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JOB DESCRIPTION & PERSON SPECIFICATION
 	
Access and Support Assistant

Role Purpose 
Help Musicians is committed to providing transformative support to musicians across their career, and to providing an exceptional experience to every musician from first to last interaction. Music Minds Matter is our dedicated mental health charity that brings people, expertise and support together to help the music community stay well, thrive and feel heard. 
The Access and Support Assistant role is pivotal to the realisation of this commitment and is responsible for the coordination of communications and support across all areas of service for both Help Musicians and Music Minds Matter. This is a frontline role which interacts with service-users throughout every day, and which works flexibly across all services and both charities
The role focuses on five key areas of crucial activity:
1. Phone and email enquiries
2. Triage and assessment of applications for support
3. Eligibility and application checks 
4. Grant and support coordination 
5. Project coordination and administrative support to our dedicated mental health charity, Music Minds Matter
Reports to: Senior Officer: Access and Support
What does success look like?
1. Provision of a first-class frontline service to musicians and people who work in music, providing timely and professional information via email and phone to enable a diverse range of individuals to access high quality support  
2. Efficient coordination of key support and grant management processes, following guidelines and using the database effectively to prioritise actions to meet the needs of those we serve 
3. Exceptional attention to detail in eligibility, application and evidence checks
4. Accurate record-keeping, ensuring all actions and decisions are logged and that delivery teams have access to up to date and complete information
5. Working collaboratively with colleagues to provide flexible capacity with high volume tasks to collectively ensure Service Standards continue to be met across all areas of support 
6. Effective coordination and delivery of music-sector projects and mental wellbeing initiatives, ensuring activities run smoothly and relevant stakeholders remain informed
Main responsibilities

1. Acting as the first point of contact for musicians seeking or accessing our support, working on a flexible rota-based system to ensure coverage and consistent response rates during all working hours
2. Conducting eligibility and application checks in accordance with guidelines – verifying income evidence, conducting online checks, ensuring completeness of information, keeping clear records, and escalating decisions where necessary
3. Assisting with triaging applications for wellbeing support in line with guidelines based on level and complexity of need, to ensure musicians receive the help that is right for them. This involves ensuring that all aspects of applications and evidence are complete before assignment to the relevant team 
4. Coordinating feedback and evaluation data from musicians who have been supported using the database to follow up in a timely manner and ensuring the completeness of submitted forms 
5. Coordinating the gathering of required documents from supported musicians, such as invoices and receipts, using the database to follow up in a timely manner and verifying submitted documents are correct 
6. Coordinating the scheduling of 1-2-1 access support calls and assessments between musicians and support delivery team
Key responsibilities with respect to Music Minds Matter:
1. Providing project coordination support across a portfolio of initiatives within music
2. Supporting the Community and Support Manager with relationship management of Music Minds Matter across music
3. Support the delivery of mental wellbeing initiatives across music
4. Operating at all times within Music Minds Matter’s Safe Working protocols, and escalating incidents in line with such protocols
General responsibilities for all Service Delivery roles: 
1. Working towards individual and team targets for the provision of support to musicians, aligned to the Service Standards, identifying areas for personal and team development to continually improve the quality of service  
2. Adhering to Data Privacy and confidentiality guidelines across all interactions and record keeping with musicians
3. Working safely across all interactions with musicians, adhering to organisational policies in relation to safeguarding, mental health, lone working and other relevant protocols, to protect musicians and own safety
4. Contributing to a safe and learning culture within the Access & Support team by participating in reflective practice and supervision sessions, and supporting colleagues to work safely
5. Participating actively in learning and development activities to ensure core skills and knowledge areas are up to date, including some self-managed learning, and proactively supporting own development plan 
6. Contributing to the continual improvement of support and experience through identifying potential improvements and raising these through structured channels and participating in service improvement and decision processes within the department 
7. Using user feedback and impact data from own case loads and/or programmes as well as from the wider department with curiosity to improve your personal ways of working
Person Specification 

Essential Experience, Knowledge and Skills
· Understanding of the key qualities of excellent customer service and able to demonstrate these at all times to both internal and external contacts
· Effective verbal and written communication with ability to adapt tone for different audiences
· Highly organised with ability to keep schedules and other key documents up to date on a daily basis
· Can prioritise tasks to ensure activities are completed by defined deadlines
· Experience of entering data accurately and ensuring attention to detail and thoroughness
· Able to accurately follow defined processes and standards e.g. responding to enquiries within a given timeframe and by adapting a template
· Can support the smooth running of meetings including recording decisions and actions 
· Able to use a range of IT systems and Microsoft Office packages including spreadsheets and databases
· Can process financial information accurately
· Able to manage both reactive and proactive tasks
· Able to handle confidential information professionally
· Confident in interacting with service users and industry stakeholders

Personal Characteristics
 
· High levels of self-motivation
· Team player with a positive, proactive and supportive attitude
· Keen to learn and look for new ways to add value
· Reliable and trustworthy
· Passionate and committed to the Help Musicians cause
· Demonstrable interest in music
· Empathetic with keen desire to help
· Proactive problem solver willing to contribute solutions
Additional information

· Occasional requirement to work evenings or weekends for work purposes 
· Hybrid working, with a minimum of 2 days a week in the London office (WC1X 9JS) and 3 days at home, with flexibility to attend the London office more regularly as the needs of the role dictate 
This job description is a written statement of the essential requirements of the job, with its key accountabilities, and the experience, knowledge, and skills required for effective performance. This is not intended to be an exhaustive account of all aspects of the duties involved.
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