Person Specification and Further
Information for Job Applicants
Job Title

Client Support Team Leader

Contract Type

This is a permanent and pensionable appointment

Business Area

Social Security Scotland

Main Location

West Lothian

Salary

£29,759 - £34,087

Nationality
Requirements

You can apply for any job in the Scottish Government as long as you
are a UK national or have dual nationality with one part being
British. In addition, Scottish Government posts are open to
Commonwealth citizens and nationals of any of the member states
of the European Economic Area (EEA). Further information about
civil service nationality requirements is available on the Civil
Service Website.
For jobs in Band B & C you must hold a minimum of 3 Highers or
equivalent or proven experience of managing a client facing team
and delivering excellent customer service.

Qualification
Requirements

Other qualifications equivalent to these may also be acceptable, if
you are in any doubt please contact to discuss.
Please note: If you fail to demonstrate how you meet the minimum
qualifications as stated above, your application will be automatically
sifted out.

Working Pattern

This is a full time vacancy, however applications from people
wishing to work an alternative working pattern will be considered.

Guaranteed Interview
Scheme

Applicants claiming a guaranteed interview will be invited for
further assessment should they meet the minimum essential criteria
listed in this document.

Reserve List

In the event that further posts are required, a reserve list of
successful candidates will be kept for up to 12 months.

Security

Good security is a priority for the Scottish Government and all
employees play a key role in keeping the organisation safe, secure
and resilient. A Baseline Personnel Security Standard (BPSS) check
will be carried out as part of the pre-employment checks for this
role, as is standard with all Scottish Government posts. Additional
security checks may also be required if a higher level of clearance is
required for this post.
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Further information on the post is available from Colette Bryson at
the following email address: SocialSecurityLDrecruitment@gov.scot.
Further Information

If you have any queries relating to your eligibility on the grounds of
Nationality or Qualifications, or if you have any difficulty applying
for this role, please contact recruitment@gov.scot.
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Information about the Business Area
This role sits within Social Security Scotland, an Executive Agency of the Scottish Government.
We believe that Social Security is a human right and we are working to make sure people get
what they are entitled to whilst being treated with dignity, fairness and respect.

Information about the Role
In addition to our headquarters and administrative base we will be delivering our services in
local communities across Scotland. This role provides an exciting opportunity to lead and
develop the face to face service that will support clients who need it, when they need it,
through outreach, home, hospital or prison visits.
The opportunities in this role will vary from; leading and developing a team of mobile
advisors, providing day to day operational support to delivering a positive client experience.
This position would be ideal for someone who can work independently, has excellent interpersonal skills, leads by example, is passionate about people and is focused on providing an
excellent service to Scotland’s citizens.

Specific Duties
As part of the local service, this is an important role within the agency managing a range of
duties to ensure that we provide an excellent service to Scotland’s citizens.










Provide excellent service by leading, managing and motivating your team to provide
accurate up to date information and advice on devolved benefits to Scotland’s citizens,
in line with Social Security Scotland’s ethos and vision of dignity, fairness and respect.
Act as a role model who demonstrates Social Security Scotland’s values; ensuring that
clients are dealt with sensitively, appropriately and with fairness, dignity and respect.
Line Manage, coach and support a team of mobile client advisors, to include personal
and professional development.
Build and maintain a constructive and encouraging team environment, embedding a
process of continuous improvement including quality assurance to enhance our client
experience
Support individuals to provide accurate advice, dealing personally with escalated
enquiries and complaints.
Manage changes to policy and processes efficiently and constructively.
Work alongside Senior Managers, internal and external partners to support new
initiatives and the future direction of the agency.

Ability to keep abreast of the changes to the Social Security and Welfare Benefits system.

Further Information
We are looking to recruit a diverse workforce and posts will be available in locations across the
whole of Scotland including the islands. Applicants from all areas are encouraged to apply.
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You will be allocated a base location within the local authority area, however this role also
requires extensive and regular travel across the local authority area. A driving licence is required
or alternative means of fulfilling the requirement for daily travel across a wide area provided.
Successful candidates may have to travel to a central location for training and may have to
attend training courses on a full time basis.
A reserve list will be held for a period of 12 months from which further appointments can be
made.
We recommend that you read the Additional Information page for this job on our recruitment
website at: https://www.socialsecurity.gov.scot/work-with-us. Here you will be able to find out
more about Social Security Scotland, the job, the STAR approach and how to apply.

