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 JOB DESCRIPTION

CASE OFFICER 
Location:

Manchester
Reports to:

Pharmacist Support Manager
Job Family:

Organisational Processing & Support III, Grade 3
Job purpose
To provide case work support to individuals applying to the charity for financial or other assistance.
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Main Accountabilities

1. To assess applications for financial assistance from pharmacists, retired pharmacist and their families and pharmacy students and trainees and make recommendations for financial assistance according to agreed policies and guidelines, ensuring that the rationale for the grant decision is fully understood by the applicant. 
2. To work closely with the Information and Administration Officer, in order that people contacting the charity are provided with effective advice and assistance and that appropriate referrals to other organisations are identified and completed.

3. To maintain ongoing casework support to clients who have complex needs. 
4. To provide detailed, clear and concise case reports of the work being undertaken, ensuring that the case recording system is kept updated.
5. To identify which of the grant recipients require a home visit, and in conjunction with home visitor volunteers, provide home visits to grant recipients (The post-holder will be expected to travel to visit grant recipients). 

6. To provide support to home visiting volunteers and to assist the manager in the provision of training to volunteers.

7. To provide cover for other staff members by staffing the Pharmacist Support enquiry line when required (and other duties as required).

8. To attend events to network and promote the charity’s work.

Success Measures
· Satisfied clients
· Effective liaison with third parties (advice or counselling providers, for example) 

· Fluent, well communicated analysis and advice (verbally and in writing)
· Effective resolution of complex problems and positive outcomes for clients
High performance Competencies for this Job

The following are particularly critical:
	1. Communications

	Level 3
	Clearly expresses complex ideas and information, using appropriate styles and approaches for different audiences

	2. Problem Solving

	Level 3
	Good decision making judgement, looking behind the immediate issues and reaching practical/acceptable solutions


The other competency levels for this role would typically be as follows: 

	3. Personal Organisation 

	Level 3
	Organised at managing changing workloads. Juggles multiple tasks/projects. Prioritises work in line with changing customer needs

	4. Concern for Quality 

	Level 3
	High concern for order and quality. Good instinct for what needs checking/reassessing.

	5. Team working 

	Level 3
	Proactively supports others, creating time to give advice and guidance, based on own knowledge/expertise. Identifies with the team and speaks positively about it.


	6. Innovation 

	Level 3
	Comes up with new and imaginative ways of approaching tasks and projects, challenging accepted ways of working. 

	7. Initiative

	Level 3
	Looks ahead for opportunities. Is quick to take responsibility. Looks beyond established procedures and practices for ways of solving problems.

	8. Ownership

	Level 3
	Takes full ownership. Demonstrates focussed determination to complete work on time. Seen as reliable, trustworthy and dedicated. Demonstrates personal flexibility and commitment to get the job done.


Knowledge & Skills for this job

· Substantial experience in a benevolence/social care/welfare rights related post. Essential
· Extensive experience of working with people who are experiencing emotional and practical problems and who may be distressed. Essential 
· Experience of disseminating complex personal financial and other information. Essential 

· Knowledge of social and health services and other service providers able to provide support to beneficiaries. Essential
· Well developed listening/counselling skills. Essential
· Basic knowledge of the benefits and tax credits system. Essential 
· Current and clean driving licence and access to a vehicle. Essential
· Experience of working with and supporting volunteers. Desirable
· Ability to work effectively within a team. Essential
· Commitment to equality and the positive value of diversity. Essential
· Ability to work occasional evenings and weekends and undertake stays away from home. Essential
The above criteria are not exclusive or exhaustive and may alter depending on the needs of the Charity. The postholder will have the opportunity to develop accordingly and necessary training will be offered.
Date of Job Description July 2010













































