East Ayrshire Citizens Advice Bureau 
Job Description & Person Specification
Job Title: Family Forward Ayrshire Triage and Referral Co-ordinator
Responsible To: Operations Manager
Location: East Ayrshire Citizens Advice Bureau, with possible travel across Ayrshire
Hours: 35 hours per week
Contract: Fixed Term until 31 March 2027 (with extension subject to funding)
Salary: Up to £28,000 Depending upon Experience

East Ayrshire Citizens Advice Bureau is seeking an experienced and values-driven Triage and Referral Co-ordinator to support the Family Forward Ayrshire project, an ambitious whole-family support programme funded through the Scottish Government's Whole Family Support Third Sector Delivery Fund.

Job Description
About the Role
The Triage and Referral Co-ordinator will act as the first point of contact for referrals to the Family Forward Ayrshire Project. The postholder will ensure that clients are welcomed into the service efficiently, assessed appropriately and connected to the right adviser or specialist support at the earliest opportunity.
The role will coordinate referrals received from partner organisations, support effective caseload management, maintain accurate records and contribute to the achievement of project outcomes relating to income maximisation, welfare rights, debt, energy advice and wider family support.
The postholder will play a key role in supporting a "No Wrong Door" approach, ensuring families experience a seamless journey through the project.

Key Responsibilities
Referral Management and Triage
· Receive and process referrals from partner organisations and self-referrals.
· Undertake initial client contact and gather relevant information.
· Assess client needs and determine the most appropriate advice pathway.
· Allocate cases to advisers according to client need, urgency and adviser capacity.
· Monitor referral progression to ensure timely service delivery.
· Maintain oversight of waiting lists and identify potential bottlenecks.

Client Contact
· Act as the first point of contact for clients entering the project.
· Explain available services and manage client expectations.
· Support clients to complete consent forms and provide required information.
· Ensure vulnerable clients are prioritised appropriately.
· Follow up with clients where appointments have been missed or further information is required.
Partnership Working
· Liaise with Family Navigators, The Ayrshire Community Trust (TACT) CHAP, CEIS Ayrshire, Megan's Space and other project partners regarding referrals and service coordination.
· Support implementation of agreed referral protocols.
· Promote effective communication between partners to ensure clients receive joined-up support.
Administration and Record Keeping
· Maintain accurate and up-to-date client records on the bureau's case management systems.
· Record referrals, outcomes and project performance information.
· Ensure compliance with GDPR, Citizens Advice standards and internal policies.
· Produce monitoring reports and statistical information as required.
Performance and Quality
· Assist in monitoring project outputs and targets.
· Support evidence gathering relating to project outcomes.
· Contribute to quality assurance processes.
· Participate in team meetings, training and continuous improvement activities.
General
· Promote equality, diversity and inclusion.
· Maintain confidentiality at all times.
· Undertake any other duties consistent with the role and grading of the post.

Person Specification
Essential
Experience
· Experience in an administrative, customer service or advice environment.
· Experience of managing enquiries from members of the public.
· Experience of maintaining accurate records and databases.
· Experience of prioritising competing demands and managing workloads.
Knowledge
· Understanding of advice services and the challenges faced by people experiencing poverty, financial hardship or social exclusion.
· Understanding of confidentiality and data protection requirements.
· Knowledge of effective customer care principles.
Skills
· Excellent communication and interpersonal skills.
· Ability to undertake sensitive conversations with clients.
· Strong organisational and time management skills.
· Ability to assess information and make appropriate referrals.
· Good IT skills, including Microsoft Office and database systems.
· Ability to work independently and as part of a team.
Personal Qualities
· Empathetic and non-judgemental approach.
· Strong commitment to client-focused services.
· Ability to remain calm under pressure.
· Flexible and adaptable.
Desirable
· Experience within the Citizens Advice network.
· Knowledge of welfare benefits, debt or energy advice services.
· Experience of CASTLE.
· Understanding of partnership and multi-agency working.