Essential Criteria
You will be asked to provide evidence of how you meet these criteria in your application.
1. Demonstrate you consistently meet the needs of client’s by inspiring those
around you to provide excellent service delivery.
2. Experience of managing, leading and developing colleagues to reach their full potential.
3. The ability to build, develop and maintain good working relationships with internal and
external partners, to enhance client experience.
4. Strong organisational skills with the ability to work on your own initiative using robust
information from a variety of sources, whilst initiating and leading change.
During the application process you will be asked to provide specific evidence based examples
to demonstrate how you meet the criteria. Please ensure that provide specific evidence – you
may wish to follow to STARR format (Situation, Task, Action, Result, and Reflection).






Situation – give a brief outline of the context
Task – What did you want to achieve? What were your aims / objectives?
Action – What did you personally do?
Result – What was the result?
Reflection - Do you have reflections on the event? How have you applied this learning
since? What would you do differently next time?

Where the criteria states that you must hold a qualification, you need only state that you do or
do not hold the qualification and provide any other information you feel relevant. We would
recommend that you prepare your answers before you begin the online application process.
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Competencies Required
Here are details of the Competencies required for this role and you will be tested against these
competencies if you are invited to attend the interview/assessment.



Scottish Government Competencies (PDF)
Competencies for Band B Roles (PDF)

These competencies will only apply if you are invited to interview. You can find more
information on competencies by reading the Additional Information page for this job on our
recruitment website at: https://www.socialsecurity.gov.scot/work-with-us [Skills for Success].
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Political Activity
All appointees to the Civil Service must be able to fully comply with the requirements of the
Civil Service Code and are expected to carry out their role with dedication and a commitment
to the Civil Service and its core values: which are Honesty, Integrity, Objectivity and
Impartiality. As part of this, some restrictions are placed on political activity. You will see that
there is a question regarding such activity on the application form. A positive response to this
question should not affect the consideration of your application, but is likely to mean that you
will be asked additional questions at interview. What you then say at interview will clarify if
you meet the requirements of the Civil Service Code.
The Civil Service Code states that:

You must






Serve the government, whatever its political persuasion, to the best of your ability in a
way which maintains political impartiality and is in line with the requirements of this
code, no matter what your own political beliefs are
Act in a way which deserves and retains the confidence of ministers, while at the same
time ensuring that you will be able to establish the same relationship with those whom
you may be required to serve in some future government
Comply with any restrictions that have been laid down on your political activities

You must not



Act in a way that is determined by party political considerations, or use official resources
for party political purposes
Allow your personal political views to determine any advice you give or your actions.

Pre-Employment Security and Eligibility Checks
If you are successful, and are not currently a serving member of the Civil Service, we will as
part of the Scottish Governments pre-employment process carry out the following enquiries
into your identity, employment/academic history, nationality and immigration status, ‘unspent’
criminal record (Disclosure certificate), health and other matters, to ensure that you are
qualified for the appointment.
Further details on these checks are available to view here.

Completion of Pre-Employment Security and Eligibility Checks
When the pre-employment enquiries are satisfactorily completed to our standard, we will then
make you a formal offer of appointment and you will be expected to take up appointment as
soon as possible. If you have any question about our pre-employment checks please do not
hesitate to get in touch.
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Selection
We have a two stage selection process. The first stage is where we review your application
form to decide if it does or does not meet the Essential Criteria. Those who meet the Essential
Criteria will normally be selected for the next stage of assessment. It is therefore important
that you complete your application as fully, but concisely, as possible to demonstrate how you
meet the criteria for the post. Please ensure that you study the selection criteria carefully
before you complete your application.
The next stage of assessment will be a competency based interview and in most circumstances
this will be accompanied by other forms of assessment such as a presentation or written test.
You will be given further details about the competency based interview and other assessment
elements with your letter of invitation. The data we collect throughout the selection process
will be held and used in accordance with the terms of the Data Protection Act.

Interview Expenses
Travel and subsistence expenses incurred during the selection process are the responsibility of
the applicant.

Diversity Monitoring Form
Information given on the diversity monitoring form will be treated in strictest confidence and
will be retained by HR for monitoring purposes. It will be kept separately from your application
form and will not be made available to those involved in the selection decision. Guidance on
the Diversity Monitoring Form and why we ask you to complete it is available on our website.

