Planning Aid Wales Helpline Administrator
Job Description and person specification, 16th May 2025


Planning Aid Wales Helpline Administrator 

Job Description

Supervised by:	Chief Executive

Location: 		Home based

Hours: 		6 hours per week (ideally over 2-3 days)

Salary:		£24,000 per annum pro rata

Notes:		Ability to speak Welsh is highly desirable
			
Overall Purpose of the Role

To provide a professional and effective first point of contact for callers to the Planning Aid Wales Helpline, ensuring timely assessment and referral of planning-related enquiries to volunteers and maintaining accurate records of service activity. See: planningaidwales.org.uk/about-planning/our-advice-service/ 


Objectives and responsibilities
i)	Receive and respond to calls and emails to the Planning Aid Wales Helpline.
ii)	Take down details of requests for assistance, assess eligibility and decide on most appropriate course of action on a case-by-case basis. 
iii)	Draft email responses to enquiries, including responding to basic enquiries where appropriate (training & templates provided).
iv)	Where appropriate, refer Helpline cases on to Planning Aid Wales volunteers and continue to monitor volunteer progress on referred cases.
v)	Close case reports once appropriate advice has been provided.
vi)	Maintain Helpline records and prepare quarterly Helpline reports.






Person Specification

	Criteria
	Essential
	Desirable

	Strong written and verbal communication skills
	ü
	

	Confident, empathetic, and courteous in dealing with the public
	ü
	

	Organised, with good time management
	ü
	

	Ability to work independently and manage competing priorities
	ü
	

	Attention to detail and good record-keeping
	ü
	

	Competent in the use of standard IT tools (MS Outlook, Word & Excel)
	ü
	

	Understanding of Planning Aid Wales’ values and mission
	ü
	

	Ability to communicate in Welsh (written and spoken)
	
	ü

	Knowledge of the planning system in Wales or UK
	
	ü

	Experience in customer service or advice roles
	
	ü




Selection Criteria

Communication – Demonstrates clarity, empathy, and professionalism in written and verbal communication.
Customer Focus – Evidences a track record of handling public enquiries or providing frontline support.
Organisation & Reliability – Shows experience in managing tasks and meeting deadlines with minimal supervision.
IT Competence – Demonstrates confidence using email and document/spreadsheet software to manage cases and reports.
Judgement and Decision-Making – Can assess enquiry information and decide the best course of action within clear guidelines.
Welsh Language (Highly Desirable) – Ability to respond to enquiries in Welsh.
Planning Knowledge (Desirable) – Awareness of planning processes, terminology, and sources of public advice.


Planning Aid Wales Helpline Administrator (Part-Time)
📍 Home-based (within the UK)
🕒 6 hours per week (ideally spread across 2–3 days)
💼 £24,000 per annum pro rata
📅 Closing date: Monday 16th June, 5pm

Planning Aid Wales is seeking a well-organised and empathetic Helpline Administrator to support the delivery of our free planning advice service. You will act as the first point of contact for members of the public, taking and triaging enquiries, preparing responses, and referring more complex cases to our network of trained planning volunteers. Your work will directly help people understand and navigate the planning system in Wales.

This is a part-time, home-based role that offers flexibility and purpose. Full training and response templates will be provided.

More information about the service:
🔗 https://planningaidwales.org.uk/about-planning/our-advice-service 

Key Responsibilities
· Respond to phone and email enquiries to the Planning Aid Wales Helpline.
· Record enquiry details, assess eligibility and decide on next steps.
· Draft email responses to basic enquiries (with training and templates provided).
· Refer eligible cases to volunteers and monitor their progress.
· Close case files and prepare quarterly Helpline activity reports.

What We’re Looking For
· Excellent written and verbal communication skills.
· Organised, with good time management and record-keeping.
· Calm, confident and empathetic in dealing with the public.
· Comfortable using Outlook, Word and Excel.
· Able to work independently with minimal supervision.

The ability to speak and write in Welsh is highly desirable.


How to Apply
Please complete the application form available on our website:
CVs will not be accepted.

For informal enquiries, contact James Davies on james@planningaidwales.org.uk or 02921 660986.
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