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[bookmark: _Toc489434380]FRONTLINE ADVISER
JOB DESCRIPTION AND PERSON SPECIFICATION

Contract: Permanent, full time (35 hours per week). Part time also considered at a minimum of 21 hours (3 days) per week
Based at: Chesterfield with agile working
Salary: £26,000 to £30,000 per annum (dependent on qualifications and experience). Pro rata for part time

This post is funded through the East Midlands Combined County Authority (EMCCA) Start and Sustain and Enhanced Growth Hub contracts until 30 June 2028. Funding to extend the project(s) may be secured.

1. 	MAIN PURPOSE OF THE ROLE

The first point of contact for individuals seeking support through the Growth Hub. Acting as the programme's “Front Door”, the role is responsible for responding to enquiries, and helping individuals access the information, guidance and support they need to start, sustain or grow a business.

Undertake initial triage conversations, deliver light-touch diagnostics, and assess participant needs. Through a customer-focused approach, the postholder will identify business readiness, barriers to progression and support requirements, ensuring each participant is directed to the most appropriate service pathway, COBRA factsheets, adviser support and workshop programme. They will also source and provide accurate information on wider business support provision relevant to the client, monitoring information sources on an ongoing basis to ensure up to date knowledge. 

Play a vital part in creating a seamless and positive customer journey, providing timely, accurate and accessible information while reducing barriers to engagement. By ensuring participants receive the right support at the right time, the Frontline Adviser will help maximise programme participation, progression and outcomes, whilst contributing to the delivery of a high-quality, responsive and inclusive service across the East Midlands.

2. 	POSITION IN ORGANISATION

· Reports to the Frontline Adviser Manager.
· Day-to-day liaison with the Adviser teams, local authority economic development teams and the wider business support ecosystem. 

3. 	DUTIES AND KEY RESPONSIBILITIES

Customer enquiries, engagement and front door management:

· Act as the first point of contact for Growth Hub enquiries received through telephone, email, website, referral partners and outreach activities
· Provide a welcoming, professional and customer-focused service
· Respond promptly to enquiries and maintain high service standards
· Manage participant journeys from first contact through to pathway allocation
· Identify and engage potential participants by CRM research
· Promote the Start & Sustain programme, Growth Hub services and wider support ecosystem
· Proactively generate and manage the journey of participants moving from engagement through to external referrals ensuring ongoing support is captured. 
· Be aware of all East Midlands Chamber services and business support projects and the specific benefits of Chamber Membership.

Assessment, triage pathway allocation and referral management:

· Conduct structured conversations with prospective participants to identify whether participants are: 
· Exploring self-employment
· Preparing to launch a business
· Trading and requiring survival or growth support
· Better suited to alternative support programmes
· Assess support intensity requirements and participant needs
· Ensure participants understand available pathways and next steps
· Arrange adviser appointments and referrals to programme delivery teams
· Allocate participants to appropriate Start & Sustain or Enhanced Growth Hub pathways and services including Start & Sustain adviser services, Growth Hub specialist advice, workshops and events, funding and finance support, and specialist providers and partner organisations
· Monitor referral outcomes to ensure participants successfully engage with recommended support and capture data progression within 3 months.

Partner and stakeholder engagement:

· Keep up to date with all Startup and Business Support services delivered on a local, regional and national basis and update the knowledge bank accordingly
· Promote referral routes into the programme
· Support stakeholder awareness activities and communication campaigns
· Develop positive working relationships that increase programme reach and participation.

Performance, compliance and continuous improvement:

· Maintain accurate and timely records within CRM and monitoring systems, ensuring all activity, outputs, outcomes and supporting evidence are fully compliant with EMCCA funding and audit requirements
· Ensure compliance with EMCCA contract requirements, data protection legislation and Chamber quality standards
· Monitor enquiry volumes, progression rates and referral outcomes
· Contribute to programme reporting and performance reviews
· Identify opportunities to improve customer journeys and service effectiveness
· Share good practice and contribute to continuous improvement across the programme.

Performance, compliance and service excellence:

· Achieve agreed contractual targets, KPIs, quality standards and customer satisfaction measures
· Contribute to quality assurance, continuous improvement and the ongoing development of the Start & Sustain and Enhanced Growth Hub service
· Comply with all Chamber policies, procedures, GDPR, information governance and contract management requirements
· Any other reasonable duties.


4. 	PERSON SPECIFICATION  

	Knowledge 
· Knowledge of the challenges faced by businesses during the first two years of trading. 
· Knowledge of the regional and national business ecosystem and the role of the Growth Hub.
· Excellent communication and interpersonal skills.
· Ability to build rapport quickly and inspire confidence with business owners and entrepreneurs.
· Proficiency in Microsoft Office applications and CRM systems.
· Excellent knowledge of local, national and regional business support schemes.
· Ability to work independently to assess incoming telephone and email enquiries, identify the help a business needs to start and grow and provide details of relevant sources of business support.

	Qualifications
· Business coaching accreditation (ie SFEDI Level 3, 5 or 7) or equivalent professional experience.

	Experience & Skills 
· Experience in delivering business information to entrepreneurs and businesses.
· Experience helping individuals and businesses identify and access business support or finance opportunities.
· Experience using CRM systems to record client activity, outcomes and performance data.
· Experience engaging and building effective relationships with businesses, partners and stakeholders.
· Excellent communication and interpersonal skills.
· Ability to manage a varied workload and work effectively on own initiative to meet tight deadlines.

	Personal Attributes
· Passionate about supporting businesses to start, survive and grow. 
· Proactive, self-motivated and results-focused. 
· Customer-focused, professional and approachable. 
· Commercially aware, practical and solutions-oriented. 
· Committed to delivering high-quality support.
· Strong attention to detail, with excellent organisational and time-management skills. 
· Collaborative team player who can also work effectively on their own initiative. 
· Demonstrates professionalism, integrity, tact and discretion at all levels. 
· Reliable, dependable and accountable for delivering results. 
· Committed to continuous learning, improvement and professional development. 
· Able to work flexibly to meet the needs of clients and the service.



5.	ANY OTHER INFORMATION

Must achieve minimum customer satisfaction standards and contribute toward the achievement of the Start & Sustain and Enhance Growth Hub Programme Outputs. 

This role is eligible to participate in the Chamber’s agile working policy.


Employee name: _________________________ 


Employee signature: _____________________    Date signed: ________________
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