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Warm and Safe Homes Advice Line Co-ordinator (R04)
One Year Fixed Term –

Newcastle Upon Tyne
Directorate of Operations 
Job Details
 Background information on NEA
NEA – the national energy charity

National Energy Action (NEA) is the national charity which works to eradicate fuel poverty and campaigns for greater investment in energy efficiency to help those who are poor or vulnerable to be able to stay affordably warm. NEA works in partnership with central and local government, fuel utilities, housing providers, consumer groups and voluntary organisations to promote energy efficiency with the aim of bringing social, environmental, housing and employment benefits to communities.  NEA currently employs 80 staff at our national headquarters in Newcastle upon Tyne and in regional offices across England, Wales and Northern Ireland.  

NEA achieves its objectives through:
· Developing and managing practical projects which demonstrate innovative ways of tackling fuel poverty and bringing the wider benefits of energy efficiency to communities.

· Carrying out research and analysis into the causes and extent of fuel poverty and the developing policies which address the problem.
· Providing advice and guidance on good practice in delivering energy efficiency services to low-income householder.
· Developing national qualifications and managing their implementation to improve the standards of practical work and the quality of energy advice.
· Campaigning to ensure social and environmental objectives are brought together under national energy efficiency programmes.
NEA is the leading national fuel poverty charity. Please visit our website at www.nea.org.uk to find out more about our work. 

The Operations Directorate – delivering projects and services 
NEA seeks to advise and support householders directly via a range of projects delivered by the Operations Directorate. Operations delivers a varied programme of work throughout England and Wales and is divided into two teams with broad responsibilities as set out below. Individual projects may have different objectives, but all aim to offer advice and support services directly to householders or to frontline staff working with vulnerable and fuel poor householders. The Directorate also delivers accredited training courses, income maximisation and technical services.   Responsibilities of the two directorates are divided as follows:

	Operations

	Community Engagement and Demonstration (UK)
	Skills, Standards and Delivery Mechanisms (UK)

	· Warm and Safe Homes Advice Line

· Community Engagement

· Operational Partnerships

· Incomes Maximisation and Benefits Advice 
	· Training and Education

· Technical Services

· Project Design and Delivery
· Engagement with Smart Meter Roll Out


NEA obtains sponsorship and funding from a range of sources to enable the charity to meet its objectives to work with public, private and community sector partners to develop innovative projects which seek to establish good practice in bringing affordable warmth solutions to low income and vulnerable households. Lessons learned from project delivery are evaluated to inform NEA’s policy recommendations to central and local government, consumer bodies or other partners. The Operations Directorates consist of staff with a range of skills, including specialisms in community engagement and partnership development, technical understanding of energy efficiency measures, training delivery and skills development (including examination and assessment), fuel debt advice and the health impacts of fuel poverty.

About the post
NEA delivers energy advice and support directly to householders via our Warm and Safe Homes (WASH) helpline. WASH Advice Line Co-ordinators will be the first point of contact for vulnerable householders who are contacting the charity for a range of energy related advice matters. Co-ordinators will need to be empathetic, polite and have good listening skills but may also need you to be assertive and confident in order to provide support to clients, some of whom may be in difficult circumstances.

Whilst call centre or customer service experience will be advantageous, empathy and an ability to understand client needs is paramount and our training will give successful candidates the knowledge to succeed in the role.  
The post holder’s main responsibilities will be to deal with customer and partner emails, calls, live chats and off- line tasks. These will include:   

· Provision of day-to-day support to our customers and partners (referral organisations) on any queries, or issues, through answering telephones calls and emails.  
· Process, resolve or escalate client queries within the WASH and wider team in line with the internal process.  
· As a WASH Advice Line Co-ordinator, you’ll be in the front line of the provision of solutions to client queries and issues as part of a wider team. 
· Maintenance of appropriate client records and necessary data using client management systems to ensure the progress of work towards project targets is monitored and that project outcomes are fully recorded. 
The post holder will be responsible for the delivery of a range of projects which will demonstrate good practice in delivery of affordable warmth for low income and vulnerable householders. 
This post provides an exciting and rewarding opportunity to help the charity deliver its work programme and build its profile amongst regional stakeholders whilst developing and working on projects that bring social benefits and improvements to the well-being of low income and vulnerable householders whilst also meeting environmental goals.  
NEA is looking to appoint a new WASH Advice Line Co-ordinator post. This post will be for a fixed period of one year This is a full time (37 hours per week) post. 

Whilst it is intended that NEA’s Newcastle Upon Tyne office will be the post holder’s designated base, we are currently continuing to work from home temporarily.
Term and Conditions of Employment
Salary:
The salary range is FTE: £20,852 - £25,418 

Hours of work:
37 hours per week, Monday to Friday on a flexi-time basis.
· Applications are welcome from candidates who may wish to work part time hours as the post may lend itself to job share. 
· In the event of work undertaken on evenings or weekends, and which may involve travel away from the office, time off in lieu of payment is given.
Contract:
This post is fixed term for 12 months.
Holidays:
25 days, plus 3 additional days in the Christmas/New year period, plus all public holidays per annum.

Pensions and other benefits:
NEA offer a money-purchase, non-contributory pension scheme. 11½% of basic salary will be paid by NEA into the pension. NEA also offers death-in-service cover to state retirement age and enhanced sick pay.
Office:
NEA, West One, Forth Banks, Newcastle Upon Tyne, NE1 3PA 
Smoking:
NEA has a firm “No Smoking” policy.
Interviews

Interviews will be held online on Wednesday 1st June 2022 and details of how to join will be forwarded in advance.
Application Procedures

Applications should be submitted on an NEA application form. Please quote reference number:  R04.  Use this form to detail why you are interested in the post, your qualifications, experience and any other relevant information.   Unfortunately we are unable to accept CVs. 
For an informal chat about this vacancy please contact NEA’s Director of Operations Peter Sumby on 07850 753698 or NEA’s WASH Manager Maureen Fildes on 07595 201185.
The closing date for applications is Friday 27th May 2022.  
Please email your completed application to: jobs@nea.org.uk.
Hard copies can be posted to the HR Team, National Energy Action, Level 6, West One, Forth Banks, Newcastle upon Tyne, NE1 3PA 
NEA aims to be an equal opportunities employer. We welcome applications from any applicant who has the necessary skills and experience for the post.
	JOB DESCRIPTION


Post:
WASH Advice Line Co-Ordinator  

Responsible to:
Warm and Safe Homes Manager 
Duties:

1. To deliver the NEA work programmes for which the post holder has responsibility, commensurate with grade, to achieve outputs and outcomes as agreed with project funders.
2. First point of contact responsibility for taking in bound calls from clients and referral agencies.
3. Provision of initial support and guidance for client queries or issues through answering telephones calls and emails, following internal and external referral processes.
4. Adherence to all call quality standards and all compliance requirements.
5. Resolve or escalate client queries in line with internal process. 
6. To update and maintain appropriate client records and necessary data using client management systems to ensure the progress of work towards project targets is monitored and that project outcomes are fully recorded.
7. Undertake and record all follow up work to ensure all necessary actions are completed for recorded queries.
8. Multitask between different work programmes and activities to support client and customer demand.
9. Work with WASH Manager to understand real time demand and establishment of priorities to ensure client needs are met.
10. Maintain knowledge and understanding through a commitment to on-going development and learning. 
11. To contribute to the delivery of other NEA work programmes and projects as may be required. 

12. Any other duties that may be agreed from time to time. 

	Grade: Equivalent to Local Authority Scale 4-5 




	PERSON SPECIFICATION




WASH Advice Line Co-ordinator

(Scale 4-5)

Candidates should meet the following requirements:

Essential Requirements

1. To be empathetic, to be a great listener and to be able to understand the needs of the people calling who may be experiencing hardship.
2. To have experience of responding to the needs of clients in direct contact settings.
3. Excellent communication skills, particularly when dealing with clients either through oral or written contact.
4. The ability to work with a wide range of people and experience of working with vulnerable householders, low income and/or other disadvantaged groups.

5. Tact and diplomacy when liaising with a wide range of organisations.

6. Able to prioritise/work to deadlines to meet targets and project requirements.
7. A reasonable level of numeracy.

8. Good computing and telephony skills.

Desirable Requirements

1 Awareness of the environmental, social, and economic problems of deprived areas and the roles of the public, private and voluntary sectors in tackling them.

2 Experience of client management systems. 

3 Knowledge of assistance available for energy needs and energy efficiency improvements to low-income households.

4 Experience of the provision of advice to low-income households in energy efficiency or related fields.