Disability
We are participants in the Jobcentre Plus “Positive about Disabled People” scheme. Under the
terms of the scheme, all candidates who consider themselves to be disabled in terms of the
Equality Act 2010, and who meet the essential minimum criteria for the post, will be
guaranteed an interview. Note: The Equality Act 2010 states that a person has a disability if
they have a physical or mental impairment and the impairment has a substantial and long-term
adverse effect on their ability to carry out normal day-to-day activities. A 'substantial
disadvantage' is a disadvantage which is more than minor or trivial. 'Long-term' means that the
effect of the impairment has lasted or is likely to last for at least twelve months (there are
special rules covering recurring conditions). Further guidance in relation to the meaning of
disability is accessible on the Equality and Human Rights Commission website.
We will also ensure that we consider and implement any reasonable adjustments you may
require to attend for interview or during the course of your employment, should you be
successful in securing a post.
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Starting Salary
We expect that all new entrants will join us on the minimum of the advertised pay range.

Working Pattern
The standard working week is a 5 day week of 37 hours, net of lunch breaks. You may have
the scope to participate in the Scottish Government's flexible working scheme. Consideration
will be given to candidates interested in part-time or other non-standard working patterns and
in-line with best practice, the Scottish Government has extended to all staff the right to request
a flexible working pattern. All requests will be seriously considered.

Annual Leave (pro rata for part-time)
You will have an annual leave allowance of 5 weeks, rising to 6 weeks after 4 years. In addition,
the Scottish Government observes 11½ days public and privilege holidays, dates of which are
set annually.

Probation
You will be required to serve a probationary period of 9 months and confirmation of your
appointment is dependent on the satisfactory completion of this probation period in terms of
performance, conduct and attendance.

Travel and Subsistence
Subsistence allowances and travelling expenses on official duty are paid. The cost of normal
daily travel between home and office is not reimbursable.

Sick Absence
You are expected to attend for work. However, we do recognise that 100% attendance may not
be possible on occasions when you are unwell. We have an attendance management policy in
place that makes it clear the level of attendance that the Scottish Government expects and
what may happen if this cannot be achieved. The policy outlines the support offered to staff
during periods of illness and the assistance available to help them back to work.

Retirement
The Scottish Government has a "no retirement age" policy for staff in Bands A-C. This means
that you are free to continue in employment for as long as you wish. Continued employment
will remain subject to the normal rules concerning performance, conduct and attendance.
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Outside Activities
As a civil servant, you may not take part in any activity which would in any way impair your
usefulness to the Service, or engage in any occupation which may conflict with the interests of
the Scottish Government or be inconsistent with your official position. Subject to these
conditions, and in some circumstances prior permission being sought, work of a minor or shortterm nature (for example, vacation work or work after hours) is normally allowed. Also for
health and safety purposes you should notify HR if you have more than one job. You will also
be subject to certain restrictions, depending on your grade and the nature of your work, on
national and local political activities. These include standing as a candidate in parliamentary or
local authority elections, or canvassing on behalf of candidates; and expressing views on
matters of political controversy in public speeches or publications.

The Civil Service Commission
The Department's recruitment processes are underpinned by the principle of selection for
appointment on merit on the basis of fair and open competition. Details of how this principle
should be applied can be found at the Civil Service Commission website. If you feel that your
application has not been treated in accordance with the Commission’s guidance and you wish
to make a complaint, you should write to Head of Resourcing, F Spur, Saughton House,
Broomhouse Drive, Edinburgh, EH11 3XD in the first instance. If you are not satisfied with the
response you receive, you can contact the Office of the Civil Service Commission.

Civil Service Values
As a civil servant, you are appointed on merit on the basis of fair and open competition and
are expected to carry out your role with dedication and a commitment to the Civil Service and
its core values: Integrity, Honesty, Objectivity and Impartiality. These values are set out in the
Civil Service Code.
‘Integrity’
Putting the obligations of public service above your own personal interests;
‘Honesty’
Being truthful and open;
‘Objectivity’
Basing your advice and decisions on rigorous analysis of the evidence; and
‘Impartiality’
Acting solely according to the merits of the case and serving equally well Governments of
different political persuasions.
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