[image: ]
 JOB DESCRIPTION and
 		PERSON SPECIFICATION



Job title: 		Advice Caseworker 

Department: 	Operations and HR Department (London based)

Starting salary:	Grade B - £28,913 - £31,915 (+ £4K London Weighting)

Hours of work: 	Full time, 37.5 hours per week

Responsible to: 	Operations and HR Manager 

Responsible for: 	Currently this role has no line management responsibilities  


Purpose of role: 

Sunderland Students’ Union is a charitable organisation committed to the educational interests and welfare of its members studying at both the University of Sunderland and University of Sunderland in London. 

Providing students with free high quality independent advice is a key aspect of organisational delivery and something we are very proud of. 

This is a really exciting opportunity to develop and lead a new area of development for the Students’ Union’s Advice Service to be based at our branch campus in London. 

Within this role you will provide advice and guidance to students on areas including academic issues, wellbeing, and general support with a focus on empowering and enabling students to manage their own situations with clarity and confidence. 

Through contact with students and stakeholders you will maintain a broad view of the issues impacting students and use this to shape proactive approaches to common issues. This may include, but is not limited to developing awareness raising programmes, working collaboratively with the Officer team, and influencing key stakeholders in the University. You will be a central member of the Advice department with strong links into the Students’ Union team in London. 

Key Accountabilities:

· Deliver an excellent, compliant advice service to students via email, online and face-to-face appointments, managed through an appointment system. 
· Operate a professional casework service for students.
· Ensure students are aware of the advice service through promotion both internally and through relevant University relationships and channels. 
· Report on data and trends from casework and advice as required. 
· Develop guidance and information to educate and empower students to self-support. 
· Develop and maintain successful professional relationships with key University colleagues to ensure effective and consistent support for students. 

Responsibilities and Duties:

Delivery 
· Manage a caseload of student clients, supporting complex cases through to completion.
· Maintain effective case records.
· Attend panels/investigatory meetings in support of students upon request. 
· Provide data and information to support or initiate campaign activity for elected Officers and students. 
· Use data and trends from advice delivery to inform campaigns, preventative action, and University policies. Leading on related research to support this as required. 
· Create and deliver resources that enable students to understand and resolve common issues. 
· Maintain the dedicated area for Advice & Support on the Students’ Union website, creating useful relevant content for students in London and monitoring usage analytics to identify areas for development. 
· Training SU Crew, Course Reps and other student leaders on advice signposting and its effectiveness.
· Deliver remote advice support to students studying on our Sunderland campus, as and when required. 
· Demonstrate excellent knowledge, professional standards, and ethical behaviour. 
· Be administratively self-supporting. 
· Ensure confidentiality is always maintained. 
Strategy and Development 
· With the support from the Operations and HR Manager, lead the delivery of a new Advice provision at our campus in London and understanding it’s need from our London students. 
· Prepare evidence led insights for the Operations and HR Manager into the use of the advice service and create proposals for future development of the service. 
· Agree a series of monitoring indicators that enable measurement of the impact of the advice service with the aim of efficient effective delivery and continuous improvement. 
Stakeholders
· Support colleagues to develop the organisational knowledge of advice and guidance. 
· Coordinate the requirements of stakeholders, Students’ Union, University, and external influencers. 
· Build positive relationships with relevant stakeholders enabling the Union to exert influence, lobby and achieve change on behalf of members.
· Promoting the Advice and SU services in Welcome weeks, Campus Pop ups, and open days.
· Working with academic and professional services staff to bridge understanding of advice service and ensure London campus compliance.
· Working with University advice team to create good working relationships and activity collaboration.
· Build and maintain positive relationships and partnerships with other Students’ Unions.



Learning & Development
· Lead your own professional development and undertake appropriate learning & development activity as required to enhance your knowledge and skills within your role. 
· Develop and maintain a professional network with significant reach across the sectors of higher education and advice provision. 
Compliance
· Ensure that the Advice Service Terms and Conditions are annually reviewed and followed in the provision of advice and support. 
· Ensure the provision of advice and support is fully compliant with appropriate legislation and relevant accreditation & standards including the Education Act and General Data Protection Regulation. 
· Take appropriate action to ensure that the information Your SU provide to students is up to date and correct. 
Other 
· Help our elected Officers achieve their manifesto commitments.
· Be an enthusiastic advocate for student leadership and the organisations mission and values.
· Actively engage in student-facing projects and activities of all kinds as required.
· May be required to work some evenings and weekends.
· Occasional travel to Sunderland may be required to visit the Sunderland Campus Students’ Union. 
· Undertake any other reasonable duties and responsibilities as determined by your line manager. 





















Person Specification: 

	
	Essential
	Desirable
	Method of assessment

	
	
	
	A
	I
	T
	D

	Qualifications


	A qualification in information, advice or guidance or significant experience in a related discipline.
	 
	
	
	
	
	

	Educated to undergraduate degree level or equivalent experience. 
	
	
	
	
	
	

	A relevant qualification in delivering advice or guidance specifically relating to an education setting.

	
	
	
	
	
	

	Experience


	Substantial experience of providing advice and support. 
	
	
	
	
	
	

	Experience of managing own caseload. 
	
	
	
	
	
	

	Experience of a working with a digital case management system.
	
	
	
	
	
	

	Experience of interpreting legal or regulatory frameworks. 
	
	
	
	
	
	

	Experience of leading service design or review. 
	
	
	
	
	
	

	Experience of managing staff or volunteers. 
	
	
	
	
	
	

	Experience of working in an educational environment and/or a democratic environment. 
	
	
	
	
	
	

	Skills and Knowledge 


	Ability to interpret and diagnose client needs effectively.
	
	
	
	
	
	

	Excellent written and oral communications skills.
	
	
	
	
	
	

	Skilled in managing complex and conflicting information. 
	
	
	
	
	
	

	Ability to explain complex cases, data, or policies to a lay audience. 
	
	
	
	
	
	

	Ability to design and undertake research. 
	
	
	
	
	
	

	Ability to work on own initiative, as well as part of a team. 
	
	
	
	
	
	

	Effective problem-solving skills. 
	
	
	
	
	
	

	Digital literacy. 
	
	
	
	
	
	

	Excellent time management skills. 
	
	
	
	
	
	

	Ability to develop and maintain effective professional relationships. 
	
	
	
	
	
	

	Knowledge of issues affecting students in UK higher education.
	
	
	
	
	
	

	Developing mulita media content. 

	
	
	
	
	
	

	Values and Behaviours


	Client focused with the ability to work with a diverse range of people. 
	
	
	
	
	
	

	A sophisticated understanding of, and a strong commitment to, ethical advice practice including confidentiality and data security. 
	
	
	
	
	
	

	A demonstrable commitment to our organisation’s values.
	
	
	
	
	
	

	Strong commitment to, and understanding of the principles of equality, diversity, and inclusion.
	
	
	
	
	
	

	The ability to manage and show resilience with difficult and challenging situations. 
	
	
	
	
	
	



*A = Application form, I = Interview, T/P = Test or Presentation, D = Documentary Evidence

This job specification is non-contractual and is subject to alteration after consultation with the post holder.
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