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JOB DESCRIPTION

	Job Title
	Pension Wise Guidance Specialist	(CARF SCQF Level 7) Senior Bureau

	Reporting To
	Business Development Manager

	Overview
	The Pension Wise Guidance Specialist will work as part of the national Pension Wise project which is a free and impartial service that provides help & guidance to people about their options when accessing their defined contribution pension. 
 

In addition, the post holder will be expected to work alongside other existing services in CARF including frontline services, and other projects, to the benefit of clients. 

	Purpose of Job
	· [bookmark: _Hlk32322922]The Pension Wise Guidance Specialist will provide accurate and relevant information and guidance to people either over the telephone or in a face to face setting, helping them to understand their pension options & the full implications of each.

· Deliver in appropriate locations throughout Fife as may be required. The post holder will be expected to undertake evening and weekend work when required.

· To ensure the advice provided meets, or exceeds quality of advice standards.


	Scope of Work
	· As detailed in Degree of Autonomy.

· The post requires an understanding and proven knowledge of pension law, practice and products gained in a pensions technical role as well as an understanding of the wider issues for those facing retirement. 


	

	Degree of Autonomy
	· Provide information and guidance to members of the public, in line with the Pension Wise service standards.

· Using the skills appropriate to the role, help consumers to understand the full implications of their pension choices 

· Raise consumer awareness of pension scams and fraud and to encourage and assist consumers to report them to the relevant authorities.

· Respond proactively and flexibly to consumer demand, working to agreed service delivery standards.

· Provide timely and accurate follow up information that is clear and understandable.

· Contribute towards shared best practice within CARF and across the Citizens Advice network. 


	 
        
	· Ensure that all work conforms to the Pension Wise quality standards, including undertaking peer to peer observations for quality assurance purposes, where applicable.

· Ensure that any required management information is both captured and reported on a timely basis.

· Complete training, continuous professional development and other requirements to gain and maintain accreditation.

· In addition, you may be required to carry out ad hoc projects to improve the service we provide, attend meetings or workshops and support promotional activity for the service, within the scope of the role.

· To actively refer to other appropriate areas of the organisation.

· To undertake periodic short presentations and talks on Pension Wise services to partner organisations and other audiences.

· To take responsibility for Pension Wise referrals 

· To identify and progress social policy issues relevant to the remit, and within current guidelines and processes.

· To undertake other duties as defined by the Manager and as required by the exigencies of the service.

· To identify your own personal strengths and weaknesses, including identifying personal training needs, and attending in-house/external training courses as appropriate, including necessary accreditation.







	Processes
	· Ensure accurate recording, progressing and monitoring of client cases in accordance with recognised good practice and internal procedures.

· Collate statistical data, review and interpret performance data and submit regular written reports as required by the project.

· To be responsible for all aspects of service delivery within the above remit, including quality and performance recording and monitoring, to ensure targets, outcomes and standards are met.


	Quality
	· Adhere to CARF’s recognised good practice and standard processes and procedures to ensure governance and compliance at all times. 

· Contribute to overall efficiency and quality of processes and procedures.

· Ensure compliance with quality and statutory standards which requires maintaining a working knowledge of current local and national legislation, guidelines and key areas of advice.

· Work within specified quality of advice and service standards.




PERSON SPECIFICATION

	Knowledge & Understanding
	· Good foundation knowledge of pensions products, law, practice and products, gained in a pensions technical role.

· A commitment to on-going personal and professional development; you will be required to undertake training within the scope of the role

· APMI or CII qualifications or equivalent in related areas would be of benefit.

· Evidence and/or qualifications equivalent to SCQF Level 7.

· Demonstrable understanding of the aims and principles of CARF/CAB.



	Communication, numeracy and ICT skills























	· Strong questioning skills and the ability to get to understand key client issues whilst maintaining structure and control during the course of a client interview.

· Ability to translate complex ideas and topics into clear, concise and engaging content that the general public are able to understand

· Ability to identify connecting advice issues and assess an individual’s ability to take action.

· The ability to build a rapport, communicate confidently, sensitively and professionally, using appropriate oral and written techniques.

· Commitment to team working

· Dependable, reliable, trustworthy and approachable

· Demonstrate an ability to identify and resolve problems quickly and efficiently.

· Promotional and presentation skills and the ability to represent the organisation at events and meetings and publicise/market the service.

· A competent knowledge of Microsoft Office applications and proven ability to learn and use a range of other software on a daily basis.

· Numerical skills to understand and translate complex financial matters

	Generic Cognitive Skills e.g. evaluation & analysis
	· Keen analytical skills, able to collate, review and logically interpret data.

· Ability to identify and resolve problems quickly and efficiently.

· Good time management skills.

· Good interview and diagnostic skills.

	Autonomy & Accountability
	· Proven ability to work on own initiative – to monitor and maintain own standards and meet qualitative and quantitative targets for service delivery using proven organisational and time management skills.

· Able to work to agreed quality standards and take individual responsibility for the delivery of this within your work.

· Willingness to work flexible hours as required by the service and the needs of clients.

· Willingness to travel within the specified geographical area.

· Possess an organised approach to all areas of work, including recording and filing of work, while being cognisant of the need for discretion and security of information.



	Applied Knowledge, Skills & Understanding
	· Proven ability in financial capability and an understanding of the issues consumers face in trying to manage their money

· -      Commitment to good customer/client service

· An understanding and commitment to the aims and principles of the CAB service and to the policies and procedures of the Bureau.

· An understanding and appreciation of wider retirement issues

· A commitment to the aims, principles and policies of Citizens Advice and Rights Fife.

· An understanding of the issues that affect clients and how it affects them and their families.

· An understanding of social policy related work and how to apply this in a work environment.

· An awareness of the current policy issues affecting individuals and communities in Fife.

· Flexible approach to tasks and a positive attitude.

· Able to work within required statutory standards. 

· Support the principal of volunteerism.

· Willingness to learn and develop new skills.

· Commitment to equality of opportunity and diversity

	Other
	· Able to travel throughout the region, where necessary.

	Values & Attitudes
	  
Commitment to CARF’s STARS values and associated behaviours:

o Skilful – CARF staff and volunteers are valued for their expertise and encouraged to increase knowledge through continuous learning.
o Trustworthy – CARF staff and volunteers are treated, and act with, honesty, respect and dignity at all times.
o Aspiring – CARF staff and volunteers show a desire and determination to make themselves and CARF the best they/it can be.
o Reliable – CARF staff and volunteers consistently aim to deliver the highest possible service.
o Supportive – CARF staff and volunteers work as a team to provide encouragement and support to each other, and to those who use our services.

For more detailed information relating to our STARS values, please refer to the document ‘An Introduction to the CARF STARS Framework.’
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