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JOB DESCRIPTION

Post:




Enquiries Desk Supervisor 

(Maternity Leave Cover)
Responsible to:


Central Services Manager
Responsible for:


Volunteers on the Enquiries Desk

Key Relationships:
Older people ringing in with enquiries.

Other staff working in Age UK Wigan Borough, particularly the Information and Advice Team and Central Services Administrator
Salary:



£24,240 pro rata (£16,378 actual)
Hours of work:


25 hours per week (Mon to Fri 9am to 2pm)
Note:

This job is subject to Disclosure & Barring Service (DBS) disclosure procedures.
This is a temporary role to cover maternity leave.  It is envisaged the role will start in July 2025 and be for one year.

This job is largely office based.

Purpose of this Post

To provide supervision, support and training to volunteers who provide the front-line customer enquiries service. 
To provide support on the Enquiries Desk, ensuring all enquiries receive a prompt, efficient and helpful response

To ensure that systems and processes are in place to meet the standards of the Age UK quality of information standard.
 Key Duties & Responsibilities
1. To support the volunteers on the enquiries desk.  This includes training new volunteers, undertaking an annual review with volunteers and running training sessions as required.
2. To provide support to staff involved in the wider recruitment, selection and training processes for volunteers.

3. To develop resources for the volunteers on the enquiries desk (as well as staff throughout the organisation), ensuring consistency across the team.

4. To ensure that a rota of volunteers covers the enquiries desk during office hours.  To provide back up to the volunteer team, answering the phone and dealing with queries as required.

5. To contribute to the continuous improvement of the enquiries desk, ensuring that systems and processes are in place and understood by volunteers.

6. To develop a high knowledge of our CRM system, ensuring that all volunteers are confident in using it.  To provide reports drawn from the system as required. 

7. To be one of the organisational leads for the phone system, liaising with the company if there are issues and ensuring that it works effectively for all teams.

8. To provide back up to other teams when they have capacity issues.

9. To support the organisation to fulfil its responsibilities under Health and Safety.  You may be asked to take on roles such as First Aider, Health and Safety representative or Fire Marshall for which appropriate training will be given.

10. To support students on placements.  This may include having students that shadow your work or performing a supervisory role.  Appropriate training will be given.

11. To participate in Age UK Wigan Borough promotional events as required.

12. To work within all the guidelines, policies and procedures as set out by Age UK Wigan Borough.
13. To attend Induction, Training and any Staff Meetings as and when required.
14. To carry out any other duties as may be requested which are consistent with the duties and responsibilities of the post.
AGE UK WIGAN BOROUGH

PERSON SPECIFICATION – Enquiries Desk Supervisor
BASED AT Age UK Wigan Borough
Please ensure that you show how you meet each of the following requirements 
when completing your application form.

	
	ESSENTIAL
	EVIDENCE

	         Knowledge and Experience 

	1.
	Experience of working in a service-related environment, including communication with customers 
	Application form Interview

	2.
	Experience of working with older people or with volunteers
	Application form Interview

	6.
	An understanding of and commitment to client confidentiality 

	Application form Interview

	          Skills

	1.
	The ability to use computers and common office software applications, in particular Microsoft Word, Outlook and Excel and a database CRM system         
	Application form

Test

	2.
	Excellent communication skills, with the ability to motivate others to achieve shared goals
	Application form Interview

	3.
	Ability to work effectively with people of different backgrounds and at different levels of an organisation
	Application form Interview

	4. 
	Ability to ensure accurate data entry and recording skills in a timely manner
	Application form Test

	5.
	Excellent administrative and time management skills to deliver results on time and within target.
	Application form
Test

 Interview

	General



	1.
	Demonstration of the Age UK Wigan Borough PRIDE values: Person-centred, Respectful, Innovative, Dynamic, Empowering
	Application form Interview

	2.
	A commitment to providing the highest quality services to older people.
	Application form Interview

	3.
	Willingness to take responsibility for making things happen and solving problems to ensure a job gets done
	Application form Interview
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