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Admin/Intake Worker

(Advertised December 2021)

Covering Letter
Dear Applicant

Thank you for your interest in this post: 
Admin/Intake Worker

Closing date 5pm 17th Jan 2022
This pack contains the following items to enable you to make application for the above post. Please mark clearly on the form which post you are applying for.

Please ensure that you read the guidance notes fully before completing your application.

· Covering letter 


attachment 1 page 1


· Job description, terms

attachment 1 page 2


· Person specification


attachment 1 page 3

· Application form guidance notes
attachment 1 page 4-5
· Application form


attachment 2


· Declaration of criminal convictions 
attachment 2


· Equal opportunities form

attachment 3


Please note, all applications and relevant recruitment documents will be held confidentially and destroyed after 6 months, apart from documents relating to the successful applicant.

We will contact you via e-mail to let you know whether or not you have been shortlisted.

Interviews will be via video call.
We thank you for your interest in our work with women, children and young people who have experienced domestic abuse.
Sandra Paton
ABWA Manager

ABWA strives to be an equal opportunities employer and welcomes applications from women from all sectors of the community.   Under Schedule 9 of the Equality Act 2010 only women are eligible to apply.

Job description
	Job Description: Admin/Intake Worker

	Core Purpose
	You will be required to work and think in a pragmatic manner in order to support the manager with a variety of tasks, including:

· Managing incoming calls including service users in crisis
· Managing incoming calls from other stakeholder services

· Maintaining an accurate record of all incoming calls

· Maintaining general and financial e-filing records


	Key Outcomes

	1
	  Act as first point of contact for incoming callers; women affected by domestic abuse and   

  stakeholder agency enquiries


	2
	  Process referral emails; document service correspondence; maintain financial records (e-files)



	3
	  Undertake any reasonable tasks as requested by the Manager or Team Leader


	4
	Work as an integral part of ABWA’s staff team


	Duties and tasks    

	Provide secretarial and administrative support including:

· Handle incoming calls, ensuring service users receive an empathetic, helpful response

· Update ABWA’s domestic abuse database

· Accurate, timely filing of general and financial paperwork

· Maintain ABWA’s petty cash system

· Work within ABWA’s policies and procedures framework
· Uphold ABWA’s commitment to confidentiality


	To effectively do this job you are expected to demonstrate these core competencies

	· As first point of contact for ABWA provide a helpful, professional response to all callers
· Deliver consistent, accurate, high-quality work

· Use your initiative to prioritise your work in line with service priorities

· Manage and prioritise competing demands on your time and prioritise those demands

· Work flexibly and maintain effective working relations across the staff team

· Respond to changing priorities to minimise risk

· Organise your workplace tasks for effective performance

· Develop your understanding of domestic abuse and its’ impact on women and their children

· Respond flexibly and effectively to stakeholder needs
· Promote ABWA’s services

· Support management in overseeing careful financial management of resources
· Excellent oral, written and IT communication skills

· Excellent organisational skills



Person Specification
	Work Experience/Skills  
	Essential
	Desirable

	Experience working in a customer facing (telephone) role
	E
	

	Experience in general office administration
	E
	

	Relevant qualification (or willing to undertake) to register as support assistant (SSSC)
	E
	

	Experience communicating with vulnerable/distressed adults
	
	D

	Experience using a systems database proficiently
	
	D

	Experience working in a fast paced and pressured environment
	
	D

	Experience working within a confidentiality framework
	
	D

	Competencies  
	Essential
	Desirable

	Excellent communication and interpersonal skills  
	E
	

	Excellent organisational and record keeping skills
	E
	

	Proven ability to prioritise tasks, meet deadlines
	E
	

	Sound IT skills: Outlook, Word, Excel, web-based info systems
	E
	

	Sound understanding of the causes and effects of domestic abuse 
	
	D

	Understanding of the cause and impact of domestic abuse
	
	D

	Personal Qualities  
	 
	 

	Calm, non-judgemental and empathetic
	E
	

	Solution focused, positive approach to problem solving
	E
	

	Self-motivated 
	E
	

	Flexible responsive approach with ability to adapt to meet ABWA’s needs
	E
	

	Commitment to equal opportunities and anti-discriminatory practice. 
	E
	

	 Special Requirements
	
	 

	Able to work flexibly including some evenings and occasional weekend work 
	
	D

	Ability to work from home during lockdown
	
	D

	 Organisational Culture  
	 
	 

	ABWA is committed to bringing an end to domestic abuse and providing a very high standard of service to its service users and other stakeholders. The post holder must understand and subscribe to the feminist analysis of domestic abuse and share a commitment to achieving ABWA’s objectives
	E
	 


Application Form Guidance Notes
These guidance notes are provided to assist you in completing the application form.  Please read the information very carefully and ask yourself:

· Do I meet all the essential person specification requirements?
· Do I possess the personal qualities required?

· Do I have the relevant work experience/confidence to successfully take on this role?

Application Form: Please complete the application form electronically.  Do not submit a CV.
Your application form will be scored by the shortlisting panel so they can determine whether, or not, you will be invited for interview.   Providing descriptive details rather than basic statements will improve your chances of achieving a higher score.  
E.g. I have worked in a busy office for 4 years – does not convey depth of experience.  
Instead, where possible provide descriptive detail.
E.g. For the past four years I have handled all of our service’s incoming calls along with one other staff member.  I routinely handle calls from distressed, angry and confused customers (go on to describe)  
Referees: We request two referees. The 1st should normally be your current/most recent employer.  The 2nd may be a previous employer, or someone who can vouch for your suitability.    No references can be provided by a relative.  
We will not contact referees unless we make you a conditional offer after interview.  
Check with your referees that they give consent to providing a reference for you.   
Details of Education, Technical and Professional Qualifications: Tell us about any qualifications relevant to the post you are applying for.  Provide dates etc. as requested.

We will seek sight of any qualifications that are essential to the post.  
Details of Previous Employment: Please list your previous employers, starting with the most recent, stating your job title and giving a brief summary of your duties. Try to tell us about your duties and responsibilities, rather than information about a team or section you worked in. Include details of any unpaid or voluntary work you have undertaken
Person Specification: This is critical, and you will be measured against it: This is your opportunity to tell us how your skills/experiences/values will help you to carry out this role.

Refer to the person spec and job description when completing your application. 

Additional Information for Applicants with Disabilities: The Disability Discrimination Act makes it illegal for employers to discriminate against people with disabilities when you are applying for a job or are in employment. 

Personal Details: We require personal details to allow us to contact you to attend an interview.  Our GDPR statement can be found WWW.ARGYLLWOMENSAID   

Equal Opportunities Monitoring Form: Please read the information sheet on equal opportunities monitoring and complete the monitoring form. This form will be separated from your application form when we receive the completed pack.
Check List for the Final Copy: Keep a copy for your own reference and e-mail all documents to:  recruitment@abwa.org.uk
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