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JOB DESCRIPTION

	TITLE:
	Information & Advice Triage Assistant 

	LOCATION:
	Hastings

	HOURS:
	15 hours per week, 
3 hours per day, Mon-Fri

	SALARY:
	£24,570 FTE

	RESPONSIBLE TO:
	Information & Advice Manager

	RESPONSIBLE FOR:
	AREAS:
Information and Advice

	
	LINE MANAGEMENT:
No direct reports



Purpose of the post:
Age UK East Sussex exists to make East Sussex a great place to grow older.
The Information and Advice Triage Assistant helps older people, their families and carers access the information, advice and support they need to make informed choices, maintain independence and improve their wellbeing.
The role is often the first point of contact with the charity and plays an important part in ensuring people feel welcomed, listened to and supported. By understanding people's circumstances, identifying what matters most to them and connecting them with the right support, this role helps older people navigate challenges and access opportunities that can improve their quality of life.
The role also helps ensure that colleagues, volunteers and partner organisations work together effectively so that older people receive timely and coordinated support.

How this role makes a difference
This role contributes to:
· Older people feeling listened to, respected and supported.
· Older people accessing the right information, advice and services at the right time.
· Improved confidence, independence and wellbeing for older people.
· Effective partnerships that strengthen support available across East Sussex.
· High-quality information that helps the organisation understand needs, improve services and demonstrate impact.
· Delivery of Age UK East Sussex's vision and mission.
The role's success is measured not only by the activities undertaken, but by the positive difference created for older people and the communities in which they live. 


Key Responsibilities
Supporting Older People to Access Information and Support
· Provide a welcoming, responsive and professional first point of contact through telephone, email and other communication channels.
· Help older people, families and carers understand their options so they can make informed decisions.
· Connect people with the most appropriate services, support and resources based on their needs and circumstances.
· Ensure people with more complex needs are referred appropriately for specialist advice or support.
· Promote awareness of services provided by Age UK East Sussex and partner organisations.
Improving Outcomes for Older People
· Ensure people receive accurate, reliable and up-to-date information.
· Help reduce barriers that may prevent people accessing services and support.
· Contribute to positive experiences that help people feel confident, informed and supported.
· Identify emerging needs, concerns and trends affecting older people and share learning with colleagues.
Information, Insight and Learning
· Maintain accurate and accessible records that support safe, effective and high-quality services.
· Contribute to the collection of information that demonstrates service outcomes, learning and impact.
· Ensure information resources remain current, relevant and accessible.
· Support continuous improvement through effective use of information and feedback.
Partnership and Community Working
· Build positive and productive relationships with partner organisations, community groups and stakeholders.
· Share relevant information and feedback that can improve services and support pathways.
· Represent Age UK East Sussex positively at meetings, community events and networking opportunities where appropriate.
· Contribute to stronger collaboration across organisations supporting older people.
Quality, Safeguarding and Compliance
· Work in accordance with organisational policies, procedures and quality standards.
· Fulfil safeguarding responsibilities and contribute to creating safe environments for service users, volunteers and colleagues.
· Maintain high standards of confidentiality, data protection and information governance.
· Promote equality, diversity and inclusion in all aspects of service delivery.
· Contribute to a culture of learning, accountability and continuous improvement.
Working as Part of Age UK East Sussex
· Work collaboratively with colleagues, volunteers and partners.
· Participate in learning and development opportunities.
· Act as a positive ambassador for the charity's mission, values and reputation.
· Undertake other duties consistent with the purpose and level of the role.






What We Are Looking For
We welcome applications from people who can demonstrate:
· A commitment to improving the lives of older people.
· Alignment with our values of We Listen, We Care and We Make a Difference.
· Strong communication and relationship-building skills.
· An ability to listen, understand needs and respond appropriately.
· A positive and inclusive approach to working with people from different backgrounds.
· Good organisation and digital skills.
· The ability to learn, adapt and work effectively within a changing environment.
· Evidence of making a positive difference to others through work, volunteering, caring responsibilities or other life experiences.
We recognise that people gain relevant skills and experience in many different settings. We welcome applications from candidates who may not meet every desirable requirement but can demonstrate the capability, values and potential to succeed in the role. 

Person Specification
Essential
Capability and Experience
· Experience of supporting, informing or communicating with members of the public, customers, clients, service users, colleagues or volunteers.
· Confidence communicating by telephone, email, face-to-face and in writing.
· Good digital skills, including experience of using databases, case management systems or Microsoft Office applications.
· Ability to maintain accurate records and manage information appropriately.
· Understanding of the needs, experiences and challenges that may affect older people, gained through employment, volunteering, caring responsibilities, lived experience or other relevant activity.
Behaviours and Values
· Builds trust through active listening.
· Treats people with dignity, respect and compassion.
· Demonstrates empathy and sound judgement when supporting people who may be vulnerable or distressed.
· Works collaboratively and positively with others.
· Takes responsibility for delivering high-quality work.
· Seeks feedback and is willing to learn.
· Demonstrates commitment to equality, diversity and inclusion.
Knowledge
· Awareness of confidentiality, data protection and the importance of handling personal information appropriately.
Desirable
· Knowledge of welfare benefits, housing, social care or information and advice services.
· Awareness of issues, policies and services affecting older people and unpaid carers.
· Experience of working within a charity, health, social care, community, housing or public sector environment.
· Ability and willingness to travel within East Sussex where required.

Success in This Role Will Mean
Success is not simply about responding to enquiries. Success is about helping older people access support, feel valued and achieve better outcomes.
Within the role, success will mean:
· Older people feel listened to, respected and supported.
· People access the most appropriate services and support for their circumstances.
· Accurate information is provided in a timely and accessible way.
· Records and information systems are maintained to a high standard.
· Positive relationships are developed with partners and stakeholders.
· Service users experience Age UK East Sussex's values in practice.
· Learning, feedback and insight contribute to service improvement.
· The role contributes to the charity's mission of making East Sussex a great place to grow older.
Evidence of Success
· Positive feedback from older people, carers and partners.
· Strong quality assurance outcomes.
· Accurate and timely record keeping.
· Effective signposting and referral outcomes.
· Positive colleague feedback.
· Evidence of service improvement and organisational learning.
Consistent demonstration of AUKES values and behaviours.


I confirm that I have received and read the above Job Description and Person Specification.
As an employee of the Charity, I understand the duties and responsibilities assigned to me. Furthermore, I understand that these are intended as guidelines and may change over time, as necessary. From time to time, I understand I may be asked to perform duties and undertake responsibilities that are not specifically set out in my job description but are suitable for my role and level.
I confirm that I have received and read the above job description and person specification.

Employee Name............................................................................................................ 

Signature.......................................................................................................................

Date...............................................................................................................................
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