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Information & Advice Team
Introduction
Age UK Camden is an independent voluntary organisation working to enhance the quality of life for older people living in the borough. 

Our clients are the focus of our services, some are potentially vulnerable and many have high support needs.  We aim for inclusive volunteering but the needs and best interests of our clients will inform our volunteering decisions.  
Good quality Information and Advice is vital for Camden’s older people and Volunteers can support this service in lots of ways including: 
· Information Assistant – giving Information to personal and telephone callers to our Information Desk
· Advice Support Role  - Follow up communications linked to cases and in liaison with Case worker
· Adviser –there are different topics that a volunteer can opt to specialise in ( e.g LPT/ Safer Homes)  and undertake the appropriate training.
Information Assistant
Our information desk is open to personal and telephone callers Monday to Friday between the hours on 10 and 4 and task will include
Meet client in person or by telephone.

Explore the nature of the query presented by the user

Identify and research information relevant to the user.

Present and discuss information, enabling them to identify a possible solution.

Signposting to other services 

Making appointments with case workers

Maintain case records using manual and electronic systems.

Liaise with the I&A team for advice, guidance and support 
Advice Support Role 
Our case work team help people with a range of issues including Debt and Benefits After a customer has been supported we often need to follow up with agencies and companies, or check with clients that they received the service they expected.

Ideally you will be able to offer at least half a day per week at our office in Tavistock Square

You will have or be able to develop verbal communication skills. You will also have or be willing to learn about debt advice, benefits and social care.

Advisor

Volunteer undergoes training on a specific topic, e.g. Safer Homes, LTP etc. and offers appointments to people who have been identified as needing support in this area, helping them to identify issues, possible solutions and where to go for further support if needed. 
Personal qualities most suited to the roles:
· Interest in issues impacting on older people

· Good communication – written /telephone/

· Confident with computers – including email and databases (We teach volunteers how to use our in house system)
· Patience and Sensitivity 

· Reliable and Good timekeeping

· Willing and able to engage in tasks on your own and also as part of a team
Responsible to

· I&A Manager
· Information Desk Officer

Support and Supervision 

· The I&A Manager  or Information Desk Officer will provide regular support and supervision 

· Travel and other agreed expenses are reimbursed to volunteers

Training 

· Induction to Age UK Camden

· On line Safeguarding 
· Any other as identified by the manager. 

Recruitment procedure

· Application form

· Meeting relevant manager

· References

· Disclosure and Barring Check
· Attending Age UK Camden Induction

· Attending any training necessary to the role. 

