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STARS

Sexual Trauma and
Recovery Service

Job Description: Client Support Administrator

Job Title: Client Support Administrator

Contract Permanent — 37 hours a week

Salary £25,625

Holiday: 26 days rising to 29 days + bank holidays (Pro Rata)

Reporting to:  Client Support Team Leader

Based: Dual Based Role but hours usually worked at Poole, but will be expected to travel to cover our

office in Dorchester.

Job overview

We are now seeking to appoint a confident and enthusiastic administrator for our Centres to ensure the
effective day-to-day running of our busy services across both our sites. You will focus on providing strong
administrative support to our frontline service. The ideal candidate will have experience of working in a busy
office environment and interacting with different stakeholders.

Please demonstrate how you fulfil the job specification in your application. We appreciate you may not have
all the skills and experience detailed below. Please include how you believe your other skills and experiences
you have could be applied to this opportunity and could bring added value to us as an organisation. We expect
you to exhibit behaviours that model our values of integrity; excellence; determination; innovative and
supportive.

Job Purpose

e To work within a multi-agency setting to provide efficient administrative support to ensure the
effective operation of our busy client support services department.

e To provide and undertake a range of general clerical and administrative duties

e Be the first point of contact for clients, staff, volunteers and professionals

e Maintain accurate, confidential client records

e Manage incoming queries and correspondence to the service and respond appropriately

e Manage booking of client appointments and associated paperwork

e Ensure centres and teams have necessary resources for service delivery

e To be a Fire Marshall and First Aider

e To follow-up referrals for additional information from both clients, referrers and other agencies —
this can include urgent safeguarding information.

e Laise with a range of agencies via various methods as required by Heads of Services throughout
the client journey through STARS Dorset.

KEY RESPONSIBILITIES
Main Duties
e Undertake general administrative and clerical duties such as making and receiving telephone
calls, text messages and emails from clients some of which may be of a sensitive nature, booking
appointments, managing client paperwork, managing the room booking calendar,
correspondence and report writing.
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Take enquiries from the general public, professionals, statutory organisations and respond

accordingly

e Contact and gather information from a range of sources such as clients and other professional
agencies

e Ensure accurate and confidential records are kept as appropriate

e To input information on to client records and other databases in a timely and competent manner.

e Manage the collection of statistical data and information as required

e Provide administrative support to other STARS Dorset services when needed

e Use a range of applications such as a client record management system and Microsoft Office
systems

e Maintain and monitor confidentiality in line with the STARS Dorset’s policies and procedures

e Complete and maintain monitoring and evaluation in relation to the service

e Contribute to the development of policies, protocols, guidelines and strategies within practice

area

e Ensure that STARS Dorset policies are adhered to at all times

o Work effectively with STARS Dorset staff, volunteers, stakeholders and partners

e Work in a way that enhances diversity in practice, promotes and encourages safe practice

e Ensuring client areas are stocked and in a tidy state and maintaining stock levels of items such as
stationery and liaising with relevant person when items need ordering.

e To be an advocate of STARS Dorset

e Complete an enhanced DBS check

e The role will require a degree of flexibility to work to meet the demands of the service

e Some lifting and carrying will be expected.

e Participate in in-service and external training opportunities provided by the organisation

e Any other duties to assist in the operation of the charity and its services as requested by the
Management Team.
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Person Specification
Essential

Qualifications & Experience Desirable

e Educated to Educated to GCSE level with a minimum of 5 GCSEs including Maths & E
English

e Minimum of 2 years’ experience of working in an office environment E

e Level 3 in Business Administration or related qualification D

e Knowledge of criminal justice system/processes D

e Experience of working in the voluntary sector D

e Significant experience of using computer systems such as Microsoft Office; including E
Word, Outlook, Excel, Power-point

e Proven experience in developing and implementing communication strategies and E
campaigns.

e Experience of using different data monitoring systems and CRM/client databases E

Skills and Attributes

e Excellent inter-personal skills — the ability to communicate effectively and sensitively E
with a range of stakeholders including other professionals.

e Have a clear understanding of protocols around maintaining confidentiality, data E
protection and equal opportunity principles.

e Have a clear understanding Safeguarding procedures. E

e Demonstrate ability to plan over short, medium and long-term timeframes and to be D
able to adjust plans and resources accordingly.

e Ateam player able to work collaboratively with others to disseminate and share
knowledge and information. E

e Demonstrate empathy and control over own emotions and to recognise own self care
needs and address these effectively. E

e Attention to detail — particularly in relation to data entry and client information. E

e Good time management. E

e Ability to multi-task, self-motivate and prioritise. E

Values and Attitudes

e An enthusiastic approach to working with others to share specialist knowledge and E
experience for the wider benefit of the service.

e A pro-active approach to the role and its responsibilities E

e To be able to combine effectively a professional yet caring approach to the role E

e To be committed to the ethos, vision and mission of STARS Dorset in the delivery of E
services to survivors of rape and sexual assault

e To have energy and enthusiasm for the work delivered by STARS Dorset E

e To be committed to making a difference in this field of work and committed to E
delivering a high-quality service and the development of STARS Dorset E

e To be committed to making a difference in this field of work and committed to deliver a
quality service
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Special Requirements

e Reliability and flexibility in relation to hours of work E
e Ability to handle difficult situations calmly and effectively E
e Good communication skills, with tact, empathy and diplomacy E
e Proactively review and evaluate own performance, identify and act upon areas for E
development and improvement
e Willingness to travel to fulfil requirements of the role E
e Commitment to equal opportunities and anti-oppressive practice E
e Eligibility to work in the UK and completion of satisfactory Enhanced DBS check E

Expected Behaviours

Supportive: -
e Takes time to listen, respect and understand.
e Respects and values others’ differences.

Impactful: -
e Welcomes feedback and constructively challenges.
e Play’s a part in the delivery of STARS Dorset’s aims

Connected: -
e Communicates effectively.
e Actively collaborates and shares ideas, experience and knowledge

Safeguarding: -
e Is committed to the welfare, well-being and safeguarding of colleagues and clients.
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