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ROLE DESCRIPTION

	Job Title
	Telephony Assistant Manager (Information, Advice & Friendship)


	Division
	Telephony Services



	Department
	Helpline 


	Location
	Blend of office (Edinburgh-based) and home working



	Geographical focus of role
	Scotland-wide

	Contractual Status of Role: Permanent or fixed term
	Permanent 

	Hours:
	F/T 35 hours per week 


	Job Title of Manager:
	Telephony Manager


	Job Titles and number of any direct reports:
	Helpline Advisor x 7


	Salary:
	Circa £30,000pa depending on experience


	Job Purpose:
	Line manage, lead, and motivate the Age Scotland Telephony Services Team. Providing support, training and development to a team of information, advice and friendship advisors.
Closely supporting the Telephony Manager, the role will be responsible for the overall customer experience, impact evaluation, reporting, case checking and call quality management to ensure we meet our advice audit standards and funding outcomes.  
Working with the Telephony Manager in the development of new systems and partnerships.
The role requires an element of practitioner hours and continuous performance development and therefore telephony advice work will make up part of the responsibilities. 
To work closely with the Telephony Manager and deputise in their absence.  


	Main Responsibilities

	Leadership and line management:

· Provide effective leadership, development and coaching for your team. Manage, lead and motivate the team, conducting regular meetings and training.

· Performance and absence management.
· Keep up to date on all relevant legislation and legislative changes and share updates with the team.
· Prepare agendas and minutes as appropriate.
· Maintain and monitor effective and efficient administrative systems.
· Collate advisor performance KPIs.
· Assist the Telephony Manager in recruitment and training of new team members.
· Deputise for the Telephony Manager in their absence, to include liaising with senior management and external organisations. 

Supervision of an information and advice welfare and benefits service delivering on:  
· Money (including benefits checks)

· Social care 

· Retirement choices and lifestyle

· Housing

· Health

· Consumer

· Legal and end of life

· Employment

Lead service delivery of telephony information and advice which is: 
· Customer centric, empathetic and non-judgmental 

· Safeguarding cases appropriately and where necessary progressed with care and compassion 
· Supplemented with publications and effective follow up
· Quality assured through effective monitoring of case records and call listening
· Aligned with policies and procedures which are current and adhered to 

· Compliant with agreed referral procedures

· Based on quality assured information resources including Advisernet, Scottish Government websites and CPAG handbooks 

· Provided in accordance with relevant quality audit standards and partnership agreements
Triage:
· Real time management of call queues 

· Ensure both inbound and outbound call activity follows a blended approach with appropriate resource maximisation 

· Ensure effective rotas are in place to cover any eventuality within workload fluctuations 

· Efficiently allocate workloads through the CRM 

· Monitor call levels and call trends providing feedback on customer insights 
· Complaint and objection handling 

· A point of escalation for complaints and complex issues 

· Build strong networks with any outsource support as required 

Donations: 

· Support our charity by encouraging enthusiasm and support for our telephony fundraising and donation campaigns ensuring training and support for advisors is in place 
· Develop and seek opportunity to promote regular donations from warm leads 
Volunteers: 
· Work closely with the Telephony Manager to support, develop, and grow our volunteer provision within the telephony area 
· Work with colleagues to further develop the volunteer management system and utilise the data to provide matching opportunity and development for our volunteers 
Partnership working:

· Support and help develop new partnerships to enhance and expand telephony systems and processes
· Represent Age Scotland at external meeting and events


	Quantitative aspects of the role
	· Manage the team to meet agreed call performance levels 
· Manage the team to meet quality audit standards and case checking samples 

	Performance Measures
	· Adherence to objectives and departmental goals
· Call monitoring and case checking to improve quality and meet all compliance and quality audits.  
· Manage conduct, performance and absence management processes in line with company guidelines
· Handling any complaints timeously and take appropriate proactive steps to keep customer complaints to a minimum 




PERSON SPECIFICATION

	Experience
	Essential:

· Supervision and line management experience in a call centre environment


	
	Desirable:

· Experience in a generalist information and advice telephone service 

· Working with volunteers 

· Experience of case checking

· Speech analytics and call quality management experience 

· Experience of supervising remote workers 



	Knowledge/Skills
	Essential:

· A knowledge of, or ability to learn, the theory and practice of information and advice: money (including benefits), health and social care, retirement choices and lifestyle, housing, consumer, legal and end of life, employment. 

· Understanding of call recording systems 
· Quality assurance and case checking
· Equality and diversity
· Customer and people centric

· Excellent communication skills both verbal and written

· Solutions focused and results orientated 

· Demonstration of keeping knowledge up to date 

· Attention to detail 

· Resilience to work under pressure and prioritise work in a busy environment 

· Ability to analyse and interpret complex information 

· Provide leadership through complex and emotionally demanding enquiries 

· Ability to work flexibly and to lead positively on service developments 

· Strong IT skills. Proficient in Excel and other MS packages. 



	
	Desirable:

· Safeguarding of vulnerable people 

· Issues affecting older people and their carers 

· Demonstration of evaluation models and how to measure our impact 

· Knowledge of telephony systems 

	Additional Requirements:
	Essential:

· Willingness to work from the Edinburgh office when required.

· An understanding of and commitment to equal opportunities.
· Commitment to work alongside and support volunteers.

· Commitment to the aims and vision of Age Scotland and the ability to demonstrate those values in your work.

· Commitment to tackling the stigma of isolation and loneliness
· Employees are expected to undertake any and all other reasonable and related tasks allocated by line management.


PAGE  
2

[image: image1.jpg]