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	Age UK Sheffield

Person specification (Ref: IAM726 )
Information and Advice Manager


	Category
	Essential
	Desirable

	Commitment
	· to facilitate independent living for older people [AF, ]

· to a flexible, person-centred approach [I]

· to the highest standards of professional and corporate conduct, accountability and openness [AF, I]
· to extend Age UK Sheffield’s reach and improve access to Age UK Sheffield services [AF, I]
	

	Customer focus and operational delivery
	Knowledge and understanding of barriers to independence commonly faced by older people [AF, CE, I]
Detailed understanding of welfare benefits available to older people [AF]

Ability to:

· deliver excellent customer service [AF, I, CE]

· problem-solve, research solutions, advocate, and advise [AF, I, CE];
· gain the trust and confidence of customers [AF, I, CE] ;

· treat people with unconditional respect [CE];

· augment the resilience, experience, resourcefulness and determination of older people themselves [AF, CE];

· co-produce service delivery and development [AF,  I, CE];

· travel throughout Sheffield [AF]
Experience of:

· working with partner agencies/organisations [AF, ]

	Experience of working with older people 

 and their families [AF]

Full UK driving license, access to a vehicle during working hours, and car insurance cover for business use [AF]

customer assessment and review [AF, CE, I]

effective customer case load management [AF, I]
risk assessment and risk management [AF, ]



	Category
	Essential
	Desirable

	Leadership, people and resource management
	· excellent people management skills [AF, I] 
· flexible and adaptable ‘can-do’ approach [AF, I]

Ability to:

· be responsive to new cases and ensure they are open and closed in a  timely manner

· plan and manage demand for service and waiting lists [AF, I, CE]

· work to deadlines and targets [AF, I]

· inspire trust, confidence and commitment [ I, ]

· engage and influence a wide range of key players [AF, I]
· work as part of the corporate Leadership Team [I]
· monitor complex casework and ensure appropriate support is available for appeals and challenges [AF,I]
· ensure services meet Advice Quality Standard requirements and organisational quality standards [I,AF,CE]
· conduct case audits and quality reviews to maintain high standards of advice delivery [I,AF]

· identify areas for improvement and implement service development plans [I,AF,CE]
	· experience of implementing new services or projects [AF, I]
· experience of providing staff, volunteer and/or student supervision and appraisal [AF]

· experience of working with people from minority groups [AF]



	Team working
	Commitment to:
· deliver the objectives of Age UK Sheffield [AF,I]
· implement Age UK Sheffield policies and procedures [AF]

Ability to:
· work on own initiative, accept responsibility and report on performance [AF, I]

· fully participate in team working [AF,I]

· liaise / communicate with a wide range of people [AF,CE, I]

· respect differences of opinion and be open to constructive challenge [, CE]

· step back, reflect and learn from experience, as a member of a team [AF, I]
· supporting colleagues and identifying opportunities for creative service delivery [I, AF]
	

	Systems and Information management
	· excellent computer literacy [AF, CE, I]

· ability to maintain accurate customer records [AF]

· ability to monitor and report on outcomes [AF]

· ability to analyse and use outcome information [AF]
· ability to monitor performance against agreed targets, outcomes and funding requirements [I, AF, CE]

· Knowledge of safeguarding adults and information governance requirements [AF,I]
	· Experience of managing funded projects and contracts. [AF,I]


	Contributing to a learning organisation
	· evidence of on-going learning/training [AF]

Commitment to:

· ongoing learning, both personally and at an organisational level [AF, I]

· comfortable in a constantly evolving, innovative, task-centred world [AF, , I]
	


When completing your application, please show clearly how your skills, knowledge and experience match with the list above. These skills, knowledge and experience may have been gained in either a paid or unpaid capacity.

AF = Application form
 CE = Reflective exercise   I = Interview    

Recruitment process

1. Assessment of application form
2. Customer Exercise: presentation / reflective exercise 
3. Interview
_________________________________________________________________________________________________
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