[image: image1.jpg]PROVIDENCE ROW

EEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEE




Job Description: Resource Centre Support Worker
	Job title: Resource Centre Support Worker
	Team: Learning and Training Service

	Accountable to: Welcome Area Coordinator
	Place of work: Providence Row, The Dellow Centre, 82 Wentworth Street, London E1 7SA

	Salary: £21,500
Pension: Pension following a 6 months probationary period (up to 5% employer contribution)
	Hours: 35 hr week

	Disclosure: Enhanced
	Contract: Permanent
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Background
For homeless people, or those at risk of homelessness, finding employment and housing opportunities can feel like an uphill battle, even more so if they’re affected by physical, mental health or substance misuse issues. Providence Row works with those affected by homelessness and those vulnerably housed in London, offering an integrated service of crisis support, advice and progression programmes. We ensure that people often excluded from mainstream services gain the support and opportunities they need to create a safe, healthy and sustainable life away from the streets. 

Our Reception Team is the first point of contact for all our visitors.  As such it plays a key role in ensuring that everyone we work with is treated with dignity and respect, and has a positive experience of our organisation.  
The post holder will co-ordinate a range of reception activities – making the best use of the skills of clients and of volunteers from our local community.  Key objectives for the role are:
· Assist the Advice & Support Team with necessary paperwork, provision and gathering of documentation needed for accessing support in Tower Hamlets or reconnection. Please note that the majority of rough sleeper currently on the streets of Tower Hamlets do not have a connection with the borough. 

· Assist clients to access appropriate services including shower facilities, food, Reset Drug and Alcohol Outreach Support, Employability support etc. 

· Assist clients with following our Covid risk assessment
· Assist clients with access to Providence Row health provisions and get support with physical, mental and sexual health needs including, for example, dental care, needle exchange, vaccination programme. 
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Key objectives & Responsibilities
In order to support the achievement of these aims, the Winter Provision Worker will be responsible for:

2.1 Supporting the Advice and Support Team in gathering information and completing paperwork which will directly lead to the housing of rough sleepers

· Complete applications such as for birth certificates, passports or registering with local GP’s

· Signpost and refer to other support agencies
2.2 Assist clients to access appropriate services including shower, food, Reset Drug and Alcohol Outreach Support, employability support etc. 

· Support the reception area in providing washing facilities and accessing the food service
· Refer those with an identified need to the Reset Outreach and Referral Service
· Promote other internal support services to those in need such as Employability, IT Café and food provision
· Support clients in addressing their physical, mental and sexual health needs through dental care, needle exchange and vaccination programme
2.3 Ensuring that the delivery of excellent reception services to all stakeholders, consistent with the values of the organisation
· Ensure the reception service is delivered to a high standard, reflecting best practice in the field

· Ensure a warm and welcoming environment for all of our clients.  This will include overseeing the provision of:
· access to washing facilities

· access to meals

· the IT café

· Oversee the day to day management of the reception spaces to ensure that all facilities run smoothly for clients, visitors and staff

· Ensure all queries (whether by telephone or in person) are dealt with promptly, politely and efficiently, and that those who require housing advice are provided as such 
2.4 Volunteer Support 

· Be an example of best practice to volunteers and offer coaching where appropriate
· Engage with corporate volunteers and companies or individuals offering pro bono assistance in order to support the delivery of the services.
· Support the induction, training and development of volunteers engaged in the service.
· Deputise in the absence of the Welcome Area Coordinator in supervising volunteers 

2.5 Support the Welcome Area Coordinator to deliver excellent facilities management
· Assist clients with following our Covid risk assessment; including the encouragement to wear masks, wash hands, social distance and conduct temperature checks

· Conduct day to day health & safety of the reception area, activity spaces, client showers, toilets and IT café
· Co-ordinate day to day maintenance and facilities management when the Office Manager is absent

2.6 Review, monitoring and evaluation

· Record accurate data using the charity’s client database

· Provide information and evidence to Managers to fulfil internal and external reporting requirements

· Participate in reviews and evaluations of work, reflecting on practice and continuously improving service delivery.

3
Other Duties

· Take on occasional pieces of work as agreed between the Reception Co-ordinator and the Advice and Support Manager as required. (Duties will fall within the scope of the post at the appropriate grade.)
· Attend evening and weekend meetings and functions as on occasion 
· Work in accordance with the Charity's values, guiding principles, policies & procedures. 
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Person Specification
	Knowledge and Experience
	Essential / Desirable

	Experience of providing excellent reception and/or customer care in a busy environment
	Essential

	Experience of managing challenging behaviour in an assertive, positive and supportive way
	Desirable

	Experience in managing health & safety and facilities in a similar environment
	Desirable

	Knowledge of the issues facing those who experience homelessness and the legislation to support this
	Desirable

	The ability to develop and maintain effective working relationships with team members and other professionals, in order to deliver the best possible service.
	Essential

	Understanding and experience of working within professional boundaries
	Desirable

	Hold a current first aid certificate or be willing to undergo first aid training and other necessary training as appropriate to the role.
	Desirable

	Strong organisational skills and the ability to work autonomously with some guidance from relevant managers.
	Essential

	Excellent IT skills
	Essential

	Excellent verbal and written communication skills
	Essential

	Ability to work outside of normal office hours on occasion 
	Essential

	Competencies
	

	Takes the time to understand difficulties without pre-judgement and with a view to overcoming them (Compassion)
	Essential

	Exercises the same degree of consideration and care for all those who come to Providence Row, whatever the reason (Respect)
	Essential

	Welcomes and seeks to involve everybody, whatever their background, presenting issues, ethnicity, nationality or faith (Inclusiveness)
	Essential

	Works with people, not for people, to enable them to realise their gifts, abilities and talents (Empowerment)
	Essential

	Acts fairly and promotes justice within the organisation and in relation to the needs and rights of people who use our services (Justice)
	Essential

	Is able to communicate, negotiate and influence appropriately with a range of stakeholders
	Essential

	Demonstrates emotional intelligence, understands the needs of others and recognises the impact of their behaviour on others
	Essential

	Is accountable for the performance of the organisation, their team and their own performance (trustworthy, dependable & inspires confidence)
	Essential

	Is proactive and takes the initiative to gain the information needed for the role, with a flexible and “can do” attitude
	Essential

	Is emotionally resilient, self aware and reflective.
	Essential


The information provided in this Job Description outlines the expectations of the post holder. It is not intended to be prescriptive in every detail and as such it describes the main elements of the role only.
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Main terms and conditions

Responsible to: 
Welcome Area Co-ordinator
Liaison with:
Frontline Services, Volunteer Development and Fundraising Teams
Salary:


£21,500 pa
Place of Work:

Wentworth Street, E1 7SA

Hours:


35 hours per week
Disclosure:

Enhanced
