Technical Support Officer

[image: ]Role profile

	Job title 
	Technical Support Officer

	Reporting to 
	Debt Manager

	Salary 
	£29,500 per annum (FTE) rising to £30,200 per annum (FTE) 

	Hours of work 
	30 Hours Per Week

	Location: 
	Grantham
	Travel H/M/L: M

	Role purpose: 
	To provide technical debt advice support through a range of channels including telephone, email, instant messaging and video conferencing to debt advisers and caseworkers. 
To raise the quality and effectiveness of advice being given by those using the service in accordance with the quality assurance requirements. 
To undertake file reviews of debt cases as well as support debt caseworkers to develop their debt quality through feedback, support and coaching.

	Key 
accountabilities 
	Key elements/Tasks

	Deliver expert 
debt advice 
support
	Work with caseworkers and managers to assess and monitor the quality of debt advice to improve advice in accordance with FCA regulation, quality mark standards and the project’s quality assurance framework. 
This includes: 
· Providing technical guidance where needed by the caseworker 
· Undertaking file reviews, observations and feedback sessions with caseworkers, and developing action plans where required 
· Measuring and evaluating file reviews against project quality assurance framework
· Identifying development and training needs of caseworkers 
· Identifying and sharing best practice with caseworkers 
· Developing processes and procedures that improve or sustain quality

	Training
	· Attend learning events and carry out learning activities in line with Continuing Professional Development requirements for MaPS funded debt advisers.
· Keep up to date with legislation, case law, policies and procedures relating to money advice, and attend appropriate training; including reading relevant publications 
· To identify and develop your own learning opportunities

	Contribute to the team
	· Contribute to the efficient working of the team in delivering against the project delivery requirements 
· Engage with team members, sharing knowledge and good practice and supporting each other to problem solve

	Quality 
	Continually ensure the debt service meets the requirements of the project’s Quality Framework and engage with Quality supervision and support services

	Equality and 
Diversity
	Ensure that work undertaken reflects and supports the service’s Equality and Diversity Strategy

	IT Proficiency 
	Develop and maintain Information Technology proficiency to support your work requirements

	Other 
	Comply with all the organisation’s published policies and procedures, with attention to Health and Safety, Risk Management, Confidentiality, Home Working policies and Equal Opportunities. 
Uphold the aims and principles of the organisation Undertake any other duties as might be reasonably required within the scope of the role.

	Team Leader Responsibilities
	· Provide day-to-day supervision and support to debt advisers and administrative staff, ensuring effective service delivery.
· Conduct regular one-to-one supervision sessions and annual appraisals to support staff development and performance.
· Facilitate team meetings to promote communication, collaboration, and continuous improvement.
· Hold weekly update meetings with the Debt Manager to review progress, share insights, and align on priorities.
· Support the Debt Manager to monitor team performance and ensure service standards and targets are consistently achieved.
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Essential Criteria 
1. Two years full time (or equivalent) experience delivering debt advice 
2. Accredited to the supervision level in accordance with the MaPS Quality Framework for individuals 
3. Expert knowledge of, and proven ability to supervise debt advice to MaPS Standards and FCA requirements 
4. Proven ability to monitor and evaluate performance through case checking and supervision, and to support improvement and development. 
5. Up to date knowledge of the key issues of debt advice arising from legislation, regulation, policy, practice and services. 
6. Proven ability to identify learning and development needs and develop recommendations to support improvement 
7. Proven ability to identify service delivery issues affecting quality and work on own, or with others, to find appropriate and effective solutions. 
8. Ability to plan effectively and realistically, managing own workload in a busy environment and working accurately to agreed deadlines. 
9. Excellent interpersonal skills and an ability to build relationships with staff at all levels. 
10. A proven commitment to continuing professional development 
Desirable Criteria: 
1. Has obtained the Certificate of Money Advice Practice
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