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Job Description
Job Title:			Trainee Casework Support Officer 

Location:			Hybrid Working 
1 Ffordd yr Hen Gae, Pencoed, Bridgend CF35 5LJ/Home

Grade/Salary:			Year 1 - £24,413 pa
Year 2 - £25,583 pa
Year 3 - £26,403 pa
Thereafter incremental progression each year up to 
£28,143 pa (PSOW Grade SUP1 – SUP5)
			
Hours of work:	37 hours per week 
	
Responsible to:		Casework Support Manager

Role Purpose:  The Trainee in this role will develop over a two year period to become a Casework Support Officer.  The role of a Casework Support Officer is to provide administrative support to the Ombudsman’s Investigators and Managers and handles enquiries from members of the public and others who contact the Ombudsman’s office.
Key Responsibilities:
· Provide administrative casework support to Investigators and Managers, recording details as necessary on the Case Management System.
· To deal efficiently and courteously with enquiries from members of the public or others whether received by telephone, letter, e-mail or by visit, providing appropriate information and making relevant records in accordance with the Ombudsman’s procedures. 
· Receive incoming post, including receipt of signed for, hand-delivered, special deliveries and courier deliveries.  Scan and upload post accurately to the case management system.  Deliver post to team managers or individuals.
· Manage securely transmitted electronic records received from public bodies, notify Investigators of receipt and upload documents to the case management system as appropriate.
· Manage outgoing post, ensuring post is franked and recorded as appropriate.  Prepare and arrange courier deliveries and collections as requested and update the case management system accordingly.
· Format letters and reports to PSOW guidelines, including any additional paperwork to be included.
· Issue letters, reports and emails, ensuring accuracy and that the appropriate level of security is applied.
· Upload decisions to the intranet in a timely manner.
· Receive visitors and ensure they are looked after until they are collected by the person they are visiting.
· Manage portable electronic recording and storage media, ensuring access is controlled to protect confidential information.
· Use the case management system to manage and monitor assigned tasks.
· Maintain and manage filing areas ensuring filing protocols are followed and document security is always maintained.
· Arrange team meetings for teams across the office, attend meetings where required and take minutes for approval and publication.

Objectives for all PSOW staff:
· Follow all PSOW policies and procedures as laid out in the policy documents, induction packs, the Hub etc.

· Contribute to PSOW’s commitment to good information handling practices by complying with Data Protection Law and PSOW policies and procedures, particularly in respect of any personal data or confidential material.

· Take reasonable care of own wellbeing and health and safety and of others who may be affected by those actions.

· Undertake any other duties, commensurate with the skills and experience expected for this role, which from time to time may be allocated by a relevant line manager.

· Operate across the whole of the Ombudsman’s current or future jurisdiction and in whichever operational team the Ombudsman considers appropriate to meet the objectives of the service.

· [bookmark: _Hlk5955094][bookmark: _Hlk5954426]To conduct work bilingually through English and Welsh (oral and/or written) where appointment has been confirmed to do so.

· [bookmark: _Hlk5955104]Act in accordance with the Ombudsman’s policy statement on Equal Opportunities and provide a service which is fair and equitable to all.
 
· Act in accordance with the Ombudsman’s Values at all times:

[bookmark: _Hlk5954450]Achievement	Doing the best you can
Togetherness		Being respectful to each other and working collaboratively for the organisation to succeed
Positivity 	Showing enthusiasm and pride about who we are and in what we do
Supportiveness	Being there for each other and appreciating our diversity 
Ownership	Taking responsibility for everything we do
Willingness 	Having a keen, flexible and can-do approach

Person Specification

Essential:
· Interest in pursuing a career with PSOW.
· Relevant qualification in business administration, college course, or work experience placement.
· Basic understanding and ability to use Microsoft Office applications (Word, Excel, Outlook).
· Reliable and punctual.
· Positive attitude and eagerness to develop, with a flexible and adaptable approach.
· Demonstrates initiative and curiosity.
· Well organised, able to prioritise with a strong attention to detail – takes pride in their work.
· Ability to follow instructions and guidance with the willingness and enthusiasm to learn new skills and also learn from feedback.
· Good communication and interpersonal skills.
· Ability to work independently with appropriate support.
· Resilient – able to maintain performance during busy times.
· Ability to manage time effectively and meet deadlines.

Desirable:
· Basic knowledge and understanding of the Ombudsman’s jurisdiction. 
· The ability to work through the medium of Welsh, (oral and/or written).
· Experience of teamwork from school, sports, clubs, or volunteering.
· Takes responsibility for own learning and development.
· Awareness of the importance of confidentiality and working discretely in a professional environment.  
· Work experience of taking minutes at meetings.
· Basic problem-solving skills.


Special Conditions:
1. It is vital that those working for the Ombudsman are impartial and that they are seen to be impartial.  Staff working for the Ombudsman are therefore not permitted to take part in political activity and they are required to avoid public political comment, for example on social media.  Successful candidates will be asked, prior to appointment, to sign an undertaking confirming that they agree to abide by our social media policy and review your social media footprint across all platforms you use. 
2. We operate a no smoking policy.
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