report and organisation of the Annual General Meeting
· Support the accurate recording and monitoring of advice service data in accordance with Citizens Advice Scotland and bureau requirements.
· Ensure advisers follow appropriate bureau systems and procedures, including case recording and correspondence procedures, providing guidance and support where required.
· Assist with the recruitment, induction and development of advisers and volunteers and contribute to improvements in advice-support and quality-assurance systems.
· Undertake other tasks as may reasonably be requested by the bureau manager or board of directors.
· Lead and coordinate the Bureau's audit processes, including Citizens Advice Scotland Membership Standards and Scottish National Standards, with support from the Operations Manager and Bureau Manager, ensuring that required evidence, systems, procedures and practices are maintained and available for audit.
· Monitor quality assurance across all areas of advice delivery, ensuring that issues, risks or areas of non-compliance identified through case checking, session support or audit activity are addressed appropriately and followed up.
· Lead the Bureau's quarterly Quality of Advice Audit, with support from the Operations Manager and Bureau Manager, ensuring findings are recorded, areas for improvement are identified and appropriate actions are implemented and followed up.

Professional development
 
· Keep up to date with relevant legislation, policies, procedures and developments within the advice sector, including undertaking appropriate training and reading relevant publications.
· Attend relevant internal and external meetings as agreed with the line manager. 
· Prepare for and attend supervision sessions/team meetings/staff meetings as appropriate. 


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. 
· To share evening and weekend operational hours on a rotational basis with other paid staff. 
· 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. 
· The postholder will be required to work on site Monday to Friday in order to provide consistent day-to-day session support to advisers. This post is not currently offered on a hybrid-working basis.





Person Specification 

	Session Supervisor
	Competencies

	







Experience

	· Significant experience of delivering generalist advice and information services to clients.
· Demonstrable experience of providing session support to advisers within an advice-giving environment, including providing guidance on complex or unusual enquiries.
· Experience of supervising, supporting and developing staff and/or volunteers.
· Experience of undertaking case checking and quality assurance, including assessing the accuracy, completeness and quality of advice and client records and providing constructive feedback.
· Experience of identifying development needs and providing appropriate support, guidance, coaching and/or training.
· Experience of communicating and liaising effectively with external organisations.

	








Skills & Attributes

	· Ability to work effectively, use initiative and make appropriate decisions with minimal supervision.
· Excellent verbal and written communication skills.
· Ability to research, analyse and interpret complex information and provide clear and accurate guidance to advisers.
· Ability to provide constructive feedback and effectively support and develop staff and volunteers.
· Ability to organise and prioritise workload effectively within a busy advice environment.
· Ability to maintain and monitor accurate case recording and other relevant systems.
· Good IT skills, including the effective use of Microsoft Office and case-management/database systems.
· Ability to lead and coordinate quality assurance processes, identify areas for improvement and ensure appropriate actions are implemented and followed up.
· Ability to lead and coordinate audit processes, working with management to ensure required standards, evidence, systems and procedures are maintained.
· Ability to monitor compliance with organisational policies, procedures and quality standards across advice delivery.

	




Values & Attitudes
	· Commitment to delivering a high-quality, professional and client-focused advice service.
· Commitment to equality, diversity and inclusion.
· Ability to work positively, professionally and respectfully with staff, volunteers and members of the public.
· Commitment to continuous professional development and maintaining up-to-date knowledge relevant to the role.
· Commitment to the Aims and Principles of the Citizens Advice Service.
· Ability and willingness to work on site Monday to Friday to provide consistent session support to the advice team.

	




Knowledge
	· Strong working knowledge of generalist advice, including welfare benefits, debt/money advice, housing and employment.
· Good understanding of the principles and requirements of effective case recording, case checking and quality assurance within an advice service.
· Good understanding of the Citizens Advice Service, including its Aims and Principles.
· Knowledge of Citizens Advice Scotland Membership Standards, Scottish National Standards and/or advice-service audit requirements would be advantageous.
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