CITIZENS ADVICE SOUTHWARK 
- JOB DESCRIPTION –

	DESIGNATION:	
	Gateway Assessor 

	
SALARY SCALE:	
	
NJC Spinal Point 2 

	
RESPONSIBLE TO:
	
Advice Session Supervisor 

	
	



.......................................................................................................................…


Overall purpose of the role: 
To provide a quality service to clients through face to face, telephone and digital gateway assessment by supplying accurate, personalised, relevant information and guidance on a range of issues, including, but not limited to: benefits, debt, housing, immigration, employment. 

PRINCIPAL TASKS AND RESPONSIBILITIES
1. Assess clients’ problem(s) using sensitive listening and questioning skills. 
2. Identify key information about the problem including time limits, key dates and any requirement for urgent advice or action and to establish what the client wants
3. Identify and summarise the essence of the problem. 
4. Assess and agree the appropriate level of service, taking into consideration the client’s ability to take the next step themselves, the complexity of the problem and the Service’s resources. 
5. Refer/signpost clients appropriately (both internally and externally) to suit clients’ needs following agreed protocols, including making arrangements and informing clients of what to expect. 
6. Record information given during gateway assessment interviews onto gateway screens.  

OTHER 
1. To attend regular support and supervision sessions and appraisals with your line manager.
2. Identify research and campaigns issues and assist with research and campaigns work by providing information about clients' circumstances through the appropriate channel.
3. To uphold and promote the Aims and Principles of the Citizens Advice Service
4. To uphold and promote the Equal Opportunities policies of the Citizens Advice Service.
5. In addition to the tasks and duties outlined in this job description, to undertake such duties which are generally compatible with the functions of the post including deputising when required.


Signed (Postholder):_____________________Date:   _____________



Signed (Line Manager):___________________Date:   _____________




























Citizens Advice Southwark 

Person Specification - Gateway Assessor



	ESSENTIAL REQUIREMENTS

	1.
	You must have recent experience of undertaking the role of Gateway Assessor or of providing information, advice and guidance to the public through either face to face, telephone and emails including experience of exploring clients’ problems and identifying appropriate next steps.

	2. 
	You must have understanding of the main enquiry issues involved in assessing clients' problems.

	3
	Experience of using interpersonal skills, including sensitive listening and questioning skills to understand the needs of others, especially in the context of telephony.

	4.
	Demonstrate effective written and verbal communication skills.

	5.
	Numerical skills to understand financial matters and statistics.

	6.
	Ability to meet targets and prioritise work in the face of competing demands on your time.

	7.
	Skills to contribute to effective team working and development.  

	8.
	Skills to take responsibility for own learning and development.

	9.
	Be able to use ICT in the provision of information.

	10.
	Be available to work outside normal office hours and be flexible to provide cover during service delivery opening times including regular Tuesday evening sessions.

	11.
	Understand, empathise and be committed to the Service’s aims, principles and equal opportunities policies.
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