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Competences for reception area activities

	1. Manage the reception process

	To do this you need to be able to:
1. Work collaboratively with other colleagues involved in gateway assessment, advice process and social policy.
2. Consult the advice session supervisor appropriately.
3. Work within agreed bureau systems and procedures.

	Before doing this you need to:
a) Understand the principles and elements of the CAB processes, e.g. gateway assessment, advice, social policy and how reception fits in.
b) Know bureau expectations for consulting the supervisor including:

· clients with additional needs including language or sensory impairments

· clients who are being aggressive

· issues or questions you are unsure of.
c) Understand the main bureau procedures and limits of own authority.



	2. Manage the reception area 

	To do this you need to be able to:
1. Before the session, check facilities in the waiting room and reception area.
2. Check reception materials (including social policy) are up to date and displayed in waiting room.
3. Obtain additional materials according to bureau procedure.

	Before doing this you need to:
a) Know what materials are needed and what information should be on display.
b) Awareness of which materials might be appropriate for different client groups.
c) Know bureau and legal health and safety policies. 



	4. Ensure posters and leaflets are appropriate to the bureau’s community.

5. Follow bureau and legal health and safety requirements.


	


	3. Establish contact with clients and callers

	To do this you need to be able to:
1. Welcome the client or caller to the bureau.
2. Provide a non-judgmental service that is based on sensitivity and respect for clients.
3. Try to reassure and calm clients if they are agitated.
4. For callers other than clients, identify reason for calling and contact the appropriate person in the bureau.

	Before doing this you need to:
a) Have a welcoming manner.
b) Give client or caller full attention.
c) Be able to prevent your own attitudes from adversely affecting the quality of service you provide.
d) Be able to use sensitive and appropriate language.
e) Communicate effectively.



	4. Ensure service is fully accessible

	To do this you need to be able to:
1. Assess clients’ access needs.

2. Create an environment that will assist clients to express their needs.

3. Assist clients to express their needs.

4. Minimise the effect of any difficulties or barriers to communication.

5. Acknowledge children and/or any difficulties client may have in using the bureau, and take appropriate action.

	Before doing this you need to:
a) Know the potential access needs clients might have.
b) Know how to use communication skills to assist clients to express their needs.
c) Know what the difficulties with, and barriers to, communication could be.
d) Understand difficulties that clients may have in using the bureau.



	5. Provide information on the service to clients

	To do this you need to be able to:
1. Provide information about the service, including:

· gateway assessment

· appointments and/or specialist service

· approximate waiting time

· sequence of how clients are seen 

· an explanation of confidentiality etc

· facilities while waiting

· social policy, e.g. gathering evidence for campaigns.

	Before doing this you need to:
a) Know the routes available to clients, e.g. face to face, electronic or telephone service.
b) Know procedures for:
· waiting for a gateway assessment

· adviser appointments 

· caseworker or specialist service appointments

· gathering evidence for social policy campaigns.



	2. If a client is unable to wait, invite them to return.

3. Provide details of opening times of the bureau (or other bureaux).

4. How to address any difficulties with service provided.


	


	6. Record client details and keep records 

	To do this you need to be able to:
5. Check if client is on a return visit.
6. Ask the client to record their details on a form, including data protection and client authorisation details, explaining the purpose. 
7. Transfer the client’s details on to CASE.
8. Hand over client details to gateway assessor or adviser.
9. Keep appropriate records to:

· ensure clients are seen in correct sequence

· monitor the number of clients and waiting times

· log any organisational problems to report to the supervisor.

	Before doing this you need to:
a) Know system for retrieving details of returning clients.
b) Know system for recording details of new clients.
c) Know how to transfer details of new clients on to CASE.
d) Know the system for client ‘queueing’.
e) Know the recording system being used.



	7. Assist client in obtaining information where appropriate 

	To do this you need to be able to:
10. Identify when a client needs more than information and consult with advice session supervisor.

11. If specifically asked, provide client with contact details of agencies including opening times, costs and best method of contact.

12. Provide the client with up-to-date information such as leaflets or factsheets from Adviceguide.

13. Be able to provide information flexibly in different formats to meet the needs of different clients.

14. Encourage clients to self help using information provided including kiosk or PC facilities if available.

	Before doing this you need to:
a) Have an overview of situations where information is inappropriate for clients, e.g. they need advice, there is an emergency.

b) Know how to find details of other agencies.

c) Understand bureau policies on signposting and referral.

d) Know the circumstances when providing information is appropriate including:

· when directly requested by the client

· when requested to by the gateway assessor or adviser

· when problem is outside CAB remit and another service may be more appropriate for the client.

e) Be able to access and navigate Adviceguide and the internet.

f) Understand that clients will require different levels of support to access information.



September 2010

Page 1 of 3

