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Job Description


	Job Title:
	Triage Administrator

	Location:
	Birmingham and Midlands - Home based with occasional in person meetings in and around Birmingham and the Black country

	Managed by:
	Service Delivery Lead

	Hours:
	25 hours per week

	Contract:
	Part-time, Fixed term until 31 March 2026

	Salary:
	FTE: £23,155.22 (pro rata £16,539.44) per annum 



Purpose of the Post
· To ensure smooth running of regional administration, and carry out administrative duties as required by the region with a focus on the Birmingham Branch and branches within the Midlands with Volunteer led helplines. 
· To support direct service delivery of the Birmingham branch and across a number of additional Midlands branches
· To deliver services in line with Cruse standards, policies and procedures

Key responsibilities and duties 
· To receive, co-ordinate and process referrals arriving into the Birmingham branch.  These come in the form of voice messages, e-mails or webforms. To coordinate the response activities from the Telephone Triage Team. 

Referral Processing
· Receive and accurately log referrals from various sources including self-referrals, health professionals, community services, police, hospitals
· Ensure referrals are processed in a timely manner, information added to CRM system, responses made to each and every contact received, either by e-mail, click and send and where necessary the telephone.
· Book call-backs for the Triage Team and manage the scheduling of those activities
Communication & Coordination
· Act as the first point of contact for referral enquiries, providing clear and helpful information to referrers
· Liaise with 3rd parties to gather additional information where necessary
· Schedule and coordinate assessment appointments within a 10-working day timeframe
· Escalate relevant communications for a management response


· Event support – be willing to be an ambassador for Cruse at occasional local events and explain the service to stakeholders
Data Management
· Maintain accurate and up-to-date records of all referrals using CRM
· Ensure compliance with data protection regulations and confidentiality policies
Client Support
· Provide empathetic and professional support to individuals and families navigating the referral process and where necessary respond to telephone calls,  emails and web enquiries across the region in line with Cruse procedures
· Prepare and send first contact information for clients to support them through the Cruse pathway
· Deal with safeguarding issues in accordance with Cruse procedures

Administrative Support
· Perform general administrative duties, including keeping digital records up to date, running reports when required and composing e-mail responses
· Assist in the development and maintenance of referral procedures
· Collaborate with Team members on initiatives aimed at improving referral processes
· Monitor Birmingham branch in-box and respond to e-mail enquiries, or forward them to the relevant recipient
· Monitor Enquiries in-box when Regional Administrator is on annual leave, responding to e-mails, predominantly from Bereavement Volunteers.
· Support new volunteer local inductions
· Support the regional team to coordinate and improve administrative processes and tasks
· Keep accurate and secure client and volunteer records, using the Cruse organisational database (CRM), and in line with GDPR and Cruse procedures
· Potentially support the admin needs of multiple branches, as part of a Regional team. Support the Regional Manager and Service Delivery Leads with ad hoc admin duties
· Provide support to local fundraising activities (where appropriate)
· Support the administration and monitoring of criminal record checks for existing volunteers (where required)
· Ensure service provision promotes Equality, Diversity and Inclusion
· Adhere to all policies and procedures of the organisation











Person Specification


Experience

Essential
· Significant experience of providing administrative assistance in a service delivery environment
· Working effectively with volunteers delivering frontline services
· Experience of supporting people on the phone, email or web enquiry who are vulnerable or distressed.
· Experience in recording personal and sensitive information on database systems

Desirable
· Experience working with bereavement and/or bereaved people
· Helpline coordination

Knowledge

Essential
· Knowledge of GDPR legislation, including principles and requirements
· Sensitivity to the differing needs of individuals in working within a diverse client/volunteer base
· Knowledge of general service operations and administrative processes
· Good understanding of safeguarding
· Familiar with DBS checks (or willingness to learn)
· Understanding of Equality, Diversity and Inclusion in a client service environment

Desirable
· Understanding of bereavement issues, support and services

Skills

Essential
· Competent IT skills including excel and use of organisational databases
· Ability to work within a team
· Ability to work remotely 
· Good communication and interpersonal skills
· Competent in Microsoft Office, and use of digital communication platforms, i.e. Zoom and Teams
· To maintain confidentiality
· Positive and solution focused attitude to change.


Desirable
· Submit and respond sensitively to social media posts/enquiries

Education and Training

Essential
· Educated to NVQ level 3 (HNC/HND) or equivalent job related experience

Personal attributes

Essential
· Good written and verbal communicator
· Empathic and warm, positive and diplomatic
· Good at building and maintaining rapport and trust
· Cope in an environment where bereavement issues are discussed frequently
· Flexible and adaptable to shifting priorities and new ways of working across the region

Commitment

Essential
· Commitment to Cruse Bereavement Support’s mission, vision and values
· Commitment to equality, diversity and inclusion
· Willingness to work outside of normal hours / evenings and weekends when required
· Willingness to travel within the region when required
· Commitment to the future direction of Cruse, including regional ways of working

We help people through one of the most painful times in life
 – with bereavement support, information and campaigning.
Charity Registration Number: 208078. A company Limited by Guarantee Number: 638709.
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